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15 August 2005
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

 AUTONUM 
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, and as confirmed in Decision 2005-17, Retail quality of service rate adjustment plan and related issues, Bell Canada provides the following report for July 2005:
Attachment 1 – Indicator 2.1A:

Out-of-Service Trouble Reports Cleared within 24 Hours - Urban
Attachment 2 – Indicator 2.1B:

Out-of-Service Trouble Reports Cleared within 24 Hours – Rural
 AUTONUM 
A machine‑readable file copy of this submission is provided to the Commission via Internet email.

Yours truly,

(Original signed by K. Brule on behalf of D. Palmer)

Attachments
Bell Canada

Quality of Service Monthly Results

Indicator 2.1A – Out-of-Service Trouble Reports Cleared within 24 Hours – Urban
Year:


2005
Standard:

80% or more
Month
(%)
January
       81
February
82
March
83
April
58
May
60
June
40
July
41
Explanation of Results
Results for this indicator have fallen below standard, starting with April 2005 results, due to the four month old strike by the Communications, Energy and Paperworkers' Union of Canada (CEP) against Entourage Technology Solutions Inc. (Entourage) in Ontario, which began on 24 March 2005.  
Action Plans

From the beginning of this work stoppage, Bell Canada implemented a plan to hire as many contractors as possible.  A larger than normal student hiring plan was also implemented and technician capacity increased through the use of overtime.  In addition, a high level executive team has been dedicated to managing load and workforce. 

On 10 July 2005, Entourage and the CEP reached a tentative agreement.  The members of the CEP notified Entourage of the ratification of this new agreement on 21 July 2005.  Entourage employees then returned to work over a two week period beginning on 25 July 2005.  It is expected that results will return to normal once the backlog of activity has been cleared.
Bell Canada

Quality of Service Monthly Results

Indicator 2.1B – Out-of-Service Trouble Reports Cleared within 24 Hours – Rural
Year:


2005

Standard:

80% or more
Month
(%)
January
78

February
82
March
82
April
57
May
54

June
40
July
39
Explanation of Results
Results for this indicator have fallen below standard, starting with April 2005 results, due to the four month old strike by the Communications, Energy and Paperworkers' Union of Canada (CEP) against Entourage Technology Solutions Inc. (Entourage) in Ontario, which began on 24 March 2005.  
Action Plans

From the beginning of this work stoppage, Bell Canada implemented a plan to hire as many contractors as possible.  A larger than normal student hiring plan was also implemented and technician capacity increased through the use of overtime.  In addition, a high level executive team has been dedicated to managing load and workforce. 
On 10 July 2005, Entourage and the CEP reached a tentative agreement.  The members of the CEP notified Entourage of the ratification of this new agreement on 21 July 2005.  Entourage employees then returned to work over a two week period beginning on 25 July 2005.  It is expected that results will return to normal once the backlog of activity has been cleared.
*** End of Document ***
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