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1503
Refer to the response to interrogatory The Companies(CRTC) 16Mar01-503, Attachment 1, in which the Companies proposed a "Residential Service Quality Guarantee" (RSQG).

a) Comment on the Companies' proposal.  

b)
Using the Companies' proposed RSQG as a model and based on the quality of service performance by TELUS, provide TELUS' calculations of the resulting penalty that would have been paid in each of the years 1998, 1999, 2000 and 2001 (to date) to residence subscribers, business subscribers and competitors.  In doing so, specify the quality of service indicators for which TELUS did not meet the performance standards.

ANSWER

a) TELUS has considered the Companies’ RSQG proposal and regards it to be unnecessary.  Both actual and threatened competition and the accompanying necessity to maintain customer satisfaction for every service that the TELUS group of companies offers will provide an adequate incentive to maintain the quality of service that customers demand.  Customers who are dissatisfied with the quality of any one of TELUS’ services, can abandon TELUS or its affiliates for other services they purchase.  This is a powerful incentive for TELUS to maintain the quality of all its services at levels that customers demand.  Should the Commission deem it necessary to implement a penalty to ensure the maintenance of service quality, direct compensation of the form recommended by TELUS in response to TELUS(CRTC)26Jun01-1502 is superior to the Companies’ RSQG proposal.

From a customer’s perspective, the RSQG does not provide an immediate response to below standard service quality.  The penalty is too far removed from the source of the problem and does not directly compensate the aggrieved customers.  If rebates are to be imposed, they should be directed to the parties who suffer the quality degradation; not diluted by providing rebates to customers who are unaffected.

The ILECs current tracking mechanisms for the reporting of quality of service indicators does not support the RSQG proposal.  Tracking only residential market transactions for the purposes of measuring the achievement of the Commission’s standards is both unworkable and inconsistent with current reporting mechanisms.  For 12 of the 17 indicators proposed in the RSQG, the incumbent telephone companies are tracking their results on an urban and rural basis and not on a per-market basis.  To gather results on a per-market basis would require additional systems development for the purposes of administering this program.

The Companies’ RSQG is administratively complex, difficult to implement, not timely nor likely sufficient to compensate those customers who have received below standard service quality, and it wrongly assumes that all customers place the same value on all indicators (elements of service).   

b) 
TELUS is not able to provide the Commission any calculation of the Companies’ proposed RSQG model using TELUS’ historical Quality of service results, due to the fact TELUS has not tracked its quality of service results in such a way as to facilitate application of the RSQG.








