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15 February 2001

Ms. Ursula Menke

Secretary General

Canadian Radio‑television and

  Telecommunications Commission

Ottawa, Ontario

K1A 0N2

Dear Ms. Menke:

Subject:
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 2000 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 has now completed its implementation of a methodology to produce results for Indicator 2.6 and will commence reporting them with the January 2001 reporting period.

 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 2000 Notes

January

Indicator 1.1 – Provisioning Interval (Urban)

1.
Explanation of Results
The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes. 
Action Plans

The Company will continue with its efforts to use both internal and external resources to return this indicator to the standard.

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 Commission approved Service Improvement Program.

Indicator 1.5 – Access to the Business Office

3.
Explanation of Results
In January, the Company experienced very high load volumes for this time of year.  Also, during a two‑week period in the month, the Company experienced system problems, which caused an increase to the overall customer handling time.  The Company also continued to receive an increased number of calls associated with Local Competition.  These types of calls are lengthier due to the type of information the Company must relay to its customers.

Action Plans

The Company has committed to extend its hiring plan into the first quarter of 2000.  This plan should produce monthly improvements with the expectation to return to the standard by April.

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

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

4.
Explanation of Results
The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.  Also, interaction with Local Competitors has extended repair intervals.

Action Plans

The Company will continue with its efforts to use both internal and external resources to return this indicator to the standard.

Indicator 2.2 – Repair Appointments Met (Urban)

Indicator 2.2 – Repair Appointments Met (Rural)

5.
Explanation of Results

The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.  Also, interaction with Local Competitors has extended repair intervals.

Action Plans

The Company will continue with its efforts to use both internal and external resources to return this indicator to the standard.

Indicator 2.6 – Repair Appointments Met (Competitors)

6.
The Company is currently in the process of finalizing a methodology to provide results for Indicator 2.6.  It is expected that following completion of IS/IT work, results for this indicator will be available by year end 2000.  All repair appointment met data is currently reported under Indicator 2.2.

Indicator 3.1 – Dial Tone Delay

7. Results not available due to the cutover to an alternate data source.  Data availability will resume with the March 2000 results.

February
Indicator 1.1 – Provisioning Interval (Urban)

1.
Explanation of Results
Implementation issues regarding the new workforce management system continue to contribute to lower measurement results.
Action Plans

The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

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 Commission approved Service Improvement Program.

Indicator 1.5 – Access to the Business Office

3.
Explanation of Results
In February, staff levels were below what was required to meet the objective service level.

Action Plans

The Company has committed to extend its hiring plan into the first quarter of 2000.  Daytime and evening training programs are underway.  As new representatives come on‑line, this plan should produce monthly improvements with the expectation to return to the standard in the second quarter.

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

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

4.
Explanation of Results
Implementation issues regarding the new workforce management system continue to contribute to lower measurement results.

Action Plans

The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

Indicator 2.2 – Repair Appointments Met (Urban)

Indicator 2.2 – Repair Appointments Met (Rural)

5.
Explanation of Results
Implementation issues regarding the new workforce management system continue to contribute to lower measurement results.

Action Plans

The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

Indicator 2.6 – Repair Appointments Met (Competitors)

6.
The Company is currently in the process of finalizing a methodology to provide results for Indicator 2.6.  It is expected that following completion of IS/IT work, results for this indicator will be available by year end 2000.  All repair appointment met data is currently reported under Indicator 2.2.

Indicator 3.1 – Dial Tone Delay

7.
Results not available due to the cutover to an alternate data source.  Data availability will resume with the March 2000 results.

March

Indicator 1.1 – Provisioning Interval (Urban)

1.
Explanation of Results
Implementation issues regarding the new workforce management system continue to contribute to below standard results.

Action Plans

The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

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 Commission approved Service Improvement Program.

Indicator 1.5 – Access to the Business Office

3.
Explanation of Results
In March, staff levels were below the level required to meet the standard.

Action Plans

The Company has committed to extend its hiring plan into the second quarter of 2000.  Daytime and evening training programs are underway.  As new representatives come on‑line, this plan should produce monthly improvements with the expectation to return to the standard in the second quarter.

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

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

4.
Explanation of Results
Implementation issues regarding the new workforce management system continue to contribute to below standard results.

Action Plans

The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

Indicator 2.2 – Repair Appointments Met (Urban)

Indicator 2.2 – Repair Appointments Met (Rural)

5.
Explanation of Results
Implementation issues regarding the new workforce management system continue to contribute to below standard results.

Action Plans

The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

Indicator 2.6 – Repair Appointments Met (Competitors)

6.
The Company is currently in the process of finalizing a methodology to provide results for Indicator 2.6.  It is expected that following completion of IS/IT work, results for this indicator will be available by year end 2000.  All repair appointment met data is currently reported under Indicator 2.2.

April

Indicator 1.1 – Provisioning Interval (Urban)

1.
Explanation of Results

Implementation issues regarding the new workforce management system continue to contribute to below standard results.

Action Plans

The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

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 Commission approved Service Improvement Program.

Indicator 1.5 – Access to the Business Office

3.
Explanation of Results

In April, staff levels were below the level required to meet the standard.

Action Plans

The Company has committed to extend its hiring plan into the second quarter of 2000.  Daytime and evening training programs are underway.  As new representatives come on‑line, this plan should produce monthly improvements with the expectation to return to the standard in the second quarter.

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

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

4.
Explanation of Results

Implementation issues regarding the new workforce management system continue to contribute to below standard results.

Action Plans

The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

Indicator 2.2 – Repair Appointments Met (Urban)

Indicator 2.2 – Repair Appointments Met (Rural)

5. Explanation of Results

Implementation issues regarding the new workforce management system continue to contribute to below standard results.

Action Plans

The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

Indicator 2.6 – Repair Appointments Met (Competitors)

6.

The Company is currently in the process of finalizing a methodology to provide results for Indicator 2.6.  It is expected that following completion of IS/IT work, results for this indicator will be available by year end 2000.  All repair appointment met data is currently reported under Indicator 2.2.

May

Indicator 1.1 – Provisioning Interval (Urban)

1.
Explanation of Results

This indicator was below standard in May because of an unexpected increase in requests for repair service caused by severe weather conditions in parts of Ontario and Québec.  Priority was given to repairing weather caused damage, resulting in longer intervals for provisioning services.  Implementation issues regarding the workforce management system continue to contribute to below standard results.

Action Plans

The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

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 Commission approved Service Improvement Program.

Indicator 1.5 – Access to the Business Office

3.
Explanation of Results

This indicator was below standard in May because of an unexpected increase in call volumes caused by severe weather conditions in parts of Ontario and Québec.

Action Plans

The Company has committed to extend its hiring plan into the second quarter of 2000.  Daytime and evening training programs are underway.  As new representatives come on‑line, this plan should improve monthly results.

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

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

4.
Explanation of Results

This indicator was below standard in May because of an unexpected increase in demand for repair services caused by severe weather conditions in parts of Ontario and Québec.  Normal staffing levels were not sufficient to handle the unexpected demand at the standard level of service.  Implementation issues regarding the new workforce management system continue to contribute to below standard results.

Action Plans

The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

Indicator 2.2 – Repair Appointments Met (Urban)

Indicator 2.2 – Repair Appointments Met (Rural)

5.
Explanation of Results

This indicator was below standard in May because of an unexpected increase in demand for repair services caused by severe weather conditions in parts of Ontario and Québec.  Normal staffing levels were not sufficient to handle the unexpected demand at the standard level of service.  Implementation issues regarding the new workforce management system continue to contribute to below standard results.

Action Plans

The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

Indicator 2.6 – Repair Appointments Met (Competitors)

6. The Company is currently in the process of finalizing a methodology to provide results for Indicator 2.6.  It is expected that following completion of IS/IT work, results for this indicator will be available by year end 2000.  All repair appointment met data is currently reported under Indicator 2.2.

June

Indicator 1.1 – Provisioning Interval (Urban)

1. Explanation of Results

This indicator was below standard in June, in part, because of an unexpected increase in requests for repair service caused by severe weather conditions in parts of Ontario and Québec.  Priority was given to repairing weather caused damage, resulting in longer intervals for provisioning services.  Implementation issues regarding the workforce management system continue to contribute to below standard results.

Action Plans

The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

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 Commission approved Service Improvement Program.

Indicator 1.5 – Access to the Business Office

3.
Explanation of Results

This indicator continued below standard in June, in part, because of an unexpected increase in call volumes caused by severe weather conditions in parts of Ontario and Québec.

Action Plans

The Company has committed to extend its training programs into the third quarter of 2000.  Daytime and evening training programs are underway.  As new representatives come on‑line, this plan should improve monthly results.

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

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

4.
Explanation of Results

This indicator continued below standard in June, in part, because of an unexpected increase in demand for repair services caused by severe weather conditions in parts of Ontario and Québec.  Normal staffing levels were not sufficient to handle the unexpected demand at the standard level of service.  Implementation issues regarding the new workforce management system continue to contribute to below standard results.

Action Plans

The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

Indicator 2.2 – Repair Appointments Met (Urban)

Indicator 2.2 – Repair Appointments Met (Rural)

5.
Explanation of Results

This indicator continued below standard in June, in part, because of an unexpected increase in demand for repair services caused by severe weather conditions in parts of Ontario and Québec.  Normal staffing levels were not sufficient to handle the unexpected demand at the standard level of service.  Implementation issues regarding the new workforce management system continue to contribute to below standard results.

Action Plans

The Company is continuing its efforts to resolve issues with its new workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

Indicator 2.6 – Repair Appointments Met (Competitors)

6.
The Company is currently in the process of finalizing a methodology to provide results for Indicator 2.6.  It is expected that following completion of IS/IT work, results for this indicator will be available by year end 2000.  All repair appointment met data is currently reported under Indicator 2.2.

July

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 Commission approved Service Improvement Program.

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

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

2.
Explanation of Results
The action plans implemented during the previous months are improving the measurement results.  The Company anticipates that this improvement trend will continue with results for this measure achieving the standard by early fourth quarter.

Action Plans

The Company is continuing its efforts to resolve issues with its workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

Indicator 2.2 – Repair Appointments Met (Rural)

3.
Explanation of Results
The action plans implemented during the previous months are improving the measurement results.  The Company anticipates that this improvement trend will continue with results for this measure achieving the standard by early fourth quarter.

Action Plans

The Company is continuing its efforts to resolve issues with its workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

Indicator 2.6 – Repair Appointments Met (Competitors)

4.
The Company is currently in the process of finalizing a methodology to provide results for Indicator 2.6.  It is expected that following completion of IS/IT work, results for this indicator will be available by year end 2000.  All repair appointment met data is currently reported under Indicator 2.2.

August

Indicator 1.1 – Provisioning Interval (Urban)

1.
Explanation of Results
Results in August were below standard for this indicator due to severe weather activity in our major urban centres over a seven-day period.  The severe weather caused a large increase in our service assurance load; this forced the Company to move some of its resources to restoring service, causing the provisioning interval to fall below the standard.

Action Plans

The Company continues to monitor its daily load to better assign resources where they are needed.  A senior management task force continues to address system issues and implement process and system fixes.

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 Commission approved Service Improvement Program.

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 action plans implemented during the previous months continue to improve the urban measurement results.  The Company anticipates that this improvement trend will continue for urban results, and resume for rural results, with both components achieving the standard by early fourth quarter.

Action Plans

The Company is continuing its efforts to resolve issues with its workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

Indicator 2.2 – Repair Appointments Met (Rural)

4.
Explanation of Results
The action plans implemented during the previous months have enabled the urban component to achieve its standard.  The Company anticipates that the improvement trend in the rural component will continue with its result achieving the standard by early fourth quarter.

Action Plans

The Company is continuing its efforts to resolve issues with its workforce management system.  A senior management task force has been established to address system issues and implement process and system fixes.

Indicator 2.6 – Repair Appointments Met (Competitors)

5.
The Company is currently in the process of finalizing a methodology to provide results for Indicator 2.6.  It is expected that following completion of IS/IT work, results for this indicator will be available by year end 2000.  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 Commission approved Service Improvement Program.

Indicator 2.6 – Repair Appointments Met (Competitors)

2.
The Company is currently in the process of finalizing a methodology to provide results for Indicator 2.6.  It is expected that following completion of IS/IT work, results for this indicator will be available by year end 2000.  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 Commission approved Service Improvement Program.

Indicator 2.6 – Repair Appointments Met (Competitors)

2.
The Company is currently in the process of finalizing a methodology to provide results for Indicator 2.6.  It is expected that following completion of IS/IT work, results for this indicator will be available by year end 2000.  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 Commission approved Service Improvement Program.

Indicator 2.2 – Repair Appointments Met (Rural)

2.
Explanation of Results

Rural was marginally below standard in November.

Action Plans

The Company anticipates the progress made over the last six months for this indicator will continue and that the Commission standard will be met within the next few months.

Indicator 2.6 – Repair Appointments Met (Competitors)

3.
The Company is currently in the process of finalizing a methodology to provide results for Indicator 2.6.  It is expected that following completion of IS/IT work, results for this indicator will be available by year end 2000.  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 Commission approved Service Improvement Program.

Indicator 2.6 – Repair Appointments Met (Competitors)

2.
The Company has completed its implementation of a methodology to produce results for Indicator 2.6 and will commence reporting them with the January 2001 reporting period.  All repair appointment met data is currently reported under Indicator 2.2.
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