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The Commission requested in Telecom Decision CRTC 2005-17 that a CISC working group be assigned to produce a model business rules manual pursuant to paragraph 288 the Decision:

“The CISC is to establish a working group to develop a model business rules manual for Q of S reporting. The manual is to be submitted to the Commission for approval no later than 24 March 2006. Following Commission approval, the ILECs will be required to comply with the model manual.”

A separate working group consisting of the Incumbent Local Exchange Carriers (ILECs) has been struck to draft the manual and submit it to BPWG by 10 March 2006
Conclusions:

The ILEC Sub Working Group submitted the following proposed Retail Quality of Service  Business Rules Model Manual to BPWG in discharge of the CRTC Interconnection Steering Committee direction pursuant to paragraph 252 of Telecom Decision 2005-17, Retail quality of service rate adjustment plan and related issues..

The BPWG endorses the content of the manual and requests that the Commission accept this report and manual as presented.  It is further requested that the effective date of the manual be 120 days after approval by the Commission to allow the ILECs to make the necessary changes to processes, hardware, and software required to implement this uniform reporting.  
Attachments

· Retail Quality of Service Business Rules Model Manual
· BPTF0057
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Indicators

1.1 Provisioning Interval

Definition 

Number of days required to provide service from the date of customer's request.
Measurement Method

Completed urban and rural orders are each sorted to determine the actual number and percentage completed in 5 working days or less for urban and 10 working days or less for rural - exclude from this measure customers requesting a date beyond the applicable provisioning interval.

Standard

90% or more completed within 5 working days.  (Urban)

90% or more completed within 10 working days.  (Rural)
Results

Monthly

Geographical Basis 

Urban and Rural

CRTC Business Rules
ILEC Wide

Business Rules

1. All completed voice orders are included. New Installations, transfer of telephone number due to customer relocation or new equipment orders (non-CPE) are counted  Save visits and field visits are also included.

2. All Dial tone orders included. Non dial tone orders excluded.
3. No plant facilities or insufficient ILEC equipment to complete installation are not counted but are included in Indicators 1.3 and 1.4.
4. Official Telephone Service and Coin telephone service are excluded.

5. Reporting for residential and business customers is combined.

6. An order is considered met if completed within the 5/10 working days.  Exclude customer request date beyond the 5/10 day intervals.
7. An order is considered non-met if completed beyond 5/10 working days due to an ILEC fault.
8. Excluded orders completed beyond 5/10 working days where the not met is due to the customer not ready.
9. The default “Day 0” is the day the customer request is received for interval period calculation. Where the customer has a due date beyond the 5/10 working days the order is excluded.   
1.2 Installation Appointments Met

Definition

The total number of appointments booked and the number met, with percentage of those met relative to the total booked.
Measurement Method

Completed orders are sorted to determine the actual number and % completed on the appointment date.


Standard

90% or more

Geographical Basis
Urban and Rural
Results

Monthly

CRTC Business Rules
1. ILEC wide

2. Reported for both rural and urban.

Business Rules

1. All completed voice orders with an appointment are included. New Installations, transfer of telephone number due to customer relocation or new equipment orders (non-CPE) are counted.  Save visits and field visits are also included.

2. Due date is measured by the calendar day.

3. An order could have several booked appointment dates.  If the appointment date is changed at the customer's request, the clearing date is compared to the revised customer requested date.  If the appointment date is changed at the ILEC's request, the clearing date is compared to the originally agreed upon due date.

4. All Dial tone orders are included. Non dial tone orders excluded.
5. Reporting for residential and business customers is combined.
6. Official Telephone Service and Coin telephone service are excluded.
7. Incidents of no plant facilities or insufficient ILEC equipment are not counted but are included in Indicators 1.3 and 1.4.

8. An appointment is considered not-met if due to a ILEC fault.
9. Appointments are counted as met where the missed appointment is due to a customer reason or caused by a 3rd party (i.e. Hydro not in place).
10. Competitors are excluded from this Indicator but included in Indicator 1.6.
1.3 Held Orders per  Network Access Services Inward Movement

Definition

The number of outstanding requests for NAS which were not met on the due date because of facility shortages expressed as a percentage of NAS Inward Movement (Orders)

Measurement Method

The compilation of orders for NAS outstanding at the end of the month which were not met on the due date divided by Total NAS inward movement expressed as a percentage.
Standard

3.3% or < held orders outstanding per NAS Inward movement.  

Results

Monthly

Geographical Basis

Urban & Rural 

CRTC Business Rules

ILEC Wide

Business Rules

1. All completed dial tone orders with a due date in the month are included. New Installations, transfer of telephone number due to customer relocation or new equipment orders are counted. Save visits and field visits are also included. 

2. Dial tone orders with a past due date that are held due to lack of ILEC facilities are compiled at month end.
3. Reporting for residential and business customers is combined.
4. Facilities shortages include no plant facilities, plant equipment, plant work load, and other plant conditions.
5. Official Telephone Service and Coin telephone service are excluded.

6. Competitors are excluded from this Indicator.

7. Wireless and paging orders are excluded.

1.5 Access to the Business Office

Definition

The percentage of calls to a business office answered in 20 seconds or less.

Measurement Method

All incoming calls to the business offices are measured to determine the percentage of calls answered in 20 seconds or less. 

Geographical Basis

ILEC-wide, however calls are answered in regions where they originate at this time.

Standard

80% or more

Reporting Format

1.5 – Access to the Business Office – On Hold Duration
Business Rules

1. Billing queues are included.

2. Credit Collection, Telemarketing and Secondary queues are excluded.

3. Calls are compiled at source. Measurement begins when the customer’s call is placed in queue by the ACD (Automatic Call Distributor).

4. Calls outsourced are included and compiled at source, if outsourcing is required.

5. Abandoned calls after 20 seconds included. Abandoned calls before 20 seconds excluded.
6. Calls placed outside ILEC normal business hours per region excluded.
7. Calls handled entirely by IVR (Interactive Voice Response) for self-activation and information are included as a call answered within 20 seconds. Internet and screen phone contacts (if available) are excluded.  A message taken using the IVR option will be tallied as a call not answered within 20 seconds unless call transferred to that option through customer request.
8. Calls regarding non-regulated products or services are excluded if a separate non-regulated queue exists.  If no separate queue exists, they are included.
9. Any market/customer segment served by designated client reps will be excluded.
10. A transfer from a Repair Call Center to a Business Office is to be considered at source and at the Business Office excluding warm transfers when possible..
11. The formula for calculating the ILEC level TSF (Telephone Service Factor) is the following: 
· TSF = ( (T - t) + SS ) / ( (T + a) + SS ) x 100 Where: "T" is the total calls answered summed over all queues; "t" is the total calls answered after a delay of longer than 20 seconds, summed over all queues; "a" is the total calls abandoned after a delay of longer than 20 seconds, summed over all queues; "SS" is the corporate count of self-activations.
1.7 On-time Activation of PICs for Alternate Providers of Long Distance

Definition  

PIC activation is the provisioning process whereby the incumbent telephone companies switch a customer's long distance service over to a competitor.  Each telephone ILEC with equal access must handle PICs using their own Commission-approved "PIC/CARE Access Customer Handbook" (ILEC's handbook).

Measurement Method  

Completed PIC requests are sorted to determine the actual number and percentage completed in accordance with the ILEC's handbook. 

Geographical Basis
ILEC-wide. 

Standard

90% or more. 

Reporting Format: 

1.7: On-Time Activation of PICs for Alternate Providers of Long Distance Service (APLDS) 

Business Rules

1. Exclude PIC activations which return customers to the ILEC (winbacks). 
2. PIC service intervals are measured as per the CRTC approved PIC Care Handbook.
3. Exclude weekends and ILEC holidays when calculating intervals.
4. Results are measured as the number of PIC orders (subscriptions) activated on or before the interval set out in the PIC Care Handbook divided by the total number of PIC orders (subscriptions) completed during the month, expressed as a percentage.

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

Definition

The total of initial out-of-service trouble reports and those cleared within 24 hours.  Percentages of those cleared relative to this total.

Measurement Method

Compilation of trouble report data gathered at each repair bureau.
Geographical Basis

Urban and Rural.  

Standard

Urban and Rural – 80% or more

Reporting format

2.1A: Out-of-Service Trouble Reports Cleared within 24 Hours – Urban

2.1B: Out-of-Service Trouble Reports Cleared within 24 Hours – Rural

Business Rules

1. The 24 hour period begins when the customer is ready to have the repair completed.  This will default to the time at which the customer reports the trouble, unless an alternate date/ time has been negotiated with the customer.

2. All out-of-service trouble reports cleared within 24 hours are considered "met".  

3. Include trouble reports reported by the customer or on behalf of the customer.

4. Include only cleared found out of service troubles in the calculation.  Exclude trouble reports for degraded service, i.e., service which is not "out-of-service".

5. Reporting for Residence and Business customers is combined.  

6. Exclude from measurement those out-of-service troubles "missed" due to causes attributable to the customer (e.g., no access at customer premises) if customer visited within 24 hours. 

7. Exclude trouble reports relating to Coin and to Official Telephone Service (OTS).

8. Include all other trouble reports relating to voice service, including Centrex.

9. Exclude trouble reports relating to data services, Customer Provided Equipment (with the exception of multi-party line) and other unregulated equipment and facilities.

10. Include trouble reports relating to both field visits and non-field visits.

11. Exclude troubles reported by competitors, which are to be reported under competition-related quality of service Indicator 2.7.

2.2 Repair Appointments Met

Definition

The actual number and percentage of repair appointments met.

Measurement Method

Completed repair orders are compiled and the number and percentage of appointments met are reported.
Geographical Basis

Urban and Rural  

Standard

Urban and Rural - 90% or more.

Reporting format

2.2A: Repair Appointments Met – Urban

2.2B: Repair Appointments Met - Rural

Business Rules

1. A repair appointment is considered "met" if the trouble reported is cleared on or before the appointment date negotiated with the customer. 

2. A repair could have several booked appointment dates.  If the appointment date is changed at the customer's request, the clearing date is compared to the revised customer requested date.  If the appointment date is changed at the ILEC's request, the clearing date is compared to the originally agreed upon due date. 

3. Appointments not met for customer reasons (e.g., no access at customer premises) will be considered "met" if the customer was actually visited by the ILEC on the appointment date.

4. Reporting for Residence and Business customers is combined.  

5. Include repair appointments for both out-of-service and degraded troubles.

6. Exclude repair appointments relating to data services, Customer Provided Equipment (with the exception of multi-party line) and other unregulated equipment and facilities.

7. Include repair appointments relating to both field visits and non-field visits. 

8. Results are calculated based on the number of tickets closed in the reporting month.

9. Exclude repair appointments for competitors, which are to be reported under competition-related quality of service Indicator 2.6.

2.3 Initial Customer Trouble Reports per  Network Access Service

Definition

The total number of initial trouble reports (excluding duplicate/multiple reports of same outage) calculated as a percentage of NAS in service.

Measurement Method

The total number of initial trouble reports (excluding duplicate/multiple reports of same outage) calculated as a percentage of NAS in service.  An initial trouble report is a report of a trouble from a customer indicating improper functioning of service for which there was no outstanding trouble report.

Geographical Basis

Urban and Rural.

Standard

Urban and Rural - 5% or less.

Reporting format

2.3A: Initial Customer Trouble Reports NAS – Urban

2.3B: Initial Customer Trouble Reports NAS – Rural

Business Rules

1. Include trouble reports reported by the customer or on behalf of the customer.
2. Exclude trouble reports relating to Coin and to Official Telephone Service (OTS).  

3. Include all other trouble reports relating to voice service, including Centrex.

4. Include trouble reports for both out-of-service and degraded troubles.

5. Reporting for Residence and Business customers is combined.  

6. Exclude trouble reports relating to data services, Customer Provided Equipment (with the exception of multi-party line) and other unregulated equipment and facilities.

7. Include trouble reports relating to both field visits and non-field visits.

8. Exclude troubles reported by competitors. 

2.5 Access to the Repair Bureau

Definition

The percentage of calls to a repair bureau answered in 20 seconds or less.

Measurement Method

All incoming calls to the repair bureau are measured to determine the percentage of calls answered in 20 seconds or less. 

Geographical Basis

ILEC-wide, all calls are centrally handled irrespective of where the calls originate.

Standard

80% or more

Reporting Format

2.5 – Access to the Repair Bureau

Business Rules

1. Abandoned calls are included as a miss if the caller abandons after 20 seconds.  Calls abandoned within 20 seconds are not included in the numerator nor the denominator of the formula.
2. Calls outsourced are included and compiled "at source".  Measurement begins when the customer's call is first placed in queue by the ACD (Automatic Call Distributor).
3. Calls regarding non-regulated products or services are excluded if a separate non-regulated queue exists.  If no separate queue exists then, calls are included.
4. Any market segment served by designated client representatives is excluded.
5. A transfer from a Business Office to a Repair Call Center is to be considered at source and at the Repair Call Centre, excluding warm transfers when possible.
6. The formula for calculating the ILEC level TSF (Telephone Service Factor) is the following:
· TSF = ( (T - t) + SR ) / ( (T + a) + SR ) x 100  Where:  "T" is the total calls answered summed over all queues; "t" is the total calls answered after a delay of longer than 20 seconds, summed over all queues; "a" is the total calls abandoned after a delay of 20 seconds or longer, summed over all queues; "SR" is the corporate count of self-reported troubles
7. All inbound calls to repair answer for Residential and Business Services included.
8. Includes calls taken during normal repair answer hours.
3.1 Dial Tone Delay

Definition
The percentage of attempted calls during the busy hour experiencing dial tone delay of three seconds or less.

Measurement Method
Dial tone delay recorders are utilized to determine the percentage of occasions on which all lines were busy (and thus dial tone delay is experienced by customers).

Geographical Basis
ILEC-wide.

Standard
98.5% or more.

Reporting Format
3.1 - Dial Tone Delay

Business Rules

1. All hosts and remotes are included except ICN switches, universal connected concentrators and some other unique equipment.
2. All attempted calls with delay during the busy hour period will be captured.
3. Exclude weekends and ILEC holidays.
4. Monthly results are measured as the number of all attempted calls minus all attempted calls with delay divided by all attempted calls, expressed as a percentage.

4.1 Directory Accuracy

Definition 

The percentage of customer listings in the white pages of ILEC directories published without errors or omissions.

Measurement Method

The number of errors discovered by the ILEC, or reported to the ILEC by subscribers, is reported on a monthly basis.  Cumulative data are expressed as a percentage of total white page listings for each publication period. 

Geographical Basis
ILEC-wide.

Standard

93.8% or more of the ILEC’s white pages directory should be published without errors or omissions.

Reporting format

4.1: Directory Accuracy

Business Rules

1. Include phone numbers, email, fax, cell phone numbers, direct modem numbers, listings belonging to competitor/independent Telco/reseller customers listed in white page directories, and listings which contain sub-listings.
2. Include errors or omissions which surface during printing /publishing of white pages directory.
3. Exclude:

· Listings which contain no information other than a reference to a second listing.
· Listings with only a fax number.

· Listings with only 1-800 numbers. 

· Government listings.

· Errors reported regarding listing format (e.g., Bold, Italic, highlighted).

· Errors reported regarding address format contrary to common practice (street address guide).

· Errors caused by input from competitors, independent telcos and resellers.
· Errors in Yellow Pages, Blue pages, or the Informational pages.

· Errors as a result of clear customer action.

4.2 Access to Directory Assistance

Definition

The percentage of calls to a directory assistance answered in 20 seconds or less.

Measurement Method

All incoming calls to the directory assistance are measured to determine the percentage of calls answered in 20 seconds or less. 

Geographical Basis

ILEC-wide 

Standard

80% or more

Reporting Format

4.2 – Directory Assistance - Access
Business Rules

1. All calls incoming to ILEC Directory Assistance are included. 
2. Abandoned calls are included as a miss if the caller abandons after 20 seconds.  Calls abandoned within 20 seconds are not included in the numerator nor the denominator of the formula.
3. Fully Automated Calls and deflected calls are included. (Fully Automated Calls are telephone numbers which do not require live operator assistance and are answered automatically by the system with a delay of 0 seconds.  Deflected calls are calls redirected to a message recording during periods of high traffic). Deflected calls will be counted as a miss
4. DA services provided under contract to other telecommunications carriers excluded where possible.
5. The formula for calculating the ILEC level TSF (Telephone Service Factor) is the following:
· TSF = ( (T - t) + FAC ) / ( (T + a+d) + FAC ) x 100  Where "T" is the total calls answered summed over all queues (equals Total calls answered < 20 sec + calls answered  >20sec); "t" is the total calls answered after a delay of longer than 20 seconds, summed over all queues; "d" is total deflected calls, summed over all queues; "a" is the total calls abandoned after a delay of longer than 20 seconds, summed over all queues; "FAC" is the corporate count of fully automated calls..
6. Overseas DA excluded.
7. Calls are measured 24/7.
4.3 Directory Assistance Accuracy

Definition 

The percentage of directory listings provided to customers without error.

Measurement Method

The number of test calls in a monthly sample that are not provided with the correct number from the database, as a percentage of the sample size. 

Geographical Basis
ILEC-wide.

Standard

93.8% or more of the directory listing should be provided without error.

Reporting format

4.3: Directory Assistance - Accuracy

Business Rules

1. Sample size to be sufficient to provide statistically valid results.

2. Include: 

· Local (calls to 411). 

· LD Directory Assistance (NPA-555-1212).

· Self-serve calls (automated attendant).

3. Exclude from survey sample:

· Calls to Directory Assistance to obtain directory listings for toll free numbers.

· Calls placed by someone working for a telecommunication ILEC or a marketing research firm.

· Calls placed from an emergency response organization (police, fire department, hospitals).

· Calls placed from payphones.

· Calls placed from hotels or motels.

· Calls placed from one operator to another operator.

· Calls placed from telephone numbers that are not provided by the ILEC.

· Calls placed from a NPA not within the ILEC serving area.

· Calls placed from telephone numbers that appear more than 5 times in the same daily transaction file.

· Calls placed from unlisted numbers.

· Calls placed from “do not call” listed numbers.

· Calls placed regarding new numbers in the month.

The following factors are captured in customer surveying, however they are excluded from calculations of the Directory Assistance Accuracy due to the fact that these are uncontrollable variables beyond the capabilities of Directory Assistance.

· Calls regarding unlisted numbers.

· Calls where there is no phone number in service based on the name provided.

· Calls where the customer cannot provide sufficient information to find a listing.

· Calls where more than three telephone numbers are requested.

· Calls where an out-of-province number is requested.

· Calls placed from a cellular phone.

4.
For SaskTel only:  Surveys will not be conducted during times of a provincial general election and will be restricted when provincial by-elections are held.  In the case of a by-election, surveys are not to be conducted in the riding holding the election, unless the riding is in a city where more than one riding exists.  In those cases, surveys cannot take place in the entire city.
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Document #:

BPTF0057a.doc

WORKING GROUP:
Business Process

TASK #:

BPTF0057

TASK TITLE:
Business Rules Manual related to Retail Quality of Service (QoS) Indicators

TASK DESCRIPTION: 
The Commission requested in Telecom Decision CRTC 2005-17 that a CISC working group be assigned to produce a model business rules manual pursuant to paragraph 288 the Decision:

“The CISC is to establish a working group to develop a model business rules manual for Q of S reporting. The manual is to be submitted to the Commission for approval no later than 24 March 2006. Following Commission approval, the ILECs will be required to comply with the model manual.”

A separate working group consisting of the Incumbent Local Exchange Carriers (ILECs) has been struck to draft the manual and submit it to BPWG by 10 March 2006.

PRIORITY:

High 
DUE DATE:  24 March 2006

CROSS-IMPACTS:
None Identified

WORKPLAN AND TIME-FRAMES:

· TIF approval (BPWG) – 5 January 2006

· Receive draft from ILEC working group 10 March 2006

· Report to Commission – 24 March 2006

CURRENT STATUS:
Complete
TASK ORIGINATOR:

James Robinson

MTS Allstream Inc.

(204) 941-5132

James.robinson@mts.ca

TASK TEAM:
BPWG team members

ACTIVITY DIARY:

	Serial
	Date
	Activity

	1
	23 January 2006
	TIF approved by CISC

	2
	13 January 2006
	James Robinson informs BPWG of slow progress being made by task team – requests new due date of 3 March.  Task Description and Workplan to be changed to accommodate new date – agreed.

	3
	28 January 2006
	James Robinson informs BPWG that 4 of 13 indicators still not completed and requests new due date of 10 March.  Also requests conference call on 17 March to review business rules.  Item to be discussed 3 March at BPWG.

	4
	17 March 2006
	ILEC Task Team submits draft manual to BPWG for review.

	5
	20 March 2006
	James Robinson led BPWG and Ad Hoc team participants though the draft manual.   Participants suggested some minor changes which were accepted.

	6
	22 March 2006
	ILECs responded to the three action items.  No further action required.

	7
	24 March 2006
	Consensus Report (BPRE057a) and proposed manual forwarded to Commission for approval.

	
	
	


ACTION REGISTER:
	
	Action
	Prime
	Status

	1
	For 1.1 confirm that date received is considered day “0”.
	ILECs
	Confirmed.  Closed

	2
	For 1.3 confirm that definition change will not impact the calculation nor have any system impact.
	ILECs
	Confirmed.  Closed

	3
	Clarify wording  for rule 5 in 4.2
	ILECs
	Closed.
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