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1.0 INTRODUCTION

1. In the time since the Commission initiated Proceeding to determine the scope of the price cap review, Public Notice CRTC 2000-99 (PN 2000-99), Aliant Telecom, Bell Canada, MTS Communications Inc. and SaskTel (collectively, The Companies) have been working together to develop a proposal for a restructured price cap regime.  It is the view of The Companies that the current price cap regime has certain weaknesses and that it is not enabling an environment that will encourage and sustain competition in the local services market.  The Companies propose a restructured regime directed at delivering full and open competition in the provision of all telecommunications services, while providing continued safeguards to assure customers that services will remain affordable and of high quality.  This restructured regime is presented in The Companies’ 31 May 2001 submission.  
2. SaskTel provides this supplementary submission to provide details regarding the implementation of The Companies’ proposed framework and pricing constraints within Saskatchewan, taking into consideration SaskTel’s recent entry into federal regulation, its unique ownership and governance, and particular market conditions.  Specifically, this submission includes SaskTel’s proposed pricing constraints, SaskTel’s views on the appropriate productivity offset to be applied in the determination of the residential subsidy requirement, and SaskTel’s commitments regarding quality of service and service improvement.  SaskTel believes that adoption of these specific proposals is consistent with the principles of the restructured price cap regime presented in The Companies’ submission, which in turn is consistent with the policy objectives enunciated in the Telecommunications Act. 

2.0 PRICING OF SERVICES WHERE CONSTRAINTS ARE REQUIRED

3. An important goal of the Canadian Telecommunications Policy Objectives is to foster increased reliance on market forces for the provision of telecommunications services and to ensure that regulation, where required, is efficient and effective.
  In addition, the Telecommunications Act states that it is important to ensure that high-quality telecommunications services are available to all Canadians at affordable rates.
  SaskTel wholeheartedly supports these objectives, and believes they can be attained by adopting the principles and framework for pricing constraints proposed in The Companies' 31 May 2001 submission. 

4. Consequently, SaskTel has adopted the service basket structure and pricing constraints advocated by the Companies, which recognize that the range of service offerings, market conditions and ongoing rate rationalization requirements vary by company, and thus the services over which the pricing constraints apply will also vary among companies.
   In SaskTel’s case, the proposed pricing constraints allow for price increases to foster local competition, while at the same time, incorporating safeguards to ensure that the pace of rate adjustments are in tune with Provincial realities and will avoid negative ramifications to SaskTel’s customers or the economy of the Province.  

5. Pricing constraints are proposed for residence primary exchange service in high-cost and non-high-cost bands, and for business local service.  Because of conditions which have developed within SaskTel’s markets, different pricing constraints are proposed for single line business rates in high-cost and non-high-cost bands.  Consistent with the proposal of The Companies’, SaskTel also proposes the application of pricing constraints to other local access services and to competitor services, and that the rates of certain services be frozen during the new price cap period.  

6. Figure 1 provides SaskTel's proposed service classifications and associated pricing constraints for Utility segment services.  It should be noted that SaskTel’s basic Network Access Service includes both Touchtone dialling and Message Relay Service within the basic service rate.
Figure 1:  SaskTel's Proposed Pricing Constraints
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*
Network Access Service, including MRS.

** 
Includes call display blocking, 9-1-1, installment payment plans, toll restriction, unlisted number service.

***
Includes Megalink, DEA, Microlink, DNA, multi-line and SL business in non HCSA’s, EAS, residential and business installation charges, operator services, directory assistance, local channels.

**** 
Includes Centrex, options & features, services under contract and bundles.

2.1
Pricing Constraints in High-Cost Areas

7. Approximately 42% of SaskTel's residence customers and 50% of SaskTel’s single line business customers reside in high-cost areas
.  As one of the primary service providers in high-cost areas, SaskTel is especially mindful of the impact that national competition and regulatory policies could have on the basic service rates within the extensive high-cost areas of the province. 

8. For example, SaskTel has been a strong supporter of the Commission's decision to establish a national contribution fund.  Similarly, SaskTel has supported refining the level of the subsidy requirement, and ensuring subsidies are targeted to truly high-cost serving areas.

9. SaskTel is cognizant of the desire by the industry and the Commission to increase rates in high-cost areas to bring them closer to the costs of providing service and to reduce the amount of the overall subsidy to high-cost areas from the national contribution fund.  While SaskTel continues to have concerns regarding a national regulatory policy that would require rates in high-cost areas to be substantially greater than those elsewhere in Canada, and specifically the ramifications this may ultimately have on Saskatchewan's rural economy, SaskTel recognizes that some amount of rate increases within high-cost areas must inevitably occur.   

10. It is SaskTel’s position that the amount local rates are required to increase within Saskatchewan’s high-cost areas over the next price cap period must consider the pace of rate rationalization that has occurred in the recent past, the level of rates currently in effect when excess mileage charges are considered, as well as the current economic conditions in rural Saskatchewan.

11. Rates for residence Network Access Service in high-cost areas have increased by almost 75% in the past four years, from $12.65 per month to $22.00 per month.  In addition to this basic charge, SaskTel remains one of the few (if not only) companies to continue to charge excess mileage to those customers who reside outside of the base rate area boundaries.  These charges range from $0.70/month to $4.50/month for residence customers.  Incorporating these excess mileage charges, nearly 40% of SaskTel’s residence customers in high-cost areas are charged a current rate of $26.50/month.

12. In the wider provincial context, skyrocketing rates in the energy sector and several years of low commodity prices for agricultural products continue to destabilize rural Saskatchewan. 

13. In the farming community, expenses on the farm have gone up significantly in the past year. For example, rising energy prices pushed up machinery fuel expenses 27%, while the price of nitrogen fertilizer, which is made with natural gas, became about 60% more expensive.
 For rural residents as a whole, particularly in a province like Saskatchewan with its climate and distance factors, higher heating costs and record high gasoline prices are pinching the budgets of all families. 

14. Based on Statistics Canada's new farm income and cash receipts data, the average Saskatchewan farm made only $7000 in 2000.
 This figure follows two years of decline in net cash income. 

15. The cumulative effects of higher energy costs and the farm-income crisis are being particularly felt in Saskatchewan, not only economically but from a social perspective.  Statistics Canada has recently reported that more than 11,000 agriculture jobs had been lost in Saskatchewan over the last year.  For a province which, directly or indirectly, depends on agriculture for its continuing viability, these are staggering numbers.  Furthermore, Saskatchewan appears to be alone in the magnitude of its job losses.  Geoff Bowlby, an economist with Statistics Canada noted, "How does Saskatchewan compare to other provinces?  Not well.  It is really only Saskatchewan that is falling to that degree."

16. Lastly, it is important to note that First Nations in Saskatchewan are predominantly located in high-cost serving areas.  With the completion of SaskTel’s $25 million First Nations Service Improvement Program, SaskTel has now achieved estimated penetration rates on First Nations communities of approximately 72%.  Low by national standards, this represents a significant improvement over penetration rates of some 36% that existed prior to the implementation of the program. However, in comparison to Canada’s penetration rate of over 98%, this penetration rate also reflects the tremendous poverty and lack of employment opportunities that exist in most First Nations communities in Saskatchewan. It would be a tremendous step backwards for those people recently connected to the world to lose that connection as a result of overzealous desires to increase rates in high-cost areas in order to reduce the recently established national contribution fund.

17. For the reasons identified above, SaskTel is proposing a plan of reasonable rate action, which is consistent with pricing proposals and the framework put forward in the Companies’ Evidence, but with recognition of the economic issues facing rural Saskatchewan.  SaskTel believes that its proposed pricing constraints effectively balance customer considerations with national regulatory and policy requirements. 

Residence Service in High-Cost Areas

18. SaskTel proposes moving residence Network Access Service rates in high-cost areas from their current level of $22.00/month, plus excess mileage charges where applicable, to $28.00/month by 2005. This would be achieved by implementing annual rate increases of $2.00 per month for each of the years 2003 - 2005.  Effective with the 2003 basic service increase, excess mileage charges for all residence and business customers would be eliminated. 

19. Charges for SaskTel's Exchange Radio Telephone Service (ERTS) and Northern Radio Telephone Service (NRTS) are also proposed to increase by $2/month for each of 2003 - 2005.  SaskTel notes that the Service Improvement Plan proposed within this submission will provide customers currently subscribed to these radio-based services with the opportunity to move to a standard network access service, at standard rates that meets the Commission Basic Service Objective.

20. The proposed rates for residential individual line service in each high-cost band are provided in Table 1 below.

Table 1

Residence Service in High-Cost Areas

Maximum Allowable Rate

2002 to 2005

New High-Cost Band
Existing Rate Group
Current Rate Unchanged 

in 2002
Maximum

Allowable Rate

2003
Maximum

Allowable Rate 

2004
Maximum

Allowable Rate 

2005

E
Rate Group 1 

· Inside Base Rate Area

· Outside Base Rate Area
$22.00

$22.70 - $26.50
$24
$26
$28


Rate Group 2

· Inside Base Rate Area
· Outside Base Rate Area
$22.00

$22.70 - $26.20
$24
$26
$28


Rate Group 3

· Inside Base Rate Area
· Outside Base Rate Area
$22.00

$22.70 - $25.90
$24
$26
$28

F
Rate Group 1

· Inside Base Rate Area
· Outside Base Rate Area
$22.00

$22.70 - $26.50
$24
$26
$28


Rate Group 2

· Inside Base Rate Area
· Outside Base Rate Area
$22.00

$22.70 - $26.20
$24
$26
$28


Rate Group 3

· Inside Base Rate Area
· Outside Base Rate Area
$22.00

$22.70 - $25.90
$24
$26
$28

G
Rate Group 1

· Inside Base Rate Area
· Outside Base Rate Area
$22.00

$22.70 - $26.50
$24
$26
$28


Rate Group 2

· Inside Base Rate Area
· Outside Base Rate Area
$22.00

$22.70 - $26.20
$24
$26
$28

Notes:

1.  Effective with the rate changes proposed for 2003, SaskTel will establish new rate groups aligned with the banding   structure approved in Decision CRTC 2001-238.

2.  Standard network access service includes Touchtone and Message Relay Services.

3.  A small number of SaskTel customers continue to subscribe to Rotary Dial Service.  For these customers, rates will be increased from $19.50/month to $25.50/month by 2005.

4.  Rates for residence ERTS and NRTS service will also increase by $2.00/month in each of 2003 - 2005.

Business Service in High-Cost Areas

21. Approximately one-half of SaskTel's single line business customers reside in high-cost areas, and are provided basic local service at rates that do not cover the associated cost.
 The Network Access Service rate currently charged to single line business customers in rural areas (current Rate Group 1) is $28.50/month.  At the same time, customers in urban areas pay $34.00/month for basic service.
 

22. In the proceeding leading to Decision 2001-238, SaskTel advanced the position that subsidies to local service in high-cost areas should be made available to support single line business basic local service.  In arriving at its determinations from that proceeding, the Commission denied subsidies for business local services.  Given these circumstances, it is SaskTel’s view that rates for basic local service to single line business customers in high-cost areas should be increased from their current level.  SaskTel is proposing moving business rates in high-cost areas to $38.00/month by 2005, with an initial increase of $5.50/month in 2003, and a subsequent increase of $2.00/month in each of the years 2004 and 2005.
 Excess mileage charges, which range from $0.70/month to $9.50/month for business customers, would be eliminated for all business customers in 2003.

23. The proposed rates for business individual line service in each high-cost band are provided in Table 2 below.

Table 2

Business Service in  High-Cost Areas

Maximum Allowable Annual Rate

2003 to 2005

New High-cost Band
Existing Rate Group
Current Rate

Unchanged 

in 2002
Maximum Allowable 2003
Maximum

Allowable Rate 2004
Maximum

Allowable Rate 2005

E
Rate Group 1

· Inside Base Rate Area

· Outside Base Rate Area
$28.50

$29.20 -$38.00
$34
$36
$38


Rate Group 2

· Inside Base Rate Area

· Outside Base Rate Area
$34

$34.70 - $41.00
$34
$36
$38


Rate Group 3

· Inside Base Rate Area

· Outside Base Rate Area
$34

$34.70 - $41.00
$34
$36
$38

F
Rate Group 1

· Inside Base Rate Area

· Outside Base Rate Area
$28.50

$29.20 - $38.00
$34
$36
$38


Rate Group 2

· Inside Base Rate Area

· Outside Base Rate Area
$34

$34.70 - $41.00
$34
$36
$38


Rate Group 3

· Inside Base Rate Area

· Outside Base Rate Area
$34

$34.70 - $41.00
$34
$36
$38

G
Rate Group 1

· Inside Base Rate Area

· Outside Base Rate Area
$28.50

$29.20 - $38.00
$34
$36
$38


Rate Group 2

· Inside Base Rate Area

· Outside Base Rate Area
$34

$34.70 - $41.00
$34
$36
$38

Notes:

1. Effective with the rate changes proposed for 2003, SaskTel will establish new rate groups aligned with the banding   structure approved in Decision CRTC 2001-238.

2. Standard network access service includes Touchtone and Message Relay Services.

3. Also of note, business customers who subscribe to Rotary Dial service are currently charged a rate $3.50/month less than the standard Touchtone rate.  The rates for these customers will increase by the proposed amounts, with the maximum allowable rate for these customers moving to $34.50/month by 2005.

4. Rates for ERTS will be increased by $5.50/month in 2003 and $2.00/month for 2004 and 2005, in alignment with other high-cost business rates.


24. In summary, it is SaskTel's view that the proposed pricing constraints for residence and business services in high-cost areas accommodate several objectives:

· The proposal is consistent with the Commission's regulatory direction of moving rates in high-cost areas toward their respective costs.

· Rates for residence local service in high-cost areas will be at approximately the same level as those proposed by The Companies in the new price cap period.

· Residence and business local service will continue to remain affordable.

· The proposed pricing constraints recognize the unique economic and social circumstances facing Saskatchewan, and attempt to ameliorate the impacts on customers and businesses in rural high-cost areas. 

2.2
Pricing Constraints in Non-High-cost Areas 

25. SaskTel's proposed pricing constraints for residence and business Network Access Service in non-high-cost areas are consistent with those proposed in The Companies’ 31 May 2001 submission. 

26. Under that proposal, the average monthly rate for residence primary exchange service, including Touchtone and Message Relay Service (MRS), would be allowed to increase each year by no more than the rate of inflation. 

27. For all single-line and multi‑line business access services in non-high-cost areas, SaskTel proposes that the respective weighted average rates be allowed to increase by the rate of inflation each year as well. In addition, it is suggested that an annual limit of 10% apply to increases at the rate element level, with the exception of business rates within those select exchanges that will be reclassified as a result of Decision CRTC 2001-238.
 

28. Increased margins associated with these services will serve as a catalyst for increased competition in these markets.

2.3
Extended Area Service Charges

29. Residence and business customers in certain exchanges are billed an additional Extended Area Service (EAS) charge for provisions that permit unlimited calling between their exchange and another where long distance charges would normally apply.  SaskTel proposes that the allowable annual increases to EAS be capped by the rate of inflation. 

30. SaskTel notes that the Commission recently initiated a proceeding to establish uniform criteria and to establish appropriate rate treatment in situations where there is an expansion of local calling areas.
  Pending the Commission’s final determinations from that proceeding, it is SaskTel’s view that, should there be the expansion of local calling areas in its territory, this would not be subject to the price constraints proposed above, but would instead be dealt with outside of the scope of the current proceeding, on its own merits.

2.4
Other Services Requiring Upward Pricing Constraints

31. These services include digital access services, such as SaskTel’s Megalink, Digital Exchange Access (DEA), Digital Network Access (DNA), and Digital Channel Service (DCS).  Also included are residential and business installation charges, operator services, directory assistance, local analogue channels, and certain other services that under the current regime are classified as "Other capped”.  A complete listing of services is provided in SaskTel(CRTC) 16Mar01-205 b) PCR.

32. Under the proposed new price cap regime, prices for these access services in areas where competition is insufficient to protect the interests of customers would remain subject to pricing constraints.  In areas where competition is or will soon be sufficient to protect the interests of customers, these services would not be subject to pricing constraints.

33. In their 31 May 2001 submission, The Companies propose a test for determining whether competition is sufficient to remove upward pricing constraints for services.
  SaskTel supports the criteria developed in The Companies’ submission; although conditions at this time would not be met in SaskTel's territory, and prices for the above-noted services would be subject to pricing constraints.  It is proposed that the average price for this group of services be allowed to increase on an annual basis by no more than the rate of inflation, ensuring that it will not increase in real terms.  As well, an additional upward annual limit of 10% would apply to increases to any rate element.  

2.5
Competitor Services

34. In Public Notice 2001-37 the Commission invited proposals on any changes to the treatment of the basket currently defined as “Competitor Services” parties might consider appropriate.
  Parties were also asked to comment on the appropriateness of the current treatment of Competitor Services' rates, whether there should be modifications to the current process for initiating rate changes and whether Competitor Services should be included as part of capped services under any new price regulation regime.
  This section provides SaskTel's views on the above issues. 

35. Over the last number of years, the Commission has opened all telecommunications markets to competition.  To facilitate the emergence and maintenance of competition, the Commission has adopted a number of safeguards.  For the most part, despite not being federally regulated, SaskTel has followed the directions of the Commission’s decisions and implemented the Commission’s directives regarding the terms and conditions of competition in various markets, as well as associated services and rates. 

36. In accordance with the Companies’ submission, SaskTel proposes that rates for essential and near-essential services provided to competitors be governed by the same conditions as those established in Telecom Decision CRTC 97-9:
 

The Commission considers that TCI's proposal to price competitor services at Phase II costs plus an approved mark-up has merit in that it is appropriate that rates for these services recover Phase II costs and make a contribution to the fixed and common costs of the telephone companies, the level of which has been reflected in approved rates.  Under such a regime, rates for these services would be subject to change only upon application by the telephone companies, competitors or through a proceeding initiated by the Commission.  The Commission considers that the primary rationale for a change in these services' rates would be a change in Phase II costs.

37. In addition, in situations where the Commission determines that a review of existing rates is warranted, the basis for modifying rates should be predicated on evidence of a change in the underlying costs to the ILEC’s provision of the service. 

2.6
Local Coin Services

38. SaskTel is not proposing any changes to its local coin service at this time.  Rather, SaskTel believes it appropriate that any proposed rate change for these services be treated on a case-by-case basis, requiring a separate application by SaskTel outside of any conditions established for the new price cap regime. 

2.7
Services with Frozen Rate Treatment

39. In the past, the Commission has determined that the rates for 9-1-1 and Message Relay Service (MRS) be frozen over the course of the price cap period.  It was also determined to freeze the rates for Call Blocking, Call Display Blocking and the terms of the companies' instalment payment plans and toll restriction over the price cap period.  The Commission noted that "rates for these services, as well as the terms of the telephone companies' instalment payment plans and toll restriction, have been set either on the basis of Phase II costs plus an approved mark‑up or otherwise recognizing social policy concerns."
  

40. SaskTel supports a continued freeze on these services and, in accordance with The Companies’ 31 May 2001 submission, proposes that the rates for unlisted number service also be frozen at their current levels. SaskTel would note, however, that MRS is currently included within the rates charged for its Network Access Service.  Thus for SaskTel, MRS would not be contained within the frozen rates basket.    One additional provision to this proposal, specific to SaskTel, must also be recognized.

41. In Decision 99-77, 9-1-1 Service - Rates for wireless service providers, Centrex customers and multi-line customers/manual access to the automatic location identification database, the Commission directed the federally regulated Stentor companies to change the method of charging wireless service providers (WSPs) and Centrex customers for province-wide 9-1-1 service.
 The Commission concluded that the companies should charge WSPs and Centrex customers per working telephone number, and that the rate paid by WSPs should be discounted by 50-percent.  Although SaskTel was not made a party to Decision CRTC 99-17, it intends to adopt the Commission’s determinations at the earliest possible date.   However, in order to begin charging, SaskTel will require the WSPs operating in the Province to provide their working telephone numbers so that the new 9-1-1 charges can be calculated.  To date, Rogerts/AT&T Wireless have refused to provide counts of their working telephone numbers.  In addition, an amendment to the Sask911 Fees Regulations may then be required in order to harmonize the elements of the 9-1-1 charge.  If SaskTel is not able to complete the determination of 9-1-1 rates as established in Decision CRTC 99-17 and modified by Order CRTC 2000-630 prior to the initiation of the next price cap period, it requests the flexibility to establish that rate and then to freeze it at that level for the remainder of the price cap period. 

3.0
PRODUCTIVITY ESTIMATES AND THE RESIDENTIAL SUBSIDY 
REQUIREMENT

42. In this proceeding, the Commission has requested input regarding the methodology to be used to develop a productivity offset to annually re-evaluate the residence subsidy requirement (RSR).  The Commission also stated that "[t]his productivity offset would reflect cost reductions in providing residential services in  high-cost serving areas that could reasonably be expected by carriers operating in such territories."
  It is SaskTel’s view that the productivity offset should be established to create the proper economic incentives needed to support the attainment of telecommunications policy objectives.  In this section, SaskTel will demonstrate that not implementing a productivity offset for the next price cap period is the most effective way of achieving the policy objectives contained in subsections 7(b) and (f) of the Act:
b)
to render reliable and affordable telecommunication services of high quality accessible to Canadians in both urban and rural areas in all regions of Canada;

f)
to foster increased reliance on market forces for the provision of telecommunications services and to ensure that regulation, where required, is efficient and effective;

43. Since the introduction of competition in switched services in the early 1990's, the Commission has made significant progress in developing a regulatory framework that strengthens Canada by enhancing the competitiveness of the Canadian telecommunications market, providing Canadians with the opportunity to benefit from the competitive supply of telecommunications services.  For example, in Review of Regulatory Framework, Telecom Decision CRTC 94-19 (Decision 94-19), the Commission stated:

In this Decision, the Commission has developed a regulatory framework that will assist in the development of a telecommunications infrastructure that will allow all Canadians, not just a select few, ubiquitous and affordable access to an increasing range of competitively provided basic and advanced information and communications products and services to serve increasingly diverse user requirements.  In this environment, users should have the opportunity to choose whatever package of services and whichever suppliers best fit their particular needs.  The realization of such a vision demands a reduction in technical, regulatory and economic barriers to entry.

44. In Decision CRTC 94-19, the Commission also recognized its role in the development of local competition.

The Commission is of the view that the potential exists for meaningful local competition in basic telecommunications and in many of the information-based telecommunications markets.  The role of the Commission should be to ensure that the right economic and technical conditions for open access are in place, while ensuring that access remains affordable wherever local markets are not workably competitive.

45. The Commission further developed the framework needed to support the evolution to a fully competitive market by establishing a portable subsidy regime in Telecom Decision CRTC 97-8, Local Competition (Decision 97-8).  In support of this determination the Commission, at paragraph 173, stated:

"The Commission is of the view that providing access to subsidy sources will substantially reduce barriers to entry by CLECs into high-cost areas, thereby ensuring that the benefits of competition are made available as widely as possible."

46. The Government of Canada's commitment to the development of a competitive environment while maintaining and enhancing Canadian's access to communications services are evidenced by various announcements.  For example, on March 1, 2000, a Senate Subcommittee on Communications was established to "examine and report upon the policy issues for the 21st century in communications technology its consequence, competition and the outcome for customers."  In addition The Honourable Brian Tobin, Minister of Industry, stated in an April 3, 2001 speech to the Standing Committee on Industry Science and Technology that:

Our second objective is to make Canada the most connected nation in the world. New technologies are transforming the way that we communicate, learn, work and play, and it is essential that all Canadians have access to the opportunities that such innovations offer.

Speaking of commerce, building a fair, efficient and competitive marketplace is our third objective. This is critical to attracting investment, enhancing trade and encouraging innovation. Both businesses and consumers must have confidence in the products, services and transactions of the marketplace.

47. The Companies' evidence regarding the state of competition in Canada demonstrates that the technical barriers to entering the local services market have been addressed.  Regardless, the industry has not yet achieved the level of competition required to meet the Government of Canada and Commission stated goal of creating full and open competition for all services in all regions of Canada.  SaskTel submits that this level of competition will not occur unless a sustainable economic model exists.  

48. Within non-high-cost areas of Canada, sustainable competition can be encouraged by allowing retail prices to move to levels that provide competitors with the incentives to invest in facilities and other inputs.  However, within high-cost serving areas where retail prices are limited by affordability considerations, the conditions to support viable and sustainable competition can only be established through the contribution mechanism.

49. Since the implementation of full competition in the telecommunications market, the Commission has made significant changes to the contribution regime in an effort to both reduce the industry's reliance on subsidies, and target the subsidy to only high-cost areas.  Two of the more recent of these decisions, Decision 2000-745 and Decision 2001-238, have dramatically reduced the amount of explicit subsidy that will be available to support high-cost areas in 2002 and beyond.
 As a result of these decisions, subsidies to Canada’s high-cost areas will be reduced by some $600 million from their 2001 levels, with no compensating revenue increase from other sources.  

50. With the drastic reduction to subsidy amounts that will occur in 2002, there will be little, if any, economic incentive to serve high-cost areas.  Reducing the subsidy further by incorporating a productivity offset will only exacerbate this problem.  Moreover, SaskTel would submit that, as part of the $600 million subsidy reduction discussed above, the Commission has already incorporated extremely challenging revenue growth and productivity requirements into the subsidy calculation. 

51. In Decision 2000-745, the Commission changed the method of quantifying the subsidy requirement to the difference between the incremental costs of providing primary exchange service, including a markup, and the sum of the rates charged for the service plus a target implicit subsidy amount of $60 per year.
  In the decision, the Commission abandoned the 25% mark-up level established in Decision 97-8 and replaced it with a mark-up of 15%.  In addition, by establishing the implicit subsidy at $60 per line per year, the Commission has reduced the subsidy requirement by an amount that significantly exceeds the actual margins generated by optional services.  The Commission supported its determination with the following:

Numerous differences in the average local optional service revenue levels by band were reported among the ILECs. The Commission considers that these revenue differences among the bands may be due to differences in marketing and pricing strategies. In the Commission's view, the use of a common implicit subsidy target will provide LECs an appropriate incentive to generate margins from the various residential local optional services. Under this approach, the risks and rewards associated with achieving the pre-determined target amount of the implicit subsidies will be borne entirely by the LECs in these high-cost serving area bands.

52. As the information provided in response to SaskTel(CRTC)16Mar00-201 PCR clearly indicates, the average revenue per line for optional features is well below what is required to generate this subsidy level.  SaskTel would expect that for a new entrant, this $60 target may be even more difficult to achieve.  

53. Following these already significant adjustments to the subsidy level, the Commission, in Decision 2001-238, further reduced the level of the RSR.  In this Decision, the Commission confirmed that the Phase II costing methodology already incorporated productivity in the estimation of capital costs.  Moreover, the Commission placed significant restrictions on the upper level of costs, and incorporated specific considerations regarding the potential for future productivity gains. The following provides an overview of the most significant of these determinations.

54. Evidence that the existing costing methodology already incorporates productivity improvements was illustrated by the Commission's decision to reject A.T.&T's recommendation that the ILECs' loop capital and capital related costs should be reduced by 15% to reflect capital productivity.

The Commission continues to be of the view that the use of cost-efficient growth technologies provide adequate consideration of the increase in productivity for these investments, and that the capital costing methodologies approved in Decision 98-22 continue to be appropriate.



55. Although this specific reference was made in relation to the loop cost calculation, the use of growth technology in the cost models is not limited to loop capital.  In the cost model used to estimate RSR costs, switching costs are also based on growth technologies.  This is of particular significance in SaskTel's high-cost areas, since the modeled costs utilized IDLC technology rather than remote switches in the majority of the wire centres classified as high-cost.  This reduces switching costs from the level that would be calculated if the costs were estimated using the existing remote switching technology.  Clearly this demonstrates that the costs already incorporate productivity gains that can only be realized in the future, as there are no valid business reasons to replace the current remote switching systems with IDLC systems. 

56. The Commission, in setting uniform working fill factors that exceed current working fill factors in high-cost areas, also introduced a productivity improvement that can only be achieved in the future, if ever.  In fact, at paragraph 102 the Commission supported this determination by referring, in part, to the ILECs' ability to achieve future productivity.  

The use of these uniform national AWFF measures, although higher than most AWFFs proposed by the ILECs, recognize, among other things: …(d) the need to revise the ILECs' proposed average historic AWFF values to reflect longer-run measures of AWFFs, i.e., those expected over the 2002-2006 study period;

57. In addition, the Commission, in a SaskTel specific cost adjustment, reduced SaskTel's IDLC feeder capital costs by 30%.  This represents a significant reduction in high-cost areas, since IDLCs represent the growth technology used to determine the Phase II costs in these areas.  Once again, the Commission supported its determination with reference to the ability to achieve productivity improvements over time.

"…The Commission expects the utilization of this shared facility to improve over time. Accordingly, the Commission has reduced by 30% SaskTel's IDLC feeder capital costs which bring the per NAS costs to levels that are more consistent with those of other ILECs, and which recognize future potential efficiency improvements."

58. A similar statement was made in support of the Commission's determination that MTS' transport costs in Band G should be reduced by 30%.

The Commission expects the utilization of this shared facility to increase over time. In setting the MTS rates in this decision, the Commission has therefore included a 30% reduction to these additional transport costs in MTS' Band G in recognition of the unusually high transport capital costs by comparison with the other ILECs and the potential efficiencies associated with these shared facilities.

59. In addition to the above cost adjustments that specifically referenced future productivity improvements, the Commission capped the ILECs' filed estimates of functional operating expenses at the average of the 1997 costs previously filed by the ILECs (excluding SaskTel).  By capping these costs at the average cost, the Commission has reduced the subsidy requirement in high-cost bands, since it is obvious from the record of the proceeding initiated by Public Notice CRTC 2000-27 that functional operating expenses per NAS are higher in high-cost bands.  These higher costs influence the average upwards, while the lower than average costs in the low-cost bands lower the average. The Commission has noted the ILECs' past productivity improvements as one of the reasons that these caps have been imposed, and once again implies that productivity improvements have been incorporated into the costing methodology employed in establishing the base PES costs.

The Commission notes that the ILECs' proposed maintenance expense and functional operating expense (FOE) forecasts are generally higher than those proposed in the 1997 cost studies. The Commission finds this result to be counter to that which is expected, especially in light of the ILECs' past productivity performance improvements and given the incentives provided under the price cap regime to reduce costs.

And,

Consistent with the objectives enunciated in PN 2000-27 and in the light of the Commission's findings above in paragraph 119 regarding the anticipated expense levels, the Commission accordingly caps the total FOE loop expenses for each ILEC and in each band to an amount equal to the national FOE average of $1.65 determined in Decision 98-22, except for Bell Canada.

60. Based on the above evidence, SaskTel submits that the PES costs and associated RSR established in Decisions 2000-745 and 2001-238 already incorporate very challenging productivity and revenue growth targets, and leave little if any economic incentive for a company to provide service in high-cost areas.   Reducing the subsidy level further by applying an explicit productivity offset will further hinder the development of a sustainable economic model with the appropriate incentives for competition in these areas. 

61. Finally, SaskTel notes that the rate action proposed by SaskTel and The Companies within these price cap submissions, combined with the $600 million subsidy reduction resulting from the Commission’s decisions, will reduce the national subsidy requirement to a level that ensures that the contribution burden is not excessive.  In SaskTel's view, these steps have already achieved a reasonable balance between the proportion of costs that will be recovered directly from HCSA customers versus that which will be provided by the Canadian telecommunications industry by means of contribution payments.  Because of the cumulative effect of these actions, SaskTel does not consider it necessary, or appropriate, to further reduce the subsidy amount by including a productivity offset in the annual PES cost recalculation.

4.0
SERVICE IMPROVEMENT PROGRAM

4.1
Background

62. In Telephone service to high-cost serving areas, Telecom Decision CRTC 99-16 (“Decision 99-16”), the Commission determined that “the level of service now available to the vast majority of Canadians should be extended to as many Canadians as feasible in all regions of the country”, and established the following basic service objective (“BSO”) for local exchange carriers:
 

· individual line local service with touch-tone dialling, provided by a digital switch with capability to connect via low speed data transmission to the Internet at local rates;

· enhanced calling features, including access to emergency services, Voice Message Relay Service, and privacy protection features;

· access to operator and directory assistance services; 

· access to the long distance network; and

· a copy of a current local telephone directory.
63. In addition, the Commission noted that the BSO is independent of the technology used to provide service, and may change over time as service expectations evolve.
 

64. In that decision, the Commission also noted that many of the "former Stentor companies" had significant service improvement programs already underway, and directed these “incumbent local carriers” (“ILECs”) to file service improvement plans (“SIPs”) which would establish and maintain residence local service to the BSO level.  Alternatively, the ILECs could demonstrate that standards of the BSO have been and will continue to be achieved in their territory.  The Commission further directed that the ILECs’ plans, subject to network design and cost limitations, should:

· incorporate least-cost technology;

· target larger communities and areas first;

· serve unserved areas prior to providing upgrades; and

· serve permanent dwellings before seasonal ones.

65. The Commission noted its intention to review these SIPs as part of the proceeding to review price caps.

66. On 19 January 2001 the Commission issued a letter directing incumbent local exchange carriers (ILECs), including SaskTel, to file Service Improvement Plans by March 15, 2001, including roll-out plans as well as annual and cumulative planned capital expenditures for each year of the SIP by major asset category.  Operating costs related to the planned SIP capital expenditures were also to be identified on an annual and cumulative basis.  The ILECs were also required to indicate whether least-cost technology had been used, and provide a proposed tracking plan that would monitor progress of the service extension and upgrade programs.

67. In Public Notice CRTC 2001-37, the Commission directed that SIP’s be filed by May 31, 2001, and include SIP roll-out plans as well as forecasts of capital expenditures for each year of the SIP and any related operating costs.

68. In its 15 March 2001 preliminary SIP proposal SaskTel identified that, as the result of the service extension and improvement programs of the past, there were no unserved areas in the Province.  SaskTel also provided its initial plans, and preliminary estimates of the costs to upgrade service to the remaining under-served areas of the Province.  

69. In this submission, SaskTel provides an overview of its past service improvement programs as well as its revised proposal to introduce new technology to its service in the far north to bring currently under-served areas to the BSO standards.  Annual and cumulative estimates of the costs of implementing these plans are presented, and a tracking plan proposed.

4.2
Building and Growing Telecommunications in Saskatchewan

70. SaskTel has participated actively over the past decades to extend and upgrade telecommunications service to the residents of Saskatchewan.  Since 1986, it has  invested over $475M in major upgrades and service improvement initiatives.

71. In 1986, SaskTel initiated an Individual Line Service program to eliminate multiparty lines in small urban communities, Native Reserves, and rural areas at a cost of $225M.  In 1993, SaskTel began work on a 3 year, $29M North Saskatchewan Modernization Program, replacing remaining sections of the original analogue network with digital facilities, fibre optic cable and satellite services to the far north.  In 1995 and 1996, SaskTel invested $200M in major upgrades to switching equipment, the installation of new fibre optic cable, and extensive upgrades to capacity of existing fibre optics transmission systems, increasing network capacity and improving service coverage in rural and urban areas.  Commencing in 1997, an additional $25M was invested in the First Nations Improvement Program.  This program increased the number of households with basic telephone service in 73 First Nations communities.

4.3
Proposed Service Improvement Plan Program

72. In Saskatchewan, where geography and climatic conditions vary dramatically, and the population is widely scattered, delivering service to customers offers many challenges.  As stated in SaskTel’s 15 March 2001 submission, SaskTel’s investment in the modernization of its telecommunications facilities has eliminated unserved areas in the Province.  The remaining under-served areas within Saskatchewan are "North of the Agricultural area", or generally north of the 54th parallel.  This region, which covers an area of approximately 242,000 square kilometres (some 37% of the Province), has a population of approximately 29,000.
  Some 17,000 people reside in a number of small communities dispersed throughout this region.  The remaining 12,000 do not reside within “communities”, as that term is commonly understood, but rather are individuals or small clusters of stations widely distributed across the region. The population density of Saskatchewan's northern small communities is approximately 95 residents per square kilometre, while the population outside the communities is approximately 0.05 residents per square kilometre.  There are approximately 200 residence customers in this under-served region. 
73. It is necessary for SaskTel to plan to upgrade service to these underserved areas not only to meet the BSO, but more generally because the technology supporting current radio telephone services is antiquated and is not feasible to sustain in the longer-term.

74. SaskTel’s initial plan was to bring service to BSO standards in the current year to the communities of Garson Lake and Descharme by deploying point–to-multipoint digital radio technology.  The remaining, widely dispersed customers would be provided service by means of satellite earth station technology.  As SaskTel noted, the deployment of the point-to-multipoint technology to Garson Lake and Descharme was subject to the approval of funding from the Canada-Saskatchewan Infrastructure Program.
  That application was, however, denied.

75. Upgrading service to Garson Lake and Descharme has been reconsidered within the context of upgrading service to all remaining under-served areas of the Province. SaskTel has determined, through further field trials, that the satellite earth station technology is capable of providing BSO service to residents of Garson Lake and Descharme. 

76. SaskTel’s revised proposal is to deploy satellite earth station technology to serve the approximately 30 residence subscribers of Garson Lake and Descharme, in addition to the approximately 175 residence subscribers to SaskTel’s Northern Radio Telephone Service (NRTS) and Exchange Radio Telephone Service (ERTS) services “North of the Agricultural Area”.  It is SaskTel's view that deployment of satellite earth station technology will result in the utilization of the most cost effective technology to meet the BSO requirements of Descharme, Garson Lake and current fixed station ERTS and NRTS applications because of the dispersion of the population and the geographic terrain of the area.
 

77. To obtain service, each subscriber would be provided a satellite dish (approximately 4 ft. in diameter) and a terminal to provide the interface between the subscriber's equipment (e.g., telephone set, computer modem, facsimile equipment, etc.) and the satellite gateway.
 The system would utilize the existing Saskatoon gateway site to provide interconnection to the PSTN.  The schematic in Figure 2 depicts the deployment of the satellite earth station system being contemplated.
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Figure 2:  Satellite Earth Station System

78. The satellite earth station technology supports the provision of service that meets BSO standards to single subscribers sparsely scattered throughout an extremely large area.
 Satellite earth station technology will make service available to all of the targeted areas at one time, providing satellite coverage over the entire northern Saskatchewan area.
  However, bringing individual customers onto the service would require some rollout period. 

4.4
Stakeholder Consultation

79. SaskTel consulted existing ERTS and NRTS customers, members of the Saskatchewan Outfitters Association, First Nation leaders for Northern communities, and Members of the Legislative Assembly of Saskatchewan in April 2001 to obtain input on its SIP proposal.  As part of the consultation process, approximately 500 surveys were mailed to existing and potential customers with permanent and seasonal addresses located north of the 54th parallel.   Approximately 108 completed surveys have been returned as of May 14, 2001, for a response rate of approximately 22%.   Survey results indicate that of the 28 customers that would subscribe to residential service, 19 are permanent and 9 are seasonal.

80. Although only 26% of survey respondents have indicated they would subscribe to residential service, it is SaskTel’s view that the majority of existing ERTS and NRTS high-cost residential customers as well as the residents of Garson Lake and Descharme, will subscribe to the satellite service by the end of 2005, because of the benefits available from the service. 

4.5
SIP Proposal Costs

81. SaskTel estimates the total capital cost for deployment of Telestat's rural Anikom Access service to be approximately $2.1M.  Additional costs of approximately $1.9M in total, are expected to be incurred for installation, maintenance, satellite space rental, and other expenses over the roll-out period, assuming 200 customers subscribe to the service.  Detailed costing information is presented in Attachment 1.  SaskTel is providing certain information within Attachment 1 in confidence with the Commission.  Pursuant to section 39 of the Telecommunications Act, SaskTel submits that disclosure of the demand and associated cost information would provide current and potential competitors with detailed knowledge that would not normally be available to them, that could prejudice the competitive position of the company and result in direct and material financial loss to SaskTel.  An abridged version is being provided for the public record.

4.6
Roll-out Plan

82. SaskTel’s proposes a technology/service trial launch commencing January 1, 2002, with general service availability expected by the end of June, 2002.  At that time, service will be made available to all under-served areas of Saskatchewan.  It is SaskTel’s view that over one-half of the current residence subscribers in the region will migrate to the service in 2002 and 2003, with the remainder of the expected demand to occur evenly over 2004 and 2005.

4.7
Tracking Plan

83. SaskTel proposes to file SIP reports annually on March 31, 2003, and 2004 providing the following information:

· Total forecast and actual demand for Telesat’s Rural Anikom Access service in the previous year;

· Total forecast and actual capital investment for the previous year; and

· Forecasts of demand and capital investment for the remaining years of the rollout period.

4.8
Conclusion

84. The approximately one million residents of Saskatchewan are scattered over 652,000 square kilometres, making its population the most dispersed in southern Canada.  Approximately 42% of SaskTel’s residence customers reside in high-cost serving areas, a larger percentage than any of the other companies participating in the price cap proceeding.  In spite of this, 98% of Saskatchewan households subscribe to telephone service
, and only approximately 200 residence subscribers have service that does not satisfy the BSO standards.  This is evidence of SaskTel's long-established record of investing to modernize its facilities to provide quality service to residents in urban centres, small communities and remote areas of Saskatchewan.  

85. Continuing its efforts in this regard, SaskTel’s proposes to deploy Telesat’s Rural Anikom Access satellite earth station technology to provide service that will meet BSO requirements for the remaining under-served communities of Garson Lake and Descharme and those current radio telephone subscribers greatly dispersed across a wide area north of the 54th parallel.  It is SaskTel’s view that adopting the satellite earth station system is the technically feasible, least cost solution to meeting BSO standards in this area of the province.
 

5.0
QUALITY OF SERVICE


86. As part of the current price cap proceeding, the Commission seeks comment on the appropriateness of including a quality of service component in the price regulation regime.  SaskTel provides these comments to discuss SaskTel’s ongoing commitment to service quality, as well as the specific quality assurances SaskTel proposes to implement as part of this price cap proposal.

87. SaskTel is committed to delivering outstanding customer service and value.  Indeed, "Excellence in serving our customers by providing value through price, quality and service" is a statement of SaskTel's Core Values and understood to be crucial to SaskTel's ongoing success.  SaskTel believes that excellent service to customers is critical to creating and maintaining customer loyalty, and customer loyalty is key to the company's success.  The quality of a company’s services is reflected in several ways -- some of which are subjective, such as customer’s impressions and perceptions, and some may be more objective records, such as indicators of the company’s performance in certain service delivery functions.  The Commission has opted generally for the latter type of indicators to assess the ILEC’s quality of service.  SaskTel has found it valuable to assess the quality of the services it delivers to customers by both subjective and objective measures.  

88. The Service Activity Measurement (SAM) survey is a tool used to explore and determine the expectations and perceptions of customers regarding the products and services provided by SaskTel, and their perception of the Company itself.  The survey questions gather measures of overall customer satisfaction in dealing with SaskTel, identification of what may have impressed them and sources of dissatisfaction, suggestions to improve on service quality, and their willingness to recommend SaskTel to friends and family.  The survey is conducted monthly by an independent party and at least two of SaskTel's distribution channels are selected for examination in each wave of the survey.  In this manner, changes in customers’ expectation and perceptions can then be identified, communicated to the relevant distribution channel where corrective actions can be undertaken, where necessary.  In addition, the monthly results are compiled into Executive Summaries and detailed reports that are distributed directly to over 200 personnel and are made available to all SaskTel staff via the Corporate Intranet. 
89. Over the period 1997 to 2001, survey results have scored consistently over 70% on the SAM indicator that measures customers’ willingness to recommend SaskTel to friends and family, which SaskTel considers to be one of the most important measures of the survey.  SaskTel believes that a willingness to recommend the company strongly reflects the quality of SaskTel’s services the survey respondent has received, and a confidence that SaskTel will perform to the same level in its relationship with other customers. 

90. The SAM survey also collects measures of SaskTel’s delivery of services.  For example at the end of 2000, 94% of the respondents reported that scheduled installation appointments were made on time.  Of note, however, are the results from the same SAM survey that “getting work done on time” was ranked third in the customers’ priorities.  The customers’ expectations of friendly and courteous dealings with SaskTel’s personnel ranked as the first priority, and giving those ‘special considerations’ (“going the extra mile”) was second.  

91. SaskTel has responded to the results obtained from the SAM surveys to improve the quality of service it delivers to customers.  For instance, SaskTel has established call centres staffed with personnel who have developed specific areas of expertise to better handle customer inquiries.  Although customers use a single toll-free number to obtain service, their call is routed to the appropriate call centre to address their particular requirements.  SaskTel has also implemented a centralized provincial scheduling system in response to SAM’s results in order to better clear customer requests, while ensuring an efficient use of installation and repair personnel within the Province. 

92. SaskTel also monitors customer complaints to determine areas of its business practices that may need to be changed to better serve its customers.  These include customer complaints reported to the various departments of the Company and, more recently, to the Commission.  It is SaskTel’s impression that the number of these complaints is no greater, and perhaps less frequent than those handled by the other ILECs.

93. In addition, SaskTel tracks and reports to the Company various objective quality of service indicators.  SaskTel has been working to put in place the mechanisms necessary to monitor and report its performance on the quality of service indicators that have been established by the Commission.  Although SaskTel has developed the ability to track the majority of those indicators, a few are still under development.
   Table 3, which is contained at the conclusion of this section, presents the performance recorded on these service quality indicators for April 2001.

94. SaskTel does not believe regulatory intervention is necessary to ensure the delivery of high quality service to its customers.  However, as part of the price cap proposal put forward by SaskTel and The Companies, SaskTel proposes to implement a “Residential Service Quality Guarantee”.  As discussed in greater detail in Section 9.0 of the Companies' 31 May 2001 submission and The Companies(CRTC)16Mar01-503 b) PCR, this proposal would result in rebates to SaskTel’s retail residence customers if SaskTel failed to meet the Commission’s quality of service standards. 

95. SaskTel does not currently provide service quality results to the Commission, but considers that it would be appropriate to report on the Quality of Service indicators established in The quality of service indicators for use in telephone company regulation, Telecom Decision CRTC 97-16 (Decision 97-16), and finalized in Decision 2000-24.  SaskTel will be prepared to report on these Quality of Service indicators with the commencement of the new price cap period, and to provide performance results to the Commission in the same manner and frequency as the other ILECs.

96. SaskTel notes that within Decision 2000-24, the Commission requested the ILECs to respond to the appropriateness of additional quality of service indicators.  The ILECs' responded that the service indicators established in Decision 97-16 remain sufficient, and that no new indicators are necessary for the Commission to ensure the delivery of quality service to the ILECs' customers.

97. In Decision 2001-217, however, the Commission established new quality of service indicators and performance standards for the ILECs.  In addition, a new indicator was established, 1.5 Access to Business Office, with the performance standard "established to measure the total length of time customers are placed on hold.  This duration should measure the time prior to the beginning of a dialogue with a service representative."
  The Commission also determined that the performance standard for Indicator 1.5 and 2.5 - Access to Repair Bureau, established in Decision 2000-24 of 80% or more be changed to 90% or more.
  

98. It is SaskTel’s view that, consistent with the submissions of the ILECs', that no new evidence has been brought forward or rationale provided that would indicate a need to establish either the new indicator or the new performance standards.  As also noted in the ILECs’ show cause submissions, the newly set performance standard would increase an indicator that is already one of the highest when compared to the industries’ standard for call centre practices.  

99. Decision 2001-217 states that the new Indicator 1.5 should measure the total time the customer is “on hold”, and that this duration should measure the time prior to the beginning of a dialogue with a customer service agent.  SaskTel can capture this measurement, but it is not able, nor should it be necessary to measure any additional time the caller is put "on hold" after connecting with the customer service agent.  Although SaskTel can meet the requirements to measure Indicator 1.5, it has grave concerns regarding the implementation of the 90% performance standards. 

100. In order for SaskTel to achieve the new "90/20" standard SaskTel would have to increase staff in both the call centre and repair bureau, a move SaskTel considers unnecessary to meet the satisfactory delivery of services.  SaskTel submits that the need for such requirements are not evidenced in the SAM survey results.  SaskTel also notes that calls to the Business Office and Repair centres are not uniformly distributed throughout the day, or the days of the week.  The requirement to staff the office to meet peak period loads would result in the uneconomic allocation of resources.

101. As well, the seasonal fluctuations in business, and unforeseen natural disasters make efficient staffing in these call centre operations even more of a challenge.  Cable cuts due to increased contractor activity, summer time weather, seasonal moves, which typically occur in April and September, coupled with a general lull in January make staffing the call centres effectively very difficult.
102. SaskTel would also note that at paragraph 33 of Decision 2001-217, the Commission established an additional performance indicator to measure accuracy of listing information provided by Directory Assistance (DA) service (Indicator 4.3).  A performance standard of 93.8% accuracy is established for all directory assistance requests from the ILEC's customer.  TELUS Communications Inc. suggested during the proceeding leading to Decision 2001-217 that the ILEC should be responsible only for the accuracy of the DA listing information provided from its own data base; or, put another way, for which it had direct control.  At paragraph 32, the Commission stated,

The Commission disagrees with TCI's submission that the accuracy of listings provided by a company from its own databases and by its own customer service representatives are the only elements that should be measured. Since the telcos update each other on DA listings and DA service includes all such listings, the telcos should measure the accuracy of all listings provided, whether the listing is for customers within their own operating territory or not.

103. The Commission was correct in its supposition that the only manner by which the ILECs' DA databases contain all the ILECs' listings would be if "the telcos update each other on DA listings".  It is SaskTel's submission that the only legitimate manner by which the ILECs could update each other on DA listings would be to subscribe to each others Directory File Service or Basic Listing Information File services.  SaskTel assures the Commission that this is not the case.  In fact, when a SaskTel customer places a long distance DA call (i.e., 1-NPA-555-1212), where the NPA is not 306, SaskTel's DA operators never handle the call.  The call is, rather, forwarded for DA service by the ILEC in the foreign NPA.  SaskTel can exercise no control over the accuracy of the DA listing information provided by the other ILEC.  The measure and performance standard established by the Commission in Indicator 4.3 are unreasonable.

Table 3: SaskTel Quality of Service Indicators - April 2001

U/D - - Under development / N/A - - Not applicable

Indicator
Group
Standard
April 01 Results

Provisioning Interval

1.1A
Urban
90% or > within 5 days
100%

1.1B
Rural
90% or > within 10 days
100%

Installation Appointments Met

1.2A
Urban
90% or more
98%

1.2B
Rural
90% or more
98%

Held Orders Per 100 NAS

1.3A
Urban
3.3% or < per 100 NAS
U/D

1.3B
Rural
3.3% or < per 100 NAS
U/D

Held Upgrades Per 100 Requests

1.4
Rural
53% or less
N/A

Access to Business Office

1.5
Co
80% or more 20 sec.
84%

Competitor Installation Appointments Met

1.6
Co
90% or more
100%

On time Activation of PICs

1.7
Co
90% or more
99%

Out of Service Trouble Reports

2.1A
Urban
80% or > within 24 hrs.
86%

2.1B
Rural
80% or > within 24 hrs.
83%

Repair Appointments Met

2.2A
Urban
90% or more
98%

2.2B
Rural
90% or more
97%

Initial Trouble Reports per 100 NAS

2.3A
Urban
5% or less
0.88%

2.3B
Rural
5% or less
0.92%

Community Isolation

2.4A
1
Small Community
8

2.4B
2
10,000 Lines
0

2.4C
3
30,000 Lines
0

Access to Repair Bureau

2.5
Co
80% or more 20 sec.
65%

Competitor Repair Appointments Met

2.6
Co
90% or more
U/D

Dial Tone Delay

3.1
Co
98.5% or more
99%

Directory Accuracy

4.1
Co
93.8% or more
99%

Customer Complaints

5.1A
Urban
Total/1000 NAS
0.0001%

5.1B
Rural
Total/1000 NAS
0.0000%

5.1A1
Urban
Provisioning
0.0000%

5.1B1
Rural
Provisioning
0.0000%

5.1A2
Urban
Repair
0.0000%

5.1B2
Rural
Repair
0.0000%

5.1A3
Urban
Local Service
0.0000%

5.1B3
Rural
Local Service
0.0000%

5.1A4
Urban
Long Distance
0.0000%

5.1B4
Rural
Long Distance
0.0000%

5.1A5
Urban
Operator Service
0.0000%

5.1B5
Rural
Operator Service
0.0000%

5.1A6
Urban
Directory Service
0.0001%

5.1B6
Rural
Directory Service
0.0000%

5.1A7
Urban
Billing Service
0.0000%

5.1B7
Rural
Billing Service
0.0000%
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