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Edmund H. Burry

Manager - Regulatory Reporting


Aliant Telecom Inc.

February 12, 2001

Ms. Ursula Menke

Secretary General

Canadian Radio-television and


Telecommunications Commission

Ottawa, Ontario

K1A 0N2

Dear Ms. Menke:

Subject:
Quality of Service Results – Fourth Quarter 2000

In accordance with Telecom Decision CRTC 97-16, attached are the Fourth Quarter 2000 Quality of Service results for the Aliant Telecom Inc. companies including, Maritime Tel & Tel Limited, NBTel Inc., NewTel Communications Inc., and Island Telecom Inc.

Yours truly,

Attachment 

NBTel Inc.

Fourth Quarter 2000

Notes, Explanations & Action Plans

Indicator 1.5 – Access to Business Office

Significant improvement in December reflects the implementation of improvements. Service levels were down early in the fourth quarter due to; 1) activation of newly trained staff – additional temporary staff have been hired for busy period activity; 2) higher than usual percentage of trouble/repair calls to Business Office; 3) loss of 12 full-time employees throughout the quarter compensated by hiring of 6 additional part-time service representatives who were not fully activated until late in the quarter. New forecasting tools are being used to better estimate the number of calls.  Results have been steadily improving since September.

Indicator 1.6 – Competitor Installation Appointments Met

Plant load and backlog of circuit layout and provisioning due to short-term turn up of new call centres trying to hire additional staff.

Indicator 2.1 – OOS Trouble Reports Cleared within 24hrs

In the early part of the fourth quarter there were severe rainstorm in the northern part of New Brunswick causing out of service troubles.  Resources from other areas were redeployed to hardest hit areas to help out. 900-pr-cable cut in Saint John’s Business District caused substantial problems.
Indicator 2.2 - Repair Appointments Met

Throughout fourth quarter severe weather played a significant role in meeting the repair appointments indicator.  Resources from less affected areas were deployed to help out.    Concentrated effort-taking place to ensure allocation of resources based on workload and workload peaks.

Indicator 2.5 – Access to the Repair Bureau

Repeat calls for missed appointments due to severe weather.  New staff were being trained.  Additional resources have helped with the level of Repair Service.

Indicator 2.6 – Competitor Repair Appointments Met

Throughout fourth quarter severe weather played a significant role in meeting the Repair appointments.  Resources deployed from less affected areas to help out.  A team is looking at the Installation and Repair resources to ensure they are allocated properly.

Indicator 4.1 – Directory Accuracy

All known errors are tabulated after a six-week period from the end of the delivery and accuracy is expressed as percent correct.  Therefore results will be only reported after the issuance of our nine directories (Campbellton, Bathurst, Miramichi, Moncton, St. Stephen, Saint John, Edmundston, Woodstock, Fredericton). 
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