NBTel 1999 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


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)


Explanation of Substandard Performance:


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


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


Explanation of Substandard Performance:


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 with a Continuous Improvement Program with the objective of improving standards and practices across all regions.

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:


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)

Note: Credit & collection complaints are now included in the totals where there weren’t previously.  

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:


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)

Note: Credit & collection complaints are now included in the totals where there weren’t previously.  

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) Unforeseen increase in calls to the business offices due to Canada Post mailing to customers  requesting address changes be made for 911 services.  In addition, the Intelligent Call Center project is underway that will result in consolidation of numerous call centers into a virtual call center with 4 locations resulting in one service level for residential customer service calls.  

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)

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 with a Continuous Improvement Program with the objective of improving standards and practices across all regions.

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)

