April 2000 Rationale for Quality of Service

Indicators not met in April

Indicator 1.5 – Access to Business Office.

Indicator 2.1a – Out of Service Trouble Reports Cleared within 24 Hours.

Indicator 2.2a Urban Repair Appointments Met.

Indicator 2.2b Rural– Repair Appointments Met.

Indicator 2.5 – Access to Repair Bureau.

Indicator 2.6 – Competitor Repair Appointments Met.

Explanation of Substandard Performance: 

There have been new people hired but it will probably be well into May before their efforts improve results. Also just introduced additional services into new areas, which adds another degree of workload to deal with. We are proceeding as planned although perhaps a month or two behind because of the time it took to get the new hires.

The results over the last three-months have occurred mainly because of the number of new staff in the centre. Inexperience generates longer call times and also requires more experienced staff time assisting/training the new people.
