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INFORMATION REQUESTED BY

CANADIAN RADIO‑TELEVISION AND TELECOMMUNICATIONS COMMISSION

Q.
In Final standards for quality of service indicators for use in telephone company regulation and other related matters, Decision CRTC 2000‑24, dated 20 January 2000 (Decision 2000‑24) and related decisions, the Commission directed the reporting of quality of service indicator performance by the telephone companies.  These replaced the interim quality of service standards set in Quality of service indicators for use in telephone company regulation, Telecom Decision CRTC 97‑16, dated 24 July 1997 (Decision 97‑16).


In Decisions 97‑9 and 97‑16, the Commission stated that a Q‑factor would not be included in the PCI.  The Commission stated that its close monitoring of key service indicators and its ability to deal with problems on a case‑by‑case basis as they arise have proven to be a sufficient safeguard of service quality in the past.

a)
Comment on the desirability and feasibility of implementing some form of mechanism linking quality of service regulation with price cap regulation.  

b)
Propose a form of quality of service regulatory mechanism that would link quality of service regulation with price cap regulation and that could be uniformly applied to the companies in this proceeding.

c)
Comment on the desirability and feasibility of other measures such as company penalties or "targeted refunds" to customers arising from a company's failure to meet quality of service standards.

d)
Referring to the quality of service indicators set out above, provide comments on the quality of service provided by the company in its territory over the period 1997 to 2001. 

A. a), b) and c)


See section 9.0 of the Companies' 31 May 2001 submission.  The Companies' proposed "Residential Service Quality Guarantee" is outlined in Attachment 1.

d) The following attachments provide Quality of Service results for the Companies over the period of 1997 to 2001 (where available):

Attachment 2:
Aliant Telecom (I & II Quarter 2001)
Ø

Attachment 3:
Bell Canada (1997 to II Quarter 2001)
Ø

Attachment 4:
Island Tel (1998 to 2000)

Attachment 5:
MTT (1998 to 2000)

Attachment 6:
MTS (1998 to II Quarter 2001)
Ø

Attachment 7:
NBTel (1998 to 2000)

Attachment 8:
NewTel Communications (1998 to 2000)

Ø = Update

"Residential Service Quality Guarantee" Proposal

Applicable Indicators and Standards

The Residential Service Quality Guarantee (the Guarantee) will apply to each of the quality of service indicators listed in Appendix A of this attachment.  This Guarantee will take the form of a penalty which will be assessed against a Company, on an indicator by indicator basis, when that Company has not met the agreed‑upon standard for an indicator on a prolonged basis.  The agreed‑upon standard will be defined as the standard most recently approved by the Commission for an indicator in either Decision 2000‑24 or Decision 2001‑217, with the exception that the agreed‑upon standards for Indicator 1.5, Access to Business Office, and Indicator 2.5, Access to Repair Bureau, shall be as approved in Decision 2000‑24.
 

Counting of Months for Which Penalties Will Apply

If the Company has not met the standard for a particular indicator for three consecutive months, then that indicator is said to be in a "penalty ready" state.  If the Company does not meet the standard in any one or more of the following three months, then a penalty will be assessed based upon all months in which the standard was missed.  If, however, the Company does meet the standard for the three consecutive months, then the indicator becomes "penalty free" and no penalty is assessed on the first three months in which the standard was missed.  The following example illustrates:   
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Note:
In this example, it is assumed that all indicators were in a "penalty free" state at the beginning of the year.

In the case of Indicator A, no penalties would be assessed.  Although Indicator A remained in a "penalty ready" state in April, May and June, it became "penalty free" in July by virtue of having met the standard in the three previous consecutive months.

In the case of Indicator B, penalties would be assessed for five months (January, February, March, May and July).  After having met the standard in the three consecutive months of August, September and October, the indicator would have then become "penalty free" in November and no penalty would be assessed due to the missed standard in that month. 

In the case of Indicator C, penalties would be assessed for seven months (January, February, March, May, July, September and November).  Indicator C came into a "penalty ready" state in April, having missed the standard in the first three consecutive months of the year.  Since Indicator C never emerged from its penalty state during the course of the year, penalties would be assessed for every month in which Indicator C missed the standard. 

Indicators do not automatically become "penalty free" when the calendar year is over and the next calendar year begins.  The "consecutive months" rules for penalty readiness and penalty freedom apply regardless of whether the consecutive months are in different calendar years or are in the same calendar year. 

No penalty shall apply in a month where failure to meet the standard is caused, in that month, by fire, strikes, floods, war, civil commotions, acts of God, acts of public authorities or other events beyond the reasonable control of the Company which cannot reasonably be foreseen or provided against.

Indicators with Urban/Rural Splits

For an indicator with an urban/rural split, if either the urban measurement or the rural measurement, or both, is below the respective standard, then the measurement for that indicator is considered to be below standard.

Assessment and Payment of the Penalty

On 15 February of each year, beginning in 2003, the monthly performance of each indicator for the previous year will be filed with the Commission.  At the same time, each Company will calculate the total annual penalty owing to residential subscribers as follows.  

The monthly penalty for each indicator is $0.05 times the number of year‑end residential NAS for the previous year.  This penalty is assessed on all "countable" months, as explained previously.  The total annual penalty payable is considered to be the lesser of 1) the sum of the penalty amounts for each indicator, or 2) 1.5% of the annual revenues for residence basic exchange service for the previous year.  For 2002, the months to be considered are those partial and full months of 2002 after the start date of the term of the new regime.  

Effective 15 February of each of the years 2003, 2004 and 2005, the total annual penalty arising from the Guarantee will be credited to the "Q‑Factor Pool".  Amounts in a Company's "Q‑Factor Pool" will be paid out to that Company's residential customers of record in February of each year.  One rebate will be paid per residential basic exchange service.

Rebates will be applied as a single payment (i.e., a credit to the customer) on each of the Company's residential customer accounts for the next billing period following 15 February.  However, if the rebate amount in February 2003 or 2004 were less than $1 per residential basic exchange service, the amount in the "Q‑Factor Pool" would be retained in the Pool until the following February.  Any amount remaining in the "Q‑Factor Pool" following the credit of the total annual penalty arising from the Guarantee for 15 February 2005 will be rebated in its entirety.

Appendix A - Service Indicators and Standards

Interface 1:  Service Provisioning

· Indicator 1.1A:  Provisioning Interval - Urban
Indicator 1.1B:  Provisioning Interval - Rural

Definition:  Number of days required to provide primary exchange service from the date of the 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 these measures, customers requesting a date beyond the applicable provisioning interval.

Geographical Basis:  Urban and Rural

Standard:  Urban - 90% or more completed within 5 working days.  Rural - 90% or more completed within 10 working days.

· Indicator 1.2A:  Installation Appointments Met - Urban

Indicator 1.2B:  Installation Appointments Met - Rural

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 percentage completed on the appointed date.

Geographical Basis:  Urban and Rural

Standard:  Urban and Rural - 90% or more.

· Indicator 1.3A:  Held Orders per 100 NAS Inward Movement - Urban


Indicator 1.3B:  Held Orders per 100 NAS Inward Movement - Rural

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 100 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.

Geographical Basis:  Urban and Rural

Standard:  Urban and Rural - 3.3% or less.

· Indicator 1.5:  Access to 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:  Company‑wide only as these calls are all centrally handled irrespective of where the calls originate.

Standard:  80% or more.

· Indicator 1.7:  On‑Time Activation of PICs for Alternate Providers of Long Distance Service

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 company with equal access must handle PICs using their own Commission‑approved "PIC/CARE Access Customer Handbook" (company's handbook).

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

Geographical Basis:  Company‑wide.

Standard:  90% or more.

Interface 2:  Repair Service

· Indicator 2.1A:  Out‑of‑Service Trouble Reports Cleared within 24 Hours - Urban

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

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

· Indicator 2.2A:  Repair Appointments Met - Urban
Indicator 2.2B:  Repair Appointments Met - Rural

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.

· Indicator 2.3A:  Initial Customer Trouble Reports per 100 NAS - Urban

Indicator 2.3B:  Initial Customer Trouble Reports per 100 NAS - Rural

Definition:  A report of a trouble from a customer indicating improper functioning of service on which there was no outstanding trouble report.

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

Geographical Basis:  Urban and Rural

Standard:  Urban and Rural - 5% or less.

· Indicator 2.5:  Access to 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.

Standard:  80% or more.

Geographical Basis:  Company‑wide, as these calls are all centrally handled irrespective of where the calls originate.

Interface 3:  Local Services

· Indicator 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:  Company‑wide.

Standard:  98.5% or more.

Interface 4:  Directory Services

· Indicator 4.1:  Directory Accuracy

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

Measurement Method:  The number of errors discovered by the company, or reported to the company 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:  Company‑wide.

Standard:  93.8% or more.

· Indicator 4.2 - Access to Directory Assistance

Definition:  The percentage of calls to Directory Assistance that are answered in 20 seconds or less.

Measurement Method:  All incoming calls to Directory Assistance are measured to determine the percentage of calls answered in 20 seconds or less.

Geographical Basis:  Company‑wide.

Standard:  80% or more.

· Indicator 4.3 - Directory Assistance – Accuracy

Definition:  The percentage of directory listings provided to customers without error.

Measurement Method:  The number of customers in a monthly sample who report an error in the provided number, as a percentage of the sample size.

Geographical Basis:  Company‑wide.

Standard:  93.8% or more without error.

� 	The standards for these indicators, which were approved or subject to a "show cause" by the Commission in Decision 2001�217, are the subject of a Review and Vary application filed by Bell Canada and supported by Aliant Telecom and MTS on 9 May 2001.





