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Ms. Ursula Menke

Secretary General

Canadian Radio-television and

  Telecommunications Commission

Ottawa, Ontario

K1A 0N2

Dear Ms. Menke:

Subject:
Telecom Decision CRTC 2000-24:  Final Standards for Quality of Service Indicators for Use in Telephone Company Regulation and Other Related Matters
 AUTONUM 
In accordance with the procedures established in the above-referenced decision and recommendations arising out of the Report Format Committee, Bell Canada submits as Attachments 1 and 2, its 1999 Quarter 4 Report on Quality of Service, Data and Notes, respectively.

 AUTONUM 
In Decision 2000-24, the Commission directed the telephone companies "…to report progress on their efforts to separate data for Indicator 2.6 from Indicator 2.2 as part of the fourth quarter quality of service quarterly report filed with the Commission".  The Company notes that as reported in previous quality of service quarterly reports "…no methodology currently exists by which the Company can segregate repair requests from customers who are also customers of competitors, for example, resellers' customers."  However, the company is continuing to investigate possible solutions that would enable it to produce Indicator 2.6.  Analysis has determined that depending on the methodology selected, up to eight of the company's mechanized databases related to the repair process could require enhancement.  The process changes involved will, accordingly, be complex and require significant resources once an appropriate solution is developed.  The Company anticipates that it will be in a better position to report on the progress of providing this indicator in the next quarterly report.

 AUTONUM 
An electronic version of the report is also provided for posting on the Commission's web site. 

Yours truly,

Attachments

c.c.:
CRTC Regional Offices (Montréal, Ottawa)

Bell Canada 1999 Notes

January

Indicator 1.1A - Provisioning Interval (Urban)

Indicator 1.1B - Provisioning Interval (Rural)
1.
Work continues on upgrading Corporate systems/databases in order to automatically generate this measure.  In the interim, alternate data sources and methodologies have been used to produce the reported results.

Indicator 1.4 - Held Upgrades per 100 Upgrade Requests (Rural)

2.
Quality of Service reporting for Upgrades is being tracked by the Company's adherence to the CRTC approved Service Improvement Program.

Indicator 2.6 - Repair Appointments Met (Competitors)

3.
Results not available - No methodology currently exists by which the Company can segregate repair requests from customers who are also customers of competitors, for example, resellers' customers.  All repair appointment met data is currently reported under Indicator 2.2.

February

Indicator 1.1A - Provisioning Interval (Urban)

Indicator 1.1B - Provisioning Interval (Rural)
1.
Work continues on upgrading Corporate systems/databases in order to automatically generate this measure.  In the interim, alternate data sources and methodologies have been used to produce the reported results.

Indicator 1.4 - Held Upgrades per 100 Upgrade Requests (Rural)

2.
Quality of Service reporting for Upgrades is being tracked by the Company's adherence to the CRTC approved Service Improvement Program.

Indicator 2.6 - Repair Appointments Met (Competitors)

3.
Results not available - No methodology currently exists by which the Company can segregate repair requests from customers who are also customers of competitors, for example, resellers' customers.  All repair appointment met data is currently reported under Indicator 2.2. 

March

Indicator 1.1A - Provisioning Interval (Urban)

Indicator 1.1B - Provisioning Interval (Rural)
1.
Work continues on upgrading Corporate systems/databases in order to automatically generate this measure.  In the interim, alternate data sources and methodologies have been used to produce the reported results.

Indicator 1.4 - Held Upgrades per 100 Upgrade Requests (Rural)

2.
Quality of Service reporting for Upgrades is being tracked by the Company's adherence to the CRTC approved Service Improvement Program.

Indicator 2.6 - Repair Appointments Met (Competitors)

3.
Results not available - No methodology currently exists by which the Company can segregate repair requests from customers who are also customers of competitors, for example, resellers' customers.  All repair appointment met data is currently reported under Indicator 2.2.

April

Indicator 1.1A - Provisioning Interval (Urban)

Indicator 1.1B - Provisioning Interval (Rural)

1.
Work continues on upgrading Corporate systems/databases in order to automatically generate this measure.  In the interim, alternate data sources and methodologies have been used to produce the reported results.

Indicator 1.4 - Held Upgrades per 100 Upgrade Requests (Rural)

2.
Quality of Service reporting for Upgrades is being tracked by the Company's adherence to the CRTC approved Service Improvement Program. 

Indicator 2.6 – Repair Appointments Met (Competitors)

3.
Results not available - No methodology currently exists by which the Company can segregate repair requests from customers who are also customers of competitors, for example, resellers' customers.  All repair appointment met data is currently reported under Indicator 2.2.

Indicator 4.1 – Directory Accuracy

4.
The measurement plan for this indicator was suspended for the duration of the CEP work stoppage.

May

Indicator 1.1A - Provisioning Interval (Urban)

Indicator 1.1B - Provisioning Interval (Rural)
1.
Work continues on upgrading Corporate systems/databases in order to automatically generate this measure.  In the interim, alternate data sources and methodologies have been used to produce the reported results.
Indicator 1.4 - Held Upgrades per 100 Upgrade Requests (Rural)

2.
Quality of Service reporting for Upgrades is being tracked by the Company's adherence to the CRTC approved Service Improvement Program.

Indicator 2.6 - Repair Appointments Met (Competitors)

3.
Results not available - No methodology currently exists by which the Company can segregate repair requests from customers who are also customers of competitors, for example, resellers' customers.  All repair appointment met data is currently reported under Indicator 2.2.
Indicator 4.1 – Directory Accuracy

4.
The measurement plan for this indicator was suspended for the duration of the CEP work stoppage.

June

Indicator 1.1A - Provisioning Interval (Urban)

Indicator 1.1B - Provisioning Interval (Rural)

1.
Work continues on upgrading Corporate systems/databases in order to automatically generate this measure.  In the interim, alternate data sources and methodologies have been used to produce the reported results.

Indicator 1.4 - Held Upgrades per 100 Upgrade Requests (Rural)

2.
Quality of Service reporting for Upgrades is being tracked by the Company's adherence to the CRTC approved Service Improvement Program.

Indicator 2.6 - Repair Appointments Met (Competitors)

3.
Results not available - No methodology currently exists by which the Company can segregate repair requests from customers who are also customers of competitors, for example, resellers' customers.  All repair appointment met data is currently reported under Indicator 2.2.

July

Indicator 1.1A - Provisioning Interval (Urban)

Indicator 1.1B - Provisioning Interval (Rural)

1. The methodology currently used to produce this indicator will continue to be used until such time as systems/database upgrades generate this measure automatically.

Indicator 1.4 - Held Upgrades per 100 Upgrade Requests (Rural)

2. Quality of Service reporting for Upgrades is being tracked by the Company's adherence to the CRTC approved Service Improvement Program.

Indicator 2.6 - Repair Appointments Met (Competitors)

3. Results not available - No methodology currently exists by which the Company can segregate repair requests from customers who are also customers of competitors, for example, resellers' customers.  All repair appointment met data is currently reported under Indicator 2.2.

August

Indicator 1.4 - Held Upgrades per 100 Upgrade Requests (Rural)

1. Quality of Service reporting for Upgrades is being tracked by the Company's adherence to the CRTC approved Service Improvement Program.

Indicator 2.6 - Repair Appointments Met (Competitors)

2. Results not available - No methodology currently exists by which the Company can segregate repair requests from customers who are also customers of competitors, for example, resellers' customers.  All repair appointment met data is currently reported under Indicator 2.2.

September

Indicator 1.4 - Held Upgrades per 100 Upgrade Requests (Rural)

1. Quality of Service reporting for Upgrades is being tracked by the Company's adherence to the CRTC approved Service Improvement Program.

Indicator 2.6 - Repair Appointments Met (Competitors)

2. Results not available - No methodology currently exists by which the Company can segregate repair requests from customers who are also customers of competitors, for example, resellers' customers.   All repair appointment met data is currently reported under Indicator 2.2.

October

Indicator 1.4 - Held Upgrades per 100 Upgrade Requests (Rural)

1.
Quality of Service reporting for Upgrades is being tracked by the Company's adherence to the CRTC approved Service Improvement Program.

Indicator 1.5 – Access to the Business Office

2.
Explanation of Results
In the 2nd quarter the Company experienced a work stoppage, which caused increased load volumes to call centres.  In the 3rd quarter a higher than expected load volume along with system modernization caused speed of answer to fall below the interim objective.  In addition, the introduction of local competition has caused an increased number of informational calls to the Company's call centres, causing increased servicing times and reducing the Company's ability to meet the current objective.

Action Plans

The Company's goal is to continue an aggressive training and hiring program to improve the performance on speed of answer.  All systems issues should be resolved by year end.

Indicator 2.1 – Out-of-Service Troubles Cleared Within 24 Hours (Urban)

Indicator 2.1 – Out-of-Service Troubles Cleared Within 24 Hours (Rural)
3.
Explanation of Results
The main cause for below standard results for this indicator in 1999 was the work stoppage in the 2nd quarter.  Once the work stoppage concluded an extensive backlog of orders had to be completed causing increased cycle times and lowering performance results.  In the 3rd quarter the Company began to introduce a new Workforce Management System.  The implementation has increased training hours and caused reduced flexibility in the Company's workforce.

Action Plans

The Company plans to focus on workforce flexibility by using a combination of internal and external personnel to meet all customer needs and expectations.  All system issues will be complete by year end.  Service levels should return to normal by January 2000.

Indicator 2.2 – Repair Appointments Met (Urban)

Indicator 2.2 – Repair Appointments Met (Rural)
4.
Explanation of Results
The main cause for below standard results for this indicator in 1999 was the work stoppage in the 2nd quarter.  Once the work stoppage concluded an extensive backlog of orders had to be completed causing increased cycle times and lowering performance results.  In the 3rd quarter the Company began to introduce a new Workforce Management System.  The implementation has increased training hours and caused reduced flexibility in the Company's workforce.

Action Plans

The Company plans to focus on workforce flexibility by using a combination of internal and external personnel to meet all customer needs and expectations.  All system issues will be complete by year end.  Service levels should return to normal by January 2000.

Indicator 2.5 – Access to the Repair Bureau

5. Explanation of Results
The main cause for below standard results for this indicator in 1999 was the work stoppage in the 2nd quarter.  Once the work stoppage concluded an extensive backlog of orders had to be completed causing increased cycle times and lowering performance results.  In the 3rd quarter the Company began to introduce a new Workforce Management System.  The implementation has increased training hours and caused reduced flexibility in the Company's workforce.

Action Plans

The Company's efforts to resolve the performance issues for Indicators 2.1 and 2.2 will serve also to improve results for this indicator.  Service levels should return to normal by year end.

Indicator 2.6 - Repair Appointments Met (Competitors)

6. Results not available - No methodology currently exists by which the Company can segregate repair requests from customers who are also customers of competitors, for example, resellers' customers.  All repair appointment met data is currently reported under Indicator 2.2.

November

Indicator 1.4 - Held Upgrades per 100 Upgrade Requests (Rural)

1. Quality of Service reporting for Upgrades is being tracked by the Company's adherence to the CRTC approved Service Improvement Program.

Indicator 1.5 – Access to the Business Office

2.
Explanation of Results

In the 2nd quarter the Company experienced a work stoppage, which caused increased load volumes to call centres.  In the 3rd quarter a higher than expected load volume along with system modernization caused speed of answer to fall below the interim objective.  In addition, the introduction of local competition has caused an increased number of informational calls to the Company's call centres, causing increased servicing times and reducing the Company's ability to meet the current objective.

Action Plans

The Company's goal is to continue an aggressive training and hiring program to improve the performance on speed of answer.  All systems issues should be resolved by year end.

Indicator 2.1 – Out-of-Service Troubles Cleared Within 24 Hours (Urban)

Indicator 2.1 – Out-of-Service Troubles Cleared Within 24 Hours (Rural)

3.
Explanation of Results

The main cause for below standard results for this indicator in 1999 was the work stoppage in the 2nd quarter.  Once the work stoppage concluded an extensive backlog of orders had to be completed causing increased cycle times and lowering performance results.  In the 3rd quarter the Company began to introduce a new Workforce Management System.  The implementation has increased training hours and caused reduced flexibility in the Company's workforce.

Action Plans

The Company plans to focus on workforce flexibility by using a combination of internal and external personnel to meet all customer needs and expectations.  All system issues will be complete by year end.  Service levels should return to normal by January 2000.

Indicator 2.2 – Repair Appointments Met (Urban)

Indicator 2.2 – Repair Appointments Met (Rural)

4.
Explanation of Results
The main cause for below standard results for this indicator in 1999 was the work stoppage in the 2nd quarter.  Once the work stoppage concluded an extensive backlog of orders had to be completed causing increased cycle times and lowering performance results.  In the 3rd quarter the Company began to introduce a new Workforce Management System.  The implementation has increased training hours and caused reduced flexibility in the Company's workforce.

Action Plans

The Company plans to focus on workforce flexibility by using a combination of internal and external personnel to meet all customer needs and expectations.  All system issues will be complete by year end.  Service levels should return to normal by January 2000.

Indicator 2.5 – Access to the Repair Bureau

5.
Explanation of Results

The main cause for below standard results for this indicator in 1999 was the work stoppage in the 2nd quarter.  Once the work stoppage concluded an extensive backlog of orders had to be completed causing increased cycle times and lowering performance results.  In the 3rd quarter the Company began to introduce a new Workforce Management System.  The implementation has increased training hours and caused reduced flexibility in the Company's workforce.

Action Plans

The Company's efforts to resolve the performance issues for Indicators 2.1 and 2.2 will serve also to improve results for this indicator.  Service levels should return to normal by year end.

Indicator 2.6 - Repair Appointments Met (Competitors)

6.
Results not available - No methodology currently exists by which the Company can segregate repair requests from customers who are also customers of competitors, for example, resellers' customers.  All repair appointment met data is currently reported under Indicator 2.2.

December

Indicator 1.4 - Held Upgrades per 100 Upgrade Requests (Rural)

1. Quality of Service reporting for Upgrades is being tracked by the Company's adherence to the CRTC approved Service Improvement Program.

Indicator 1.5 – Access to the Business Office

2.
Explanation of Results

In the 2nd quarter the Company experienced a work stoppage, which caused increased load volumes to call centres.  In the 3rd and 4th quarters higher than expected load volumes along with system modernization caused speed of answer to fall below the interim objective.  In addition, the introduction of local competition has caused an increased number of informational calls to the Company's call centres, causing increased servicing times and reducing the Company's ability to meet the current objective.

Action Plans

The Company's objective is to build on the improvements obtained during the fourth quarter by continuing its aggressive training and hiring program.  Service levels should return to normal in the first quarter of 2000.

Indicator 2.1 – Out-of-Service Troubles Cleared Within 24 Hours (Urban)

Indicator 2.1 – Out-of-Service Troubles Cleared Within 24 Hours (Rural)

3.
Explanation of Results
The main cause for below standard results for this indicator in 1999 was the work stoppage in the 2nd quarter.  Once the work stoppage concluded an extensive backlog of orders had to be completed causing increased cycle times and lowering performance results.  In the 3rd quarter the Company began to introduce a new Workforce Management System.  The implementation has increased training hours and caused reduced flexibility in the Company's workforce.

Action Plans

The Company plans to focus on workforce flexibility by using a combination of internal and external personnel to meet all customer needs and expectations.  Service levels should return to normal in the first quarter of 2000.

Indicator 2.2 – Repair Appointments Met (Urban)

Indicator 2.2 – Repair Appointments Met (Rural)

4.
Explanation of Results
The main cause for below standard results for this indicator in 1999 was the work stoppage in the 2nd quarter.  Once the work stoppage concluded an extensive backlog of orders had to be completed causing increased cycle times and lowering performance results.  In the 3rd quarter the Company began to introduce a new Workforce Management System.  The implementation has increased training hours and caused reduced flexibility in the Company's workforce.

Action Plans

The Company plans to focus on workforce flexibility by using a combination of internal and external personnel to meet all customer needs and expectations.  Service levels should return to normal in the first quarter of 2000.

Indicator 2.5 – Access to the Repair Bureau

5.
Explanation of Results
The main cause for below standard results for this indicator in 1999 was the work stoppage in the 2nd quarter.  Once the work stoppage concluded an extensive backlog of orders had to be completed causing increased cycle times and lowering performance results.  In the 3rd quarter the Company began to introduce a new Workforce Management System.  The implementation has increased training hours and caused reduced flexibility in the Company's workforce.

Action Plans

The Company's efforts to resolve the performance issues for Indicators 2.1 and 2.2 will serve also to improve results for this indicator.  Service levels should return to normal in the first quarter of 2000.

Indicator 2.6 - Repair Appointments Met (Competitors)

6.
Results not available - No methodology currently exists by which the Company can segregate repair requests from customers who are also customers of competitors, for example, resellers' customers.  All repair appointment met data is currently reported under Indicator 2.2.

