Exception Reporting – November 1999

Indicator 1.5 and 2.5

NB Tel
1.5
Access to Business Office
Co
80% or more

NB Tel
2.5
Access to Repair Bureau
Co
80% or more

The backlogs created by the Francophone Summit and a second major flood in the Moncton area were pushed even higher due to an increase in Health related problems and sickness.  The improvement in October over September is a positive sign that things are getting back on track. November results are positive with NBTel meeting the objective of 80% for both October and November.  The access to the Repair Bureau continues to improve as well rebounding to 89.76 percent.

Indicators 2.2A and 2.2B

NB Tel
2.2A
Repair Appointments Met
Urban
90% or more

NB Tel
2.2B

Rural
90% or more

NB Tel
2.6
Competitor Repair Appointments Met
Co
90% or more

Repair Appointments Met - Urban

Explanation of Substandard Performance: A number of factors impacted the results including new service representatives and longer call times.

A second major flood in the Moncton area as well as a backlog of Vibe work orders resulted in missed repair appointments. 

Backlog is being recovered with both 2.2A and B showing further signs of recovery in November.

Repair Appointments Met - Rural

Explanation of Substandard Performance: Trouble meeting appointments due to the sign-up of troubles and appointment booking process as well as the movement of resources to work on backlog of orders as a result of the Francophone Summit.

Backlog is being recovered with both 2.2A and B showing further signs of recovery in November.

Workload studies have identified a need for additional people. We believe that a new management system, Oasis, will give service representatives a better understanding of the workload at any given time of day.
