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Refer to paragraph 84 of TELUS' evidence in which TELUS stated that direct forms of compensation to customers affected by poor quality are preferable.

Provide details, with rationale, of TELUS' proposal and specifically, how TELUS' proposal would provide "direct forms of compensation to customers affected by poor quality". 

ANSWER

As stated in TELUS’ evidence, there is no systematic relationship between any degradation in service quality and the adoption of incentive regulation.  Therefore, TELUS continues to be of the view that penalties are not required to ensure high service quality.  However, if a mechanism is deemed necessary to maintain service quality, TELUS maintains that direct customer rebates are the most effective.  Consequently, should the Commission determine that it is necessary to encourage the ILECs to maintain high service quality, direct forms of compensation to affected customers are preferred.  

TELUS’ proposal is based on principles it established in its submission filed in Review of the Quality of Service Indicators, Public Notice CRTC 94-50 name:

i) Credits or rebates should be payable to those customers whose specific service is directly impacted;

ii) It must be possible to specifically identify those customers who have actually been inconvenienced;

iii) Credits or rebates must be based on actual poor performance or missed appointments, and not on customer perception measures;

iv) Such a mechanism should be cost efficient and simple to administer from the Company’s perspective.  It must also be simple to communicate to both the Company’s employees and customers; 

v) It must take into consideration circumstances of exceptional nature which are beyond the control of the Company; and 

vi) The Company must retain the flexibility to determine the form of rebate to ensure it can make the compensation meaningful to the affected customer. 

In TELUS’ view, Indicator 1.2 (A&B) Installation Appointments Met and 2.2 (A&B) Repair Appointments Met best satisfy all of the principles set out above.  Among all of the indicators currently reported to the Commission these are among the most difficult to maintain at the standard.  Therefore, if the Commission determines that it is necessary to remedy reductions in service quality, TELUS proposes to add a specific provision to its Terms of Service to allow for rebates for installation or repair appointments not met.  In the case where the Company has not met an installation or repair appointment, a customer may request a rebate.  The customer rebate program provides residential customers with a choice of rebate ranging from a credit on their bill, enhanced local feature(s), or gift certificates of equivalent value.  







