15 September 1998

Delivered via fax 

Mrs. Laura M. Talbot-Allan

Secretary General

Canadian Radio-television and 

  Telecommunications Commission

Ottawa, Ontario

K1A 0N2

Dear Mrs. Talbot-Allan:

Subject:
Telecom Decision CRTC 97-16, Quality of Service Indicators for Use in Telephone Company Regulation, 24 July 1997 (Decision 97-16) – Follow-up Process to Finalize Standards

 1.0   Introduction

1. AT&T Canada Long Distance Company (AT&T Canada LDS) is in receipt of recommendations from Bell Canada, Quebec-Telephone, Thunder Bay Telephone, Maritime Tel&Tel Limited, Island Telecom Inc., MTS Communications Inc., BC TEL, and NewTel Communications Inc. (collectively, the Telephone Companies) to finalize the interim quality of service standards set out by the Commission in appendix A of Decision 97-16.  
2. In accordance with the procedure established by the Commission in paragraph 122 of Decision 97-16, AT&T Canada LDS submits the following comments with respect to the standards and submissions filed by the Telephone Companies.
3. At the outset, AT&T Canada LDS maintains that the public interest would be best served by the expansion of the indicators to include specific measures of the quality of service provided to customers who are also competitors.  AT&T Canada LDS notes that it originally had proposed several additional indicators in its submission of 2 June 1995,
 however, as discussed in this submission, an adequate degree of oversight may be possible by focusing on a few specific quality of service indicators for service provided to competitors.  In the absence of such specific indicators, AT&T Canada LDS believes that the assessment of the service standards provided by the Telephone Companies will not be at a sufficient level of detail for the Commission to determine whether the quality of service provided to competitors is being maintained.  As noted by the Commission in Decision 97-16

The Commission remains of the view, stated in its letter of 6 November 1995, that market forces are not sufficient incentives to ensure that quality of service with respect to essential Utility segment services and bottleneck facilities does not deteriorate under a price cap regime.
 

4. With respect to the quality of service indicators adopted by the Commission on an interim basis in Decision 97-16, AT&T Canada LDS notes that Bell has proposed to relax numerous indicators, and that all the other Telephone Companies generally supported the changes proposed by Bell.  AT&T Canada LDS submits that these proposals should be rejected.  The interest of all customers, and particularly competitors who are also customers depends on the maintenance of acceptable standards of service quality.  As noted by the Commission, market forces will not be sufficient to ensure such standards. 

5. AT&T Canada LDS submits the following comments on the proposals made by Bell with respect to specific quality of service indicators.  In addition, AT&T Canada LDS recommends that the Commission expand and strengthen two key indicators within the service provisioning and repair service categories.

2.0  Service Provisioning 

2.1  Changes Proposed to Provisioning Intervals

6. AT&T Canada LDS notes that Bell Canada (Bell) has proposed changes to the Provisioning Intervals (Indictor 1.1).  The provisioning interval measures the number of days required to provide service from the date of the customer’s request.  Bell has proposed to double the number of days from 5 days within urban areas and 10 days within rural areas to 10 days within urban areas and 20 days within rural areas.  AT&T Canada submits that such changes could allow for a significant deterioration in the quality of service provided to customers.  The relaxation of quality standards could well undermine the objectives of the price cap regime to foster lower prices through efficiency improvements rather than simply lowering costs by reducing service levels. 

7. AT&T Canada LDS also notes that the provisioning intervals for many of the new service elements that would be obtained by competitors, specifically new entrants in the local services market, would be included in these measures of service intervals.  With the advent of local competition and increasing competitive pressures in the long distance market, AT&T Canada LDS submits that the proposed decrease in the level of the quality of service is unjustified and contrary to the public interest. 

2.2  Proposed Changes to Held Orders per 100 NAS

8. Bell has also proposed changes to the Held Orders per 100 Network Access Services (NAS) Inward Movement (Indicator 1.3).  This indicator is measured by calculating the percentage of orders for NAS outstanding at the end of the month which were not met on the due date.  Bell is proposing to substantially relax this standard by allowing the percent of all orders outstanding at the end of one month to be 10 percent instead of 3.3 percent.  Similar to the proposed dilution of the interim Provisioning Intervals standard,  AT&T Canada LDS submits that Bell’s proposed decrease in the quality of service required to be met cannot be justified in light of the objectives of the price cap regime and competitors’ reliance on high quality service, especially competitors entering the local market. 

2.3  Provisioning Intervals for Competitor Installations

9. AT&T Canada LDS notes that competitors are also customers of the telephone companies and, therefore, the services that are obtained should be provided under the same quality of service level as other customers.  While the telephone companies have some incentive to provide high quality service to their own retail customers, the Commission noted in Decision 97-16 that market forces may not provide sufficient incentives with respect to ensuring the quality of service for essential services and bottleneck facilities.  These are precisely the components that competitors depend upon in order to compete against the telephone companies on quality as well as price.  Accordingly, it is of critical importance that the telephone companies are required to meet an adequate quality of service standard. 

10. The Commission acknowledged the special circumstances of competitors in setting out two service provisioning indicators for competitors – percentage of competitors’ installation appointments met and on time Primary Interexchange Carrier (PIC) activation.  AT&T Canada LDS submits that measuring the appointments met can be relied upon to provide only a partial picture of the quality of service being delivered to competitors.  The telephone companies could allow the interval between a competitor’s request for service and the proposed appointment date to be much longer than for other customers.  Such actions would be only marginally reflected in the measure of the provisioning interval indicator that captures all customers.  As a result, the telephone companies would have the opportunity and incentive to provide a lower quality of service to competitors while still appearing to be meeting most appointments.

11. AT&T Canada LDS submits that this concern can be addressed by expanding the measure of provisioning intervals to include specific measure for certain services required by competitors as a separate indicator from all Utility services.  The services to be included in the separate indicator would focus on essential Utility services and bottleneck facilities such as: (1) unbundled network elements (in particular, unbundled loops by type), (2) Local Number Portability (i.e. porting), (3) co-location and (4) interconnecting circuits with trunk side access.  Establishing a separate indicator for this group of services would enhance the development of more competitive markets.

12. Additionally, AT&T Canada LDS believes that separate measurements should also be applied to Centrex loops.  Centrex loops are increasingly used by competitors to offer customers one-stop shopping on similar terms to those offered by the telephone companies.  In order for competitors to do so, they must first order the Centrex loop from the telephone company.  AT&T Canada LDS notes that the Telephone Companies currently measure the provisioning interval for Centrex loops only on the basis of the time between when the work order is issued and service is provided which does not include the time period between when the competitor requests the service and the work order is actually issued.  AT&T Canada LDS submits that establishing a separate measure of the quality of service for Centrex loops, whereby the provisioning interval includes the total time elapsed between initial competitor request and in-service date, is vital to ensuring effective competition in all markets.  Accordingly, AT&T Canada LDS proposes that the quality of service indicators include a provisioning interval specifically for Centrex loops and that the standard be set an 90% of orders completed within two working days from request date to work order issuance.

13. AT&T Canada LDS further submits that the separate provisioning intervals should be established through multilateral industry forums such as CISC and the standards set should require a higher quality of service level than that applied in the generic case of provisioning interval measurements for all services.  

3.0 Repair Service

3.1 Out of Service Trouble Reports

14. Bell has proposed changes to the Out of Service Trouble Reports Cleared Within 24 Hours (Indicator 2.1).  Bell proposes to increase by 50% the amount of time it is afforded to clear trouble reports and still comply with the standard by increasing the time period to thirty-six hours from twenty-four hours.  AT&T Canada LDS submits that it would be entirely inappropriate to allow such a substantial reduction in the quality of service standard that is required to be provided to customers.  As noted in the case of the proposed changes to provisioning intervals, such a relaxation of quality standards could also undermine the objectives of the price cap regime to foster lower prices through efficiency improvements rather than simply lowering costs by reducing service levels. Similarly, such changes could have negative impacts on competitors for whom lengthy repair intervals are extremely damaging to their reputation in the marketplace.  Accordingly, AT&T Canada LDS submits that the proposed decrease in the level of the quality of service is unjustified and contrary to the public interest.  

3.2  Restoration and Repair Services for Competitors

15. As noted above, competitors depend on the telephone companies to supply the essential and bottleneck inputs to the services competitors offer.  When there are lengthy outages for competitors, this affects the service they provide their retail customers and can be extremely detrimental to their reputation in the marketplace.  It is critical, therefore, that competitors be offered some assurance that they will receive a sufficiently high quality of service so as not to be disadvantaged vis-à-vis their retail customers relative to those of the telephone companies.  

16. Based on past experiences, especially with respect to restoring network outages, AT&T Canada LDS submits that the services obtained by competitors from the telephone companies should be measured separately from other services using a measure similar to Mean Time To Restore (MTTR), in addition to Competitor Repair Appointments Met (Indicator 2.6).  In general, the repair services required by competitors are far different from those required by Telephone Company subscribers.  Moreover, assessing the general commitment of these companies with respect to meeting competitor repair appointments will not adequately measure the time taken to implement the necessary repairs.

17. AT&T Canada LDS further notes that MTTR is an objective measure and is superior to one based solely upon repair time.  MTTR ensures that all options that would restore service to a competitor, not just the reparation of defective components, are considered by the Telephone Companies.   

18. In addition to measuring the MTTR for all failures with respect to services provided to competitors, AT&T Canada LDS believes that the average time of all outages greater than two times the MTTR objectives should be identified and reported.  Furthermore, the indicator should also be expanded to provide for the recording of “repeat” (two restorations/repairs with respect to the same problem within thirty days) and “chronic” (three restorations/repairs with respect to the same problem within thirty days) problems.  Without such information, establishing adequate MTTR quality of service standards may discourage Telephone Companies from addressing the underlying problems with a competitor’s service in favour of more expedient but ultimately less effective solutions.     

19. AT&T Canada LDS submits that Indicator 2.6 must be supplemented by these additional measures if the performance of the telephone companies with respect to provision of restoration and repair services to competitors is to be accurately measured.  By adopting the proposed additions, the Commission would be able to accurately gauge the effectiveness of repair services provided to competitors, and minimize the opportunity and incentives of telephone companies to disadvantage competitors by providing them with slower or less effective repair services.  

20. AT&T Canada LDS also notes that a related issue to ensuring equitable repair and restoration of service was raised in the proceeding leading to Decision 97-16.  In that proceeding, AT&T Canada LDS proposed rebates for customers that were also competitors.  In paragraph 28 of Decision 97-16, the Commission stated that the matter of rebates for customers that are also competitors should be dealt with in a separate proceeding.  AT&T Canada LDS notes that the resolution of the issue of rebates is still outstanding as part of Telecom Public Notice CRTC 97-40, Review of the Terms of Service and General Regulations of Telephone Companies With Respect to Services and Facilities Provided to Competitive Providers of Telecommunications Services, December 1, 1997 (PN 97-40).  AT&T Canada LDS submits that there are insufficient incentives for telephone companies to provide high quality service while this issue remains unresolved, and absent a specific measure of repair and restoration of service to competitors.

4.0  New Indicators for Distinct Services

21. AT&T Canada LDS notes that On-Time Activation of PICs for Alternate Providers of Long Distance Service (APLDS) (Indicator 1.7) is an indicator which has been established for a class of service that competitors must have in order to provide their customers with services.  AT&T Canada LDS submits that similar dependencies are present for other services, especially with the expansion of competition to all aspects of the local and toll markets.  AT&T Canada LDS submits that many competitors are increasingly reliant upon the Telephone Companies for the provision of numerous services, such as Emergency 9-1-1 and Message Relay Services.  For example, Competitive Local Exchange Carriers and Centrex resellers are generally dependent on the provision of such services by the Telephone Companies, and cannot compete if these services are not provided at a high quality level and in a timely manner.  In fact, while the Commission did not specifically classify 9-1-1 Service and Message Relay Service essential, the Commission did recognize these as services many competitors will require from the Telephone Companies, as demonstrated by the Commission’s direction to Stentor to make these services available to CLECS on a tariffed basis.
  

22. As a consequence, AT&T Canada LDS submits that the Commission should give serious consideration to the establishment of new indicators to measure the quality of service with respect to the provision of certain distinct services.  

Conclusion

23. AT&T Canada LDS submits that the establishment of practical and effective indicators is essential in order to monitor the quality of service provided by the Telephone Companies to both competitors and subscribers.  The importance of these indicators has only increased with the advent of local competition and continued aggressive pace of competition in the long distance market.  Accordingly, AT&T Canada LDS submits that the interim indicators established by the Commission in Decision 97-16 should not only be maintained, but in some cases expanded and strengthened in order.  The proposed modifications are necessary in order to provide greater assurances that the Commission’s goals of high quality service under a price cap regime are met and to more fully support the continued evolution of fair and effective competition in all aspects of the telecommunications market. 

Yours truly,

Carlo Di Luch

cc: Parties to Decision 97-16 Follow-up Process

� Unitel Communications Inc., Telecom Public Notice CRTC 94-50, Review of Quality of Service Indicators, 2 June 1995.


� Decision 97-16, paragraph 37.


� It should be noted that during the August 20-21, 1998 meeting of the Order and Billing Sub-Working Group of the CRTC Interconnection Steering Committee, industry representatives supported a two working day provisioning interval for loops.


� Decision 97-8, paragraphs 113 to 116.
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