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Edmund H. Burry

Manager - Regulatory Reporting


Aliant Telecom Inc.


Fort William Building


P.O. Box 2110


St. John's, Newfoundland



Canada    A1C 5H6



Bus:
(709) 739-2003


Fax: 
(709) 739-3122


Email:  ed.burry@aliant.ca

17 December 2002








Ms. Diane Rhéaume

Secretary General

Canadian Radio-Television and

  Telecommunications Commission

Ottawa, Ontario

K1A 0N2

Dear Ms. Rhéaume:

Subject:
Quality of Service Indicators – Exception Reporting – November 2002
Pursuant to paragraph 90 of Decision 97-16, Quality of Service Indicators for Use in Telephone Company Regulation, which outlines reporting requirements for below standard quality of service indicators, Aliant Telecom Inc. hereby provides the following report for November 2002.

Attachment:
Indicator 1.5 – Access to Business Office




Indicator 2.5 – Access to Repair Bureau




Indicator 4.3 – Directory Assistance Accuracy

An electronic version of this report is also being provided for posting on the Commission’s web site. 


Yours truly,

Attachment

Attachment

Aliant Telecom Inc.

Quality of Service Monthly Results

November 2002

Indicator 1.5 – Access to Business Office
Standard – 80% or more

November – 82%
Initiatives undertaken in October to resolve resource capacity issues in New Brunswick contributed to the November result.  Additional recruitment, training, overtime, and the implementation of a new IVR application provided the capacity required to meet the standard.

Indicator 2.5 – Access to Repair Bureau

Standard – 80% or more

November – 80%

Despite severe weather in Nova Scotia throughout November that caused increased calls, the service standard was met as a result of overtime and the temporary reallocation of resources from other queues to the Nova Scotia repair answer queue.

  Indicator 4.3 – Directory Assistance Accuracy

Standard – 93.8% or more

November – 92.8%

Beginning in July 2002 directory assistance accuracy results are based on weekly surveys of customer experiences with directory assistance.  An amalgamation of Operator Services through October and November resulted in a virtual queuing across 4 provinces.  The amalgamation necessitates operators to develop knowledge of each province.  Overall Customer Value Measurement (CVM) scores were very high for November.  Analysis of results are being undertaken to determine why Directory Assistance Accuracy has lagged behind the overall CVM and to identify any problem areas. 

* End of Document *
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