Branko Jankovic

13 Deslauriers Cr.

St. Albert Alberta

T8N 5Y6

Email  brankoj@powersurfr.com

Secretary General

CRTC

Ottawa Ontario

K1A 0N2

October 14, 2001

Dear Sir:

Re: Submissions Made By Telus

Please find my written comments with respect to the submissions made by Telus.  I have also included a specific complaint, which I have attempted to have Telus resolve, and which could potentially affect a lot of their customers.

1. As a Telus customer I wish to object to any form of subsidy to install or upgrade telephone service in unserved or underserved areas.  Their proposal represents the worst kind of corporate welfare where I will essentially pay for all of this and Telus will get the future revenue stream.  Presumably Telus will also be able to increase the services offered to these customers and increase their revenues accordingly.  Living in these outlying areas typically involves major inconveniences such as propane heat versus natural gas lines, septic fields versus sewers, and wells versus city water.  Telephone is no different.  If they want it, they must pay for it.  There are also other alternatives than spending $26,000 for each customer- cellular, satellite, etc.  It may be expensive but so is $26,000.  This is an issue between Telus and those residents so please keep my money away from Telus.  If we are going to be forced into giving subsidies and interfering in the free market, I propose we give subsidies to other local service providers who would be prepared to build out a network and bust the monopoly that Telus has in residential areas.

2. I object to the proposal by Telus to have the flexibility to raise rates by up to $3 per month per year to a maximum monthly rate of $35.  If they are given this right, I am convinced Telus will raise the rates the maximum amount since they are in a monopoly position.  I view this as a strategy of milking the monopoly position to bolster some bad decision making and acquisitions that have hurt Telus financial results.  Most notable was the acquisition of Clearnet.  Telus overpaid grossly for this company and the stock market has cut the valuation of Telus by billions of dollars.  Profitability has now been reduced due to the high debt load incurred.  Local service is the one area where there is no competition and extra revenue will flow right to the bottom line.  I believe that this money is needed to support the current high dividend that Telus pays to its stockholders.  If this dividend is cut, the stock will likely fall further and management stock options will go further “out of the money”.  Trans Canada Pipeline stock was hit very hard when its dividend was cut a few years ago due to a faulty acquisition strategy.  Prior to the recent acquisition binge, Telus had good financial results even with the effects of long distance regulation taking hold.  I would ask that I not be forced to support Telus shareholders and management remuneration through huge rate increases.

   Telus has provided me with very poor customer service over the past year and I believe this is likely due to financial pressures and a philosophy to milk as much as they can from their customers.  This can be effective in a monopoly situation because they do not have to listen or respect their customers.  I have complained without success about being charged for directory assistance for a phone number that is not listed in the directory despite the fact the directory clearly states “There is a $.75 charge for numbers listed in the white pages”.  I believe a normal assumption would therefore be that if a number is not in the directory (such as a new residence after the directory is issued), there is no charge.  Once I was rudely told that Telus charges for all directory assistance and there was nothing I could do about that.  Another representative was more cordial and indicated that the policy since January 1, 2001 was to charge for all directory assistance.  This representative was not aware of the statement in the white pages but would forward on my displeasure.  That was 3 months ago and I have heard nothing.  Fortunately I am not holding my breath. Another time I was rudely insulted by another representative at the Mobility subsidiary who could afford to be rude to me because I had just signed a 3 year renewal.  While this was not a true monopoly it was similar because I was subject to a $700 break fee and the representative sure let me know it.  My complaints in writing about the customer service were not addressed at all by the director of customer service (although some financial issues were addressed).  I have other complaints too but I think I have made my point.  I see a similarity between Air Canada and Telus in the way the treat their customers when they have an effective monopoly.  

For the benefit of Telus and the parent company of this group, I should let you know that my displeasure with your Mobility customer service was made very clear and I made it a point to inform both your representative and director that I did have other services which could be withdrawn.  The representative indicated they were only concerned with Mobility and the director did not seem interested but did offer a $26.90 credit to settle the financial issues.  As a result I have cancelled a second phone line at my residence, moved my long distance to a competitor, moved my high speed internet to cable, and when my cell contract reaches six months I will downgrade it to the most basic plan and turn it into an emergency phone which is in our family plan.  I will obtain a new phone from another competitor.  In 3 years my cell contract will not be renewed.  The lost revenue to Telus will be in excess of $2,000 per year because of the rude customer service.

The point I would like to make to the CRTC is that policy should be set to encourage competition.  If you are going to take more money from me, please ensure that it goes to help set up local competition.  Please give the other proposals from potential competitors a chance so that eventually there is competition and an alternative to move rather than put up with lousy service.

3. Finally, I would ask that the CRTC consider my complaint about being charged for directory assistance when the number is not listed in the directory.  If you agree, I would expect that all those charges would be refunded to all Telus customers.

I can be contacted at the above address and email.

Yours truly,

Branko Jankovic

Cc. Willie Grieve Telus

