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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 

Maritime Tel & Tel Limited

Fourth Quarter 2000

 Notes, Explanations & Action Plans

Indicator 1.1 – Provisioning Interval

There were problems with managing the workload due to system stability that impacted Out Of Service repair requiring the movement of technicians to repair from provisioning.  Out of Service continues to improve since the roll back to CALRS/FAMIS in September.  This more stable system allows the Company to maintain a continued control of the workload. It also the movement technicians from area to area more easily.  Efforts to improve results are continuing. 

 Indicator 1.2 – Installation Appointments Met

Similar to Indicator 1.1 the Out of Service problems impacted installation appointments due to redeployment of technicians.  Continued work on Work Force Management System and processes will drive improvements.

Indicator 1.3 – Held orders per 100 NAS Inward Movement

Indicator 1.7 – On Time PIC Activation,

Results not available – MTT has implemented a new Customer Service Delivery and Billing system and has lost certain reporting capabilities.  MTT will report results as soon as they are available.

Indicator 1.5 – Business Office Access

There has been a significant improvement in the level of service through out the fourth quarter.  Substantial call volumes are now on target.  Repair calls have been separated from sales and service calls. 

Competitor Service Indicators

Installation Appointments Met - Indicator 1.6

Competitor Repair Appoints Met - Indicator 2.6

Results not available – No methodology currently exists by which the Company can separate installation requests by competitors from those of other customers. The results for this indicator are included with Indicator 1.2 and 2.2.

Indicator 2.1 – Out of Service Troubles Cleared Within 24 Hours

There were problems with managing the workload due to system stability problems.  Out of Service results should improve with the roll back to CALRS/FAMIS in September. This is a more stable system allowing the Company to maintain a continued control of the workload.  It also allows the movement of technicians from area to area more easily.  Efforts to improve overall results are continuing.

Service levels for November were below objective due to extremely heavy rainfall. As a result, the Company experienced very heavy trouble volumes that directly affected its ability to provide timely service. Severe weather conditions, a windstorm on December 18, and lightning and rain on December 20 caused major problems and plant damage especially to customer loops and required significant overtime by plant resources.  A proactive maintenance crew has been formed to recondition facilities beginning in January, 2001. 

Indicator 2.2 – Repair Appointments Met

Repair Appointments met continues to improve since the cut to CALRS/Famis.  Other process improvements are being studied.  Service levels for November were below objective due to extremely heavy rainfall.  As a result, the Company experienced very heavy trouble volumes that directly affected its ability to provide timely service. Severe weather conditions, a windstorm on December 18, and lightning and rain on December 20 caused major problems and plant damage especially to customer loops and required significant overtime by plant resources. 

Indicator 2.5 – Access to Repair Bureau

There has been a significant improvement in the level of service through out the fourth quarter.  Substantial call volumes are on target.  Repair calls have been separated from sales and service calls. 

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 four directories (Cape Breton, Northeastern, Halifax, Western). 
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