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February 15, 2000
Our File No. 7.08.97-16
     
Mr. Ursula Menke
Secretary General
Canadian Radio-television and 
    Telecommunications Commission

Ottawa, ON K1A 0N2 

Dear Ms. Menke:
Telecom Decision CRTC 97-16

Quality of Service Indicators for Use in Telephone Company Regulation

Pursuant to Telecom Decision CRTC 97-16, Quality of Service Indicators for Use in Telephone Company Regulation, dated 24 July 1997, attached are the results for the fourth quarter of 1999 for MTS Communications Inc. 

Sincerely, 

Roy Bruckshaw

Director Regulatory Affairs 

Enclosures 

cc:  Doug DuFeu, Senior Analyst, CRTC 

MTS 1999 Notes

Throughout 1999:

Indicator 2.6 - Repair Appointments Met (Competitors)

(1)
Results not available due to common queuing arrangement per letter of March 25, 1998 to CRTC.  Competitors' results are included in Indicator 2.2. 

April - June:

Indicator 1.3 – Held Orders

Indicator 2.4 – Community Isolation

Indicator 5.1 – Customer Complaints
(2)
Data is not available due to labour disruption.  Data will be reported following resolution of this situation. 

July and August:

Indicator 2.5 – Access to Repair Bureau

(3) Results are reported in accordance with Telecom Decision CRTC 97-16, paragraph 90, which requires the filing of monthly reports when quality is below standard for three consecutive months, or seven out of 12 consecutive months.  Results for May were below standard due to rainy weather that caused an 11% increase in calls to the Repair Office, as compared to the same period in 1998.  June, July and August results were below standard due to a labour disruption involving MTS clerical workers, which commenced on June 2.  It is expected that this indicator will return to normal levels upon resolution of the labour dispute. 

Indicator 1.5 – Access to Business Office

(4)
Results are reported in accordance with Telecom Decision CRTC 97-16, paragraph 90, which requires the filing of monthly reports when quality is below standard for three consecutive months, or seven out of 12 consecutive months.  June, July and August results were below standard due to a labour disruption involving MTS clerical workers, which commenced on June 2.  It is expected that this indicator will return to normal levels upon resolution of the labour dispute.

September:

Indicator 2.5 – Access to Repair Office

(5)
Results are reported in accordance with Telecom Decision CRTC 97-16, paragraph 90, which requires the filing of monthly reports when quality is below standard for three consecutive months, or seven out of 12 consecutive months.  Results for the third quarter were been below standard due to a labour disruption involving MTS clerical workers, which commenced June 2.  The situation was resolved September 10, with employees returning to work on September 13.  MTS anticipates that results for October will be fully normalized.  

Indicator 1.5 – Access to Business Office

(6)
Results are reported in accordance with Telecom Decision CRTC 97-16, paragraph 90, which requires the filing of monthly reports when quality is below standard for three consecutive months, or seven out of 12 consecutive months.  Results for the third quarter were below standard due to a labour disruption involving MTS clerical workers, which commenced June 2.  The situation was resolved September 10, with employees returning to work on September 13.  MTS anticipates that results for October will be fully normalized.

July - September:

Indicator 1.3 – Held Orders

(7) Data is not available - the reporting processes were interrupted as a result of the labour disruption.  MTS is endeavouring to recover the results.  Data will be reported, as the results become available.

Indicator 2.4 – Community Isolation

(8) Data is not available due to the labour disruption during this time period.  Reporting processes resumed October 01.

October:

Indicator 2.5 – Access to Repair Office

(9)
Results are reported in accordance with Telecom Decision CRTC 97-16, paragraph 90, which requires the filing of monthly reports when quality is below standard for three consecutive months, or seven out of 12 consecutive months. Results for October did not achieve the required standard, although they improved significantly as the labour disruption, which began June 2, was resolved September 10, with employees returning to work on September 13.  Efficiency was impacted by both external and internal factors:  lower productivity levels of returning workers; over 10% higher call volumes than forecast due to cable cuts and problems experienced with both Message Manager and Call Answer services; and miscellaneous activities including network congestion resulting from the large number of calls October 16 to obtain tickets to the Elton John concert.  The Repair Office is expected to achieve the required level of service in November as productivity levels return to normal.  In October MTS trained additional resources from other clerical groups as a precautionary measure, in case of future service level slippage.

Indicator 1.5 – Access to Business Office

(10)
Results are reported in accordance with Telecom Decision CRTC 97-16, paragraph 90, which requires the filing of monthly reports when quality is below standard for three consecutive months, or seven out of 12 consecutive months.  Results for October achieved the required standard, as the labour disruption which began June 2 was resolved September 10, with employees returning to work on September 13.  MTS expects this positive trend to continue.

November:

Indicator 2.5 – Access to Repair Office

(11)
Results are reported in accordance with Telecom Decision CRTC 97-16, paragraph 90, which requires the filing of monthly reports when quality is below standard for three consecutive months, or seven out of 12 consecutive months. Results for November met the required standard, and MTS expects this positive trend to continue.

Indicator 1.5 – Access to Business Office

(12)
Results are reported in accordance with Telecom Decision CRTC 97-16, paragraph 90, which requires the filing of monthly reports when quality is below standard for three consecutive months, or seven out of 12 consecutive months.  Results for November met the required standard, and MTS expects this positive trend to continue.

December:

Indicator 2.5 – Access to Repair Office

(13)
Results are reported in accordance with Telecom Decision CRTC 97-16, paragraph 90, which requires the filing of monthly reports when quality is below standard for three consecutive months, or seven out of 12 consecutive months. Results for December met the required standard, and MTS expects this positive trend to continue.

Indicator 1.5 – Access to Business Office

(14)
Results are reported in accordance with Telecom Decision CRTC 97-16, paragraph 90, which requires the filing of monthly reports when quality is below standard for three consecutive months, or seven out of 12 consecutive months.  Results for December have achieved the required standard.  As this indicator has now maintained the requisite service level for three consecutive months, future reports will now be provided on a quarterly basis.

October – December:

Indicator 1.3 – Held Orders

Indicator 2.4 – Community Isolation

(15) Data is now available.
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