NBTel Fourth Quarter 1998 Notes, Explanations & Action Plans

October

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) Increased competitor activity in the market in combination with the introduction of new NBTel residence & business  toll  plans have contributed to an increase in call volume as well as call times . 

Competitor Installation Appointments Met - CO


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


Explanation of Substandard Performance: Missed dates is due to customer not being ready on the CRDT (Customer Requested Date/Time) as well as input errors.

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)

Explanation of Substandard Performance: In Moncton & Fredericton, the movement  of  techs from I&R to Vibe Service has resulted in training needs being identified for the new I&R techs (replacing those that are working VIBE). These needs are currently being addressed in the region. 

In addition, a storm in the Moncton area caused an increase in troubles. 

Repair Appointments Met - Rural


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

Explanation of Substandard Performance: Errors within the Trouble Resolution process, specifically,  sign up of troubles and appointment bookings,  resulted in appointments being recorded as missed. These training issues are currently being addressed.

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)


Complaint  recorded in ‘BILLING’ was credit and collection related.    

November

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: 

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)

Explanation of Substandard Performance: In Moncton & Fredericton, the movement  of  techs from I&R to Vibe Service has resulted in training needs being identified for the new I&R techs (replacing those that are working VIBE). These needs are currently being addressed in the region. 

In addition, a storm in the Moncton area caused an increase in trouble workload. 

Repair Appointments Met - Rural


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

Explanation of Substandard Performance: Errors within the Trouble Resolution process, specifically,  sign up of troubles and appointment bookings,  resulted in appointments being recorded as missed. These training issues are currently being addressed.

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)

December

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: 

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)

Explanation of Substandard Performance: 

Repair Appointments Met - Rural


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

Explanation of Substandard Performance: Errors within the Trouble Resolution process, specifically,  sign up of troubles and appointment bookings,  resulted in appointments being recorded as missed. These training issues are currently being addressed.

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)

