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February 15, 2007
Ms. Diane Rhéaume

Secretary General

Canadian Radio-television and

   Telecommunications Commission

Ottawa, ON   K1A 0N2

Dear Ms. Rhéaume:

Re:
Quality of Service Results - Exception Reporting
Pursuant to paragraph 90 of Telecom Decision CRTC 97-16 (Decision 97-16) and affirmed in paragraph 192 of Telecom Decision CRTC 2005-17 (Decision 2005-17), TELUS Communications Company (“TELUS” or “the Company”) hereby files its January  2007 report for the Quality of Service (QOS) indicators the Company is required to report on a monthly basis. 

TCC is issuing one cover letter to represent both TCC BC/Alberta and TCC Quebec results. Results are presented separately for TCC BC/Alberta and TCC Quebec. 
TCC Quebec has no exceptions to report.  TCC BC/Alberta monthly results for the affected indicators and the explanations for the results are provided for:

· Indicator 2.1- Out-of-Service Trouble Reports Cleared within 24 Hours – A (Urban) and B (Rural)
· Indicator 2.2B - Repair Appointments Met - Rural
TELUS remains committed to providing unparalleled levels of service such that the delivery of customer service excellence becomes a hallmark for TELUS in 2007 and beyond.
Yours truly,

{original signed by Terry Connolly}
Terry Connolly

Director, Regulatory Affairs

Attachments

cc:
CRTC, Public Examination Room, Ottawa, Edmonton, Vancouver

TCC BC/Alberta

Quality of Service Monthly Results

(%)

Year: 2006/2007

Standard: 80% or more

	Month
	Indicator – 2.1 Out-of-Service Trouble Reports Cleared within 24 Hours

	
	A (Urban)
	B (Rural)

	November
	70%
	69%

	December
	62%
	58%

	January
	75%
	71%


Explanation of Results:

January:

· January results reflected improvement as TELUS recovered from the previous months’ weather impacts. Continuous improvement throughout January was realized as the backlog was progressively eliminated.
December:

· The decline in performance is attributed to a series of unprecedented weather disturbances throughout December (snow, rain, windstorms) in southern BC and Vancouver Island.
· Emergency Operations procedures were ongoing to minimize customer outage times, including mandatory overtime for employees scheduled to be on vacation during the Christmas season.
November:

· November results were severely impacted by a series of windstorms, rain and record snowfall on Vancouver Island and Lower Mainland BC. Aerial cables were severed by the heavy snow and numerous commercial power failures caused local outages as backup generator fuel supplies were depleted. 

· In anticipation of the increased trouble reports, TELUS invoked its Emergency Operations procedures. These measures included bringing in contractors, requiring extended hours and mandatory overtime, and re-deploying construction and installation technicians to assist in restoring service.

Year: 2006/2007

Standard: 90% or more

	Month
	Indicator – 2.2 Repair Appointments Met

	
	B (Rural)

	November
	89%

	December
	88%

	January
	89%


Explanation of Results:

January:

· Challenges in achieving target are attributed to a series of unprecedented weather disturbances throughout November and December (snow, rain, windstorms) in southern BC and Vancouver Island.
· The severe weather impacted TELUS’ ability to deliver on repair appointments. TELUS’ first priority is to restore service to isolated communities and efforts were hindered by road closures, power outages and unsafe driving conditions. Customer commitments improved throughout the month as TELUS’ focus and resources shifted to retiring repair backlogs. 
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