NBTel 1998 Notes, Explanations & Action Plans








January





Provisioning Interval - Urban


	Clarifying Notes:	Includes all orders (Business and Residence)








Provisioning Interval - Rural


	Clarifying Notes:	Includes all orders (Business and Residence)








Installation Appointments Met - Urban


	Clarifying Notes:	Includes all orders (Business, Residence, Data)





Installation Appointments Met - Rural


	Clarifying Notes:	Includes all orders (Business, Residence, Data)








Held Orders Per 100 Network Access Service Inward Movement - Urban


	Clarifying Notes:	Includes all services (Business and Residence)





Held Orders Per 100 Network Access Service Inward Movement - Rural


	Clarifying Notes:	Includes all services (Business and Residence)








Held Upgrades per 100 Upgrade Requests - Rural


	Clarifying Notes:	N/A (Entire Province Single Line Service)








Access to Business Office - CO


	Clarifying Notes:	All incoming calls to NBTel. (Business & Residence, - Repair, Orders, 	Inquiries)








Competitor Installation Appointments Met - CO


	Clarifying Notes:	Includes all orders input by the Interexchange Carrier Group








On Time Activation of PICS For APLDS - CO


	Clarifying Notes:	Includes all PIC change requests from all APLDS








Out-of-Service Trouble Reports Cleared Within 24 Hours - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)


	Explanation of Substandard Performance:	Affected by ice storm conditions





Out-of-Service Trouble Reports Cleared Within 24 Hours - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)


	Explanation of Substandard Performance:	Affected by ice storm conditions








Repair Appointments Met - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)


	Explanation of Substandard Performance:	Affected by ice storm conditions








Repair Appointments Met - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)


	Explanation of Substandard Performance:	Affected by ice storm conditions








Initial Customer Trouble Reports per 100 NAS - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)





Initial Customer Trouble Reports per 100 NAS - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Access to Repair Bureau -CO


	Clarifying Notes:	Same measurement as Indicator 1.5 (Using only one ACD Queue)








Competitor Repair Appointments Met - CO


	Clarifying Notes:	Same measurement as Indicator 2.2 (Using same repair system)


	Explanation of Substandard Performance:	Affected by ice storm conditions








Dial Tone Delay - CO


	Clarifying Notes:	Using DMS dial tone delay information








Directory Accuracy - CO


	Clarifying Notes:	Using customer identified errors (White pages)


	Explanation of Substandard Performance:	No directories issued in January








Customer Complaints - CO


	Clarifying Notes:	“Complaints” received by department heads and executive (written or verbal)








February





Provisioning Interval - Urban


	Clarifying Notes:	Includes all orders (Business and Residence)








Provisioning Interval - Rural


	Clarifying Notes:	Includes all orders (Business and Residence)








Installation Appointments Met - Urban


	Clarifying Notes:	Includes all orders (Business, Residence, Data)








Installation Appointments Met - Rural


	Clarifying Notes:	Includes all orders (Business, Residence, Data)








Held Orders Per 100 Network Access Service Inward Movement - Urban


	Clarifying Notes:	Includes all services (Business and Residence)





Held Orders Per 100 Network Access Service Inward Movement - Rural


	Clarifying Notes:	Includes all services (Business and Residence)








Held Upgrades per 100 Upgrade Requests - Rural


	Clarifying Notes:	N/A (Entire Province Single Line Service)








Access to Business Office - CO


	Clarifying Notes:	All incoming calls to NBTel. (Business & Residence, - Repair, Orders, 	Inquiries)








Competitor Installation Appointments Met - CO


	Clarifying Notes:	Includes all orders input by the Interexchange Carrier Group








On Time Activation of PICS For APLDS - CO


	Clarifying Notes:	Includes all PIC change requests from all APLDS








Out-of-Service Trouble Reports Cleared Within 24 Hours - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)





Out-of-Service Trouble Reports Cleared Within 24 Hours - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Repair Appointments Met - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Repair Appointments Met - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)


	Explanation of Substandard Performance:	Affected by repair crews assisting in out of province 	repair of ice storm damage.








Initial Customer Trouble Reports per 100 NAS - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)





Initial Customer Trouble Reports per 100 NAS - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Access to Repair Bureau -CO


	Clarifying Notes:	Same measurement as Indicator 1.5 (Using only one ACD Queue)








Competitor Repair Appointments Met - CO


	Clarifying Notes:	Same measurement as Indicator 2.2 (Using same repair system)








Dial Tone Delay - CO


	Clarifying Notes:	Using DMS dial tone delay information








Directory Accuracy - CO


	Clarifying Notes:	Using customer identified errors (White pages)








Customer Complaints - CO


	Clarifying Notes:	“Complaints” received by department heads and executive (written or verbal)








March





Provisioning Interval - Urban


	Clarifying Notes:	Includes all orders (Business and Residence)








Provisioning Interval - Rural


	Clarifying Notes:	Includes all orders (Business and Residence)








Installation Appointments Met - Urban


	Clarifying Notes:	Includes all orders (Business, Residence, Data)





Installation Appointments Met - Rural


	Clarifying Notes:	Includes all orders (Business, Residence, Data)








Held Orders Per 100 Network Access Service Inward Movement - Urban


	Clarifying Notes:	Includes all services (Business and Residence)





Held Orders Per 100 Network Access Service Inward Movement - Rural


	Clarifying Notes:	Includes all services (Business and Residence)








Held Upgrades per 100 Upgrade Requests - Rural


	Clarifying Notes:	N/A (Entire Province Single Line Service)








Access to Business Office - CO


	Clarifying Notes:	All incoming calls to NBTel. (Business & Residence, - Repair, Orders, 	Inquiries)








Competitor Installation Appointments Met - CO


	Clarifying Notes:	Includes all orders input by the Interexchange Carrier Group








On Time Activation of PICS For APLDS - CO


	Clarifying Notes:	Includes all PIC change requests from all APLDS








Out-of-Service Trouble Reports Cleared Within 24 Hours - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)





Out-of-Service Trouble Reports Cleared Within 24 Hours - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Repair Appointments Met - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Repair Appointments Met - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Initial Customer Trouble Reports per 100 NAS - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)





Initial Customer Trouble Reports per 100 NAS - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Access to Repair Bureau -CO


	Clarifying Notes:	Same measurement as Indicator 1.5 (Using only one ACD Queue)








Competitor Repair Appointments Met - CO


	Clarifying Notes:	Same measurement as Indicator 2.2 (Using same repair system)








Dial Tone Delay - CO


	Clarifying Notes:	Using DMS dial tone delay information








Directory Accuracy - CO


	Clarifying Notes:	Using customer identified errors (White pages)








Customer Complaints - CO


	Clarifying Notes:	“Complaints” received by department heads and executive (written or verbal)





�



April 


Provisioning Interval - Urban


	Clarifying Notes:	Includes all orders (Business and Residence)








Provisioning Interval - Rural


	Clarifying Notes:	Includes all orders (Business and Residence)








Installation Appointments Met - Urban


	Clarifying Notes:	Includes all orders (Business, Residence, Data)





Installation Appointments Met - Rural


	Clarifying Notes:	Includes all orders (Business, Residence, Data)








Held Orders Per 100 Network Access Service Inward Movement - Urban


	Clarifying Notes:	Includes all services (Business and Residence)





Held Orders Per 100 Network Access Service Inward Movement - Rural


	Clarifying Notes:	Includes all services (Business and Residence)








Held Upgrades per 100 Upgrade Requests - Rural


	Clarifying Notes:	N/A (Entire Province Single Line Service)








Access to Business Office - CO


	Clarifying Notes:	All incoming calls to NBTel. (Business & Residence, - Repair, Orders, 	Inquiries)








Competitor Installation Appointments Met - CO


	Clarifying Notes:	Includes all orders input by the Interexchange Carrier Group








On Time Activation of PICS For APLDS - CO


	Clarifying Notes:	Includes all PIC change requests from all APLDS








Out-of-Service Trouble Reports Cleared Within 24 Hours - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)





Out-of-Service Trouble Reports Cleared Within 24 Hours - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Repair Appointments Met - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Repair Appointments Met - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)





Initial Customer Trouble Reports per 100 NAS - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)





Initial Customer Trouble Reports per 100 NAS - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Access to Repair Bureau -CO


	Clarifying Notes:	Same measurement as Indicator 1.5 (Using only one ACD Queue)








Competitor Repair Appointments Met - CO


	Clarifying Notes:	Same measurement as Indicator 2.2 (Using same repair system)








Dial Tone Delay - CO


	Clarifying Notes:	Using DMS dial tone delay information








Directory Accuracy - CO


	Clarifying Notes:	Using customer identified errors (White pages)








Customer Complaints - CO


	Clarifying Notes:	“Complaints” received by department heads and executive (written or verbal)





�
May





Provisioning Interval - Urban


	Clarifying Notes:	Includes all orders (Business and Residence)








Provisioning Interval - Rural


	Clarifying Notes:	Includes all orders (Business and Residence)








Installation Appointments Met - Urban


	Clarifying Notes:	Includes all orders (Business, Residence, Data)





Installation Appointments Met - Rural


	Clarifying Notes:	Includes all orders (Business, Residence, Data)








Held Orders Per 100 Network Access Service Inward Movement - Urban


	Clarifying Notes:	Includes all services (Business and Residence)





Held Orders Per 100 Network Access Service Inward Movement - Rural


	Clarifying Notes:	Includes all services (Business and Residence)








Held Upgrades per 100 Upgrade Requests - Rural


	Clarifying Notes:	N/A (Entire Province Single Line Service)








Access to Business Office - CO


	Clarifying Notes:	All incoming calls to NBTel. (Business & Residence, - Repair, Orders, 	Inquiries)








Competitor Installation Appointments Met - CO


	Clarifying Notes:	Includes all orders input by the Interexchange Carrier Group


	Explanation of Substandard Performance:	Human error inputting “Customer Requested Date” Orders were actually completed on time per the customer’s request








On Time Activation of PICS For APLDS - CO


	Clarifying Notes:	Includes all PIC change requests from all APLDS








Out-of-Service Trouble Reports Cleared Within 24 Hours - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)





Out-of-Service Trouble Reports Cleared Within 24 Hours - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Repair Appointments Met - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Repair Appointments Met - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Initial Customer Trouble Reports per 100 NAS - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)





Initial Customer Trouble Reports per 100 NAS - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Access to Repair Bureau -CO


	Clarifying Notes:	Same measurement as Indicator 1.5 (Using only one ACD Queue)








Competitor Repair Appointments Met - CO


	Clarifying Notes:	Same measurement as Indicator 2.2 (Using same repair system)








Dial Tone Delay - CO


	Clarifying Notes:	Using DMS dial tone delay information








Directory Accuracy - CO


	Clarifying Notes:	Using customer identified errors (White pages)








Customer Complaints - CO


	Clarifying Notes:	“Complaints” received by department heads and executive (written or verbal)





�
June





Provisioning Interval - Urban


	Clarifying Notes:	Includes all orders (Business and Residence)








Provisioning Interval - Rural


	Clarifying Notes:	Includes all orders (Business and Residence)








Installation Appointments Met - Urban


	Clarifying Notes:	Includes all orders (Business, Residence, Data)





Installation Appointments Met - Rural


	Clarifying Notes:	Includes all orders (Business, Residence, Data)








Held Orders Per 100 Network Access Service Inward Movement - Urban


	Clarifying Notes:	Includes all services (Business and Residence)





Held Orders Per 100 Network Access Service Inward Movement - Rural


	Clarifying Notes:	Includes all services (Business and Residence)








Held Upgrades per 100 Upgrade Requests - Rural


	Clarifying Notes:	N/A (Entire Province Single Line Service)








Access to Business Office - CO


	Clarifying Notes:	All incoming calls to NBTel. (Business & Residence, - Repair, Orders, 	Inquiries)








Competitor Installation Appointments Met - CO


	Clarifying Notes:	Includes all orders input by the Interexchange Carrier Group


	Explanation of Substandard Performance:	Human error inputting “Customer Requested Date” Orders were actually completed on time per the customer’s request.  Investigation show 30% of missed dates is due to customer not being ready on the CRDT (Customer Requested Date/Time)








On Time Activation of PICS For APLDS - CO


	Clarifying Notes:	Includes all PIC change requests from all APLDS








Out-of-Service Trouble Reports Cleared Within 24 Hours - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)





Out-of-Service Trouble Reports Cleared Within 24 Hours - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Repair Appointments Met - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Repair Appointments Met - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Initial Customer Trouble Reports per 100 NAS - Urban


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)





Initial Customer Trouble Reports per 100 NAS - Rural


	Clarifying Notes:	Includes all services (Business, Residence, Coin & PL)








Access to Repair Bureau -CO


	Clarifying Notes:	Same measurement as Indicator 1.5 (Using only one ACD Queue)








Competitor Repair Appointments Met - CO


	Clarifying Notes:	Same measurement as Indicator 2.2 (Using same repair system)








Dial Tone Delay - CO


	Clarifying Notes:	Using DMS dial tone delay information








Directory Accuracy - CO


	Clarifying Notes:	Using customer identified errors (White pages)








Customer Complaints - CO


	Clarifying Notes:	“Complaints” received by department heads and executive (written or verbal)





�



