
Control Number: 32592 

Item Number: 227 

Addendum StartPage: 0 



Utility Texas Windstream Quarter Eliding Dec. 3 1,2006 

TE I> E PHONE S E RI’I C E QUAL ITJ’ REPORT 

Report hlonth 

SERVICE ORDERS 

1. % Regular Orders Completed in 5 Workins Days 

2. % Primary Orders Coiupleted in 5 Workiny Days 

3. % Installation Coniniitments Met 

4. Number of Held Primary Service Orders at 
Month End (Over 30 days old) 

5. Number of Held Regrade Orders at Month End 
(over 30 days old) 

ANSWER TIME 

6. Directory Assistance A swer Tim 
% Over 10 Seconds 
Average Answer Time 

7. Business Office Answer Time 
YO Over 20 Seconds 

8. Repair Service Answer Time 
YO Over 20 Seconds 

TROUBLE REPORTS 

9. Customer Trouble Reports 
(per 100 access lines) 

10. % of Out of Service Reports Cleared 
(in 8 working hours) 

12. % Repeated Trouble Reports 

Oct. Nov. Dec. 
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Texas ALLTEL 
PSC Report 

Minimum Telephone Standards 
October-06 

Section 23.61 3 A i i  
90% of repair service calls shall be answered within 20 seconds. 

O/O Answered Over 20 Seconds 
96% 
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Texas ALLTEL 
PSC Report 

Minimum Telephone Standards 
Novem ber-06 

]Section 23.61 3 A ii I 
90% of repair service calls shall be answered within 20 seconds. 

% Answered Over 20 Seconds 

Section 23.61 7 A 

98% 

2% 

Report rate not to exceed 3 reports per 100 access lines. 
Section 23.61 7 C I 
90% of all out-of-service troubles to be cleared within 8 working hours except where interruptions are caused by 
unavoidable casualties and acts of God affecting large groups of customers. 
Section 23.61 7 D 
Percentage of repeat trouble reports on residence and single line business lines not to exceed 22% of total 
customer reports on those lines. 
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Texas ALLTEL 
PSC Report 

Minimum Telephone Standards 
Decem ber-06 

t where interruptions are caused by 

orts on residence and single line business lines not to exceed 22% of total 
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1. Percent of Out  of Service Reports Cleared in Eight Working Hours. 

Benchmark for Corrective Action-Below 90% for a period of 3 consecutive months. 
The following exchanges were below the service quality objective of 90% out of service 
cleared in eight working hours for the last three months. 

EXCHANGE OCT NOV DEC 

W a1 1 i svi I1 e 50 67 50 

Detail of Missed Levels: 
Missed several tickets because CST not correcting the 00s boxes on tickets. Customer 
was not out of service. DSL service was not working and the number was reported out of 
service. Repair center employee scored the ticket wrong. In the small exchanges 2 or 3 
tickets make the percentages bad. 

Action Plan: 
Meetings with employees on clearing the tickets with correct information. Stressed 
the importance to get the 00s tickets within the eight working hours. 

2.Percent of Repeat Trouble Reports 

Benchniark for Correcti1.e Action-above 22% for a period of 3 consecutive months. 
The following exchanges were below the objective. 

EXCHANGE SEP OCT NOV 

Wallisville 50 25 25 

Detail of 3lissed Levels: 
Repeats are caused by a number of issues. U’eather, Cable Conditions, DSL associated to 
a specific dial tone line. customers, Technicians and non-related issues with the same 
number. Several tickets fi-om cut cable along I- 10 because of highway construction. 

Action Plan: 

Wallisville added to a specific employee to work trouble reports. Training of 
employee to make sure they code tickets properly. Meetings with contractors 
working in the Wallisville area do not damage our plant causing outages for 
ciis tomers. 



3. Percent of Reg Orders Completed in 5 Working Days: 

Benchmark for Corrective Action: Below 90% for 3 consecutive months. The 
Follo\ving exchanges were below the service quality objective of 90% during 
the last three months. 

EXCHANGE SEP OCT NOV 

Winnie 89.72 78.49 82.35 

Detail of Missed Levels: 
. Lack of communication betLvee1.l the business office and customer request prior to the 
service order being dispatched to the field is causing the conlpletioll dates to show up as 
not met. Customer requested service on a specific date. 

Action Plan 
Several calls with the business office and planers to correct the problems causing on 
orders. Training issue with employees. 

4. Percent of Primary Orders Completed in 5 Working Days: 

Benchmark for Corrective Action: Below 95% for 3 consecutive months. The 
Following exchanges were below the service quality objective of 95% during 
the last three months. 

EXCHANGE SEP OCT NOV 

Winnie 83.33 93.12 76.47 

Detail of hlissed Levels: 
Winnie-cause for missing this objective is clue to coding on the service orders relating to 
the business office. The Dex and Delay fields are not being marked correct on the 
service orders at the business office. Orders being held for deposits and special request 
from the customer are not being noted on the order. Lack of comiiiunication between the 
business office and customer request prior to the service order being dispatched to the 
field is causing the completion dates to show up as not met. 

Action Plan: 

Meetings with the employees takins and closing the completed service orders. Placing 
comments on the service orders. New employee cvorking orders and marked some orders 
wrong when closing. Held meetings with employees on closing the orders. 



5. Percent of Primary Orders Completed in  5 Working Days: 

Benchmark for Corrective Action: Below 95% for 3 consecutive months. The 
Following exclianges were below the service quality objective of 95% during 
the last three months. 

EXCHANGE AUG SEP OCT 

Godley 94.44 85.71 93.75 

Detail of Missed Levels: Lack of cable facilities 

Action Plan: Outside Plant Engineering will continue to make out work orders to 
install digital subscriber where needed. 

6. Percent of' Primary Orders Completed in 5 W'orking Days: 

Benchmark for Coi-rective Action: Below 95% for 3 consecutive months. The 
Following exchanges were below the service quality objective of 95% during 
the last three months. 

EXCHANGE OCT NOV DEC 

Tolar 76.92 88.89 70 
Rio Vista 92.3 1 88.89 88.24 

Detail of Missed Levels: Lack of cable facilities 

Action Plan: Outside Plant Engineering will continue to make out work orders to 
install digital subscriber where needed. 

7.  Percent of Primary Orders Completed i n  5 Working Days: 

Benchmark for Corrective Action: Below 9594 for 3 consecutive months. The 
Following exchanges were below the service quality objective of 95% during 
the last three months. 

EXCHANGE OCT NOV DEC 



scurry 90 93.33 87.50 

Detail of Itlissed Levels: 
Orders may have been scheduling out past 5 days. 

Action Plan: \$'ill add more units to this area to be sure they do not schedule out 
Past the 5 day due date. 
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4th Offere Handle Service Abandoned Avg Hand Average Speed of Max 
Qtr d d Level Y O  Time Answer Delay 
6-0ct 73845 68339 96.00% 7.46% 392 85 4486 
6-Nov 65198 62483 90.76% 4.16% 427 42 4305 
6-Dec 57510 56187 93.74% 2.30% 398 28 2447 
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