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ABSTRACT

This Conaultative Document focuses on qudity of service doandads for the
telecommunications  utility, Cable & Wirdess Jamaica (CWJ). Two categories of service
standards are proposed by the OUR: Guaranteed Standards and Overall Standards. Under the
Guaranteed Standards Scheme, the utility provider will make monetary compensation to its
customers should it fail to meet the required standards. These standards are customer specific
and this makes it feasble for affected cusomers to be identified and monetary compensation
made accordingly by the utility provider. Overdl Standards on the other hand are not
customer specific and in this regard failure by the utility provider to meet these standards will
not require it to make compensation to cusomers. However, the OUR in accordance with
the Telecommunications Act 2000 reserves the right to impose appropriate sanctions for
persistent breaches of overall standards.

Interested parties including consumer groups, service providers, and members of the wider
society are invited to submit comments on all aspects of the document.

Additiond copies of this document may be obtained by contacting the OUR’slibrary (Te
968 6053; Fax 929 3635). The document may aso be downloaded from the OUR’ s web site

at http://www.our.org.jm




Comments from Interested Parties

Persons who wish to express opinions on
this Consultetive Document are invited to
submit ther comments in writing to the
OUR. Comments are invited on al aspects
of the issues raised, but especidly the
goecific quettions identified. At various
points in this document specific questions
ae st out on which the OUR is seeking
the opinion of intereted parties. These
questions appear below the explanaory
text to which they relate and are dso listed
together in Chapter 9. To assist the OUR's
processng of the responses, respondents
are requested, as far as possible, to follow
the order of the OUR's quedtions. If they
congder it agppropriate, respondents may
wish to address other aspects of the
document for which the OUR has prepared
no specific questions. They may of course
only wish to answer some of the questions
posed - falure to provide answers to dl
quesions will in no way reduce the
congderation given to the response.

Responses to this Consultative Document
are requested by July 31, 2001 and should
be sent by pogt, fax or e-mail to-

Mrs. Antoinette Stewart
Director of Consumer Affars
P.O. Box 593, Kingston 10
Fax: (876) 929 3635

E-mal: |astewart@our.org.jm

Respondents are encouraged to supply their
responses in eectronic form, so that they
can be posted on the OUR's Web site (or a
link included where the respondent wishes
to post its response on its own website).

Responses to this Consultative Document
are a vita pat of the consultation process,
and 0 as far as possble, should dso be
publicly avalable The OUR is of the

opinion that respondents should have an
opportunity both to find out the evidence
and views put forward in other responses,
with which they may disagree, and to
comment on them. The comments may take
the form of ether correcting a factua error
or putting forward counter-arguments.

Arrangements for viewing responses

To dlow responses to be publicly available,
the OUR will keep the responses that it
receives on files that can be viewed by, and
copied for vigtors to the OUR's Offices.
Individuals who wish to view the responses
should make an appointment by contacting
the Communications Manager, via one of
the following means-

Telephone: (876) 968 6053 (or 6057)
Fax: (876) 929 3635
E-mall: office@our.org.jm

The gopointment will be confirmed by a
member of the OUR's daff. At the pre-
aranged time the individud should vist the
OUR's Offices at:-

3" Floor, PCJ Resource Centre, 36 Trafalgar
Road, Kingston 10.

The individud may request photocopies of
selected responses at cost price.

The timeable for the conaultaion is
summarized in the Table bdow.

Event Date
Response to this July 31, 2001
document
Comments on August 31, 2001
responses
Statement September 30, 2001
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CHAPTER 1: INTRODUCTION
Why Regulate Utilities

1.1 In tdecommunications, concerns about
savice qudity are increesingly teking on
greater and grester Sgnificance because
of its growing importance to both
resdentidd  and busness customers.
Where the market is competitive, firms
drive to differentiate their product or
service from that of riva producers. This
is done both on the basis of prices and
quality of service.

1.2 Also, in competitive markets, consumers
have freedom to choose ther service
provider. They gravitate to those service
providers offering higher sarvice qudity,
even if this results in higher prices, s0
long as they place a sufficient vaue on
the higher qudity. Furthermore, in a
truly competitive market no dngle sdler
possesses sufficient market power to set
excessve prices or provide sub-standard

qudlity.

1.3 Conveasdy, in  monopoligic markets
firms have litle or no incentive to
improve qudity. By ddinition, a
monopolisic  firm is one tha has
aufficet market power (ie dominant) to
st price above cost and act with a high
degree of independence from the wishes
of consumers and competitors® At

1 The usual test for market dominance starts with an
identification of the relevant market. This involves
identifying the variables constraining the price setting
behavior of the firm. Once the relevant market is
identified the next step in the process involves assessing
the firm's market power taking into consideration such
factors as market share, entry barriers, prices and
profitability, as well as the vertical structure of the firms
operating in the industry. For a discussion of dominance
see pages 104-107 of the OUR’s Consultative Document
Interconnection in Telecommunications, March 1999.
Copies can be downloaded from the OUR’s Web site at
http://www.our.org.jm/
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1.6

present the three mgor utilites in
Jamaca are dominant in their respective
sectors.

A dominant firm can reduce costs by
lowering qudity while mantaning high
prices. In this kind of market structure
consumers must ether accept substandard
sarvice quaity or go without the service
For these reasons regulatory intervention
is needed to shiddd consumers from the
"take it or leave it" atitude of dominant
firms

It is sometimes argued that competitive
pressures remove the need for qudity of
savice regulaion. The argument is that
competition encourages firms to supply
savices of adequate quality, since falure
to do so will result in loss of market share
and profitability. The OUR's response to
this agument is tha the advent of
competition removes the need for qudity
of savice regulaion when it is effective,
and means that no firm is dominant.

But short of seting dandards by
regulation, there may be a role for the
regulator even in markets characterised by
competition. The reason for this is that
even when the customer has a choice he or
she may lack sufficient information and
knowledge to critically assess the pros and
cons of the various service options he or
se is confronted with. As wdl, a
consumer having by necessity been tied
for an extended period to a monopoly
provider, might by the sheer duration and
tradition of that rdationship find it
difficult to chift to wha could be an
overdl better dternative provider upon the
opening up of the market to competition.
For these ressons the consumer may
purchase services that are substandard in
qudity. The regulator's role should be to
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1.8

facilitate the provison of

customers.

Q1.1 What role should the OUR play
in markets that are effectively
competitive?

The Role of the OUR

The Office of Utiliies Regulation
(OUR) was edablished as a body
corporate under the OUR Act, 1995, to
be the independent regulator for utility

undertakings providing
tedlecommunication  sarvices,  dectricity,
water and sewerage, and  public

trangportation (by road, rail, and ferry).
The Teecommunicaions Act of 2000
conveys datutory authority upon the
OUR to regulae providers of these
services.

Prior to the passage of the
Tedecommunications Act of 2000, and
utl the OUR complees this
consultative exercise and formalizes a
st of qudity of savice guiddines,
enforcesble quality of service regulaion
of the services supplied by CWJ is
largely  absent. This however, is
notwithstanding any sf-imposed
dandards the company might choose to
implement in the interim. It therefore
means that CWJ and other providers n
the sector would subgtantidly be
operating more on a discretionary bass
which is technicdly, a temporary date of
affairs expected to prevail until the OUR
foomaly sats out gpecific qudity of
sarvice guiddines The OUR's authority
to set enforceable guiddines is informed
by both the Amended OUR Act 2000
(Section 5(d)) and the
Teecommunications Act 2000 (Section
44-2). Section 5(d) of the OUR Act
dates that The Office may “prescribe

information
between the sarvice provider and its

1.9

1.10

minimum  dandards of qudity and
accuracy in relation to any equipment
used or any commodity supplied by a
licensee or pecified organization in
connection with the relevant prescribed
utility service®.  Section 44(2) of the
Tdecommunications Act dates  that
“The Office may make rules subject to
afirmative resolution prescribing  quality
dandards for the provison of specified
svices in rddion to dl service
providers or dominant service providers
asthe case might be” 2.

It is to be understood that the OUR is not
a consumer advocacy — organization.
Rather, as Regulator it has the task of
bdancing the interets of consumers
with the financid and business gods of
the utilities it regulates. It is in this
balancing act that the OUR is required to
safeguard the interests of consumers.
Sill, the OUR through its Consumer
Affars  Depatment (CAD)  does
intervene in complaints that consumers
have with the utilities from time to time.
The fundamenta requirement for this
intervention to take place however, is
that the consumer firg pursue the due
process that the rdevant utility has in
place for such matters.  The matter
would then be taken up by the OUR if a
timdy enough respponse is  not
forthcoming from the utility, or if the
consumer deems the response
unsatisfactory.

Since commencing operation in 1996 te
OUR has actively sought to improve the

2 |t should be noted that the passing of the 2000 Act itself
was part of a larger process of liberalization of the
telecommunications sector by the government. It
involved among other things, the issuing of wireless
licenses to two new players through competitive bidding,
as well as the establishment of a schedule for full
liberalization of the market in all sub-sectors within three
years hence.



qudity of the service received by
cusomes of the mgor  utility
undertakings, namely the JPS, CWJ, and
NWC. For example, discussons about
minimum qudity of savice Sandards
had been ongoing with the JPS dnce
1998. Similar discussons had dso been
taking place with NWC. As a result, sets
of Guaranteed a wdl a Oveadl
dandards for these utilities were
devel oped and scheduled for
implementation in the firg hdf of fiscd
year 2001/2002%. The performance of
providers on these dandards will be
formaly monitored by the OUR once
implemented. The devdopment of
qudity of service standards for NWC
was Subdantively infoormed by a
February 1999 published Consultative
Document "Quality of Service Standards
for the Water Utility”. The present
process is about producing a smilar
document for the tdecoms industry
players.

3 Guaranteed Standards were actually finalized during the
first quarter of the 2001/2002 fiscal year.

“ Copies of this document may be obtained by contacting
the OUR's library (Tel 968 6053; Fax 929 3635). The
document may also be downloaded from the OUR's web
site at http://www.our.org.jm/




22

2.3

CHAPTER 2

2.1 The Consumer Affars Depatment of

the OUR receves and processes
complaints from customers of the three
maor  edablished  utiliies  The
Depatment is dso now geared to
process complaints from customers of
the newest tdecom player DIGICEL,
a wel as Centennid, which is ds0
expected to become operationd within
cdendar year 2001. In terms of an
involved process, the Unit only accepts
complants tha the cusomer has
dreedy lodged with the Utility and
after he or she has exhausted the
savice provide's own  complaints
mechanism, and is dill dissidied
with the outcome. Annex A sats out
the ams and objectives of the CAD,
the procedures for the filing of
complaints by the public, as wel as the
service standards adopted.

The CAD has eddblished formd
modes for contact with the regulated
utilities. Under this arangemen,
though meetings have been regulaly
held with both JPS and NWC, this has
not been the case for CWJ, which has
0 far demondrated a lesser inclination
to support this levd of interchange.
The OUR is therefore, not sure that
CWJ views the Regulator's
intervention on behdf of customers
with the same degree of urgency and
importance as is the case with the other
two regulated utilities.

Up to this point it cannot be honestly
sad tha CWJ has been as facilitative
a it might with regads to the
resolution of consumer complants in
which the OUR through its CAD,
necessarily intervenes. To some extent
this is demondrated in the redively

CUSTOMER COMPLAINTS
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dow pace a which many cases ae
eventudly  brought to  closure
partticularly over the last 18 months or
0. The CAD's own sarvice standards
require that complainants be informed
of the rexlt of the OUR's
invedigation within 40 busness days
of their submisson of such complaints.
In many indances CWJ faled to
repond in time that would dlow the
CAD to resolve complaints within the
40 working days dandard. In
indances, CWJ had actudly gone
ahead and pursued specific cases with
individua cusomers completely
independent of the OUR, though said
cases were referred from the CAD
after initid cudomer dissidfaction
with CWJs origind handling of the
cae. This essentidly confounds the
OUR's cae handling process, and
actudly worsens CWJs compardive
daus a one of seved tilities
monitored by CAD case handiing
sysems. For example, the status of the
NWC, rated for a very long time as the
leest respongve utility, has in the lagt
18 months, improved consderably
compared to CWJ.

At the end of the firgt three reporting
periods of the 2000/2001 fisca yesr,
among dl three utilities CWJ figured
as the one that hed the highest number
of outdanding cases for which the
CAD was awaiting responses from the
utilities at the time. At the end of June
2000, CWJ was responshble for 8
(44%) of such cases out of 18, a the
end of September 2000, 11 (44%) out
of 25 and a the end of December
2000, 10 (50%) out of 20.
Interegtingly, over the same period,
CWJ was never a anytime the utility
most complained about by consumers,
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which suggest that it never had the
highes case load for complaints
referred from the OUR.  This is
notwithstanding the fact however, that
in the prior fiscd year, most contacts
receved by the OUR represented
grouses about CWJ-provided services.
This to some extent demondrates the
lack of ugency and  aufficient
responsiveness of the
tedecommunications provider in giving
of its bet effort to efficiently resolve
consumer complaints of which the
OUR isaware and has an interest.

Current Quality of Service I ssues

From the complaints received by CAD
the OUR is &le to gan ingght into
quaity of service issues that are of
relevance to CWJs customers. For the
tweve-month  period ending March
1999, CAD received 825% (701)
more complaints than it did the
previous year. Of the three magor
utilities, complaints lodged about the
services provided by JPS accounted for
only 340 or 21.9%. Complaints about
the sarvices offered by the water utility
represented roughly 36.4%.°
Complaints lodged by customers of
CWJ were 41.7% of the total. For the
1999/2000 period though, there were
fewer complaints recelved overdl,
aoproximately one-third (324) of the
total (1013) were about CWJprovided
services. At the close of the 2000/2001

fiscd year 27%, or 206 of 763
complants receved were  from
cusomers of CWJ.  For anayticd

purposes these complaints are broken

® The Consumer Affairs Department produces quarterly
reports that provide a comparative analysis of the
customer complaints received. Summaries of these
reports can be downloaded from the OUR's Web site at
http://www.our.org.jm/ .

2.6

2.7

2.8

2.9

down into various categories (see
Table 2.1).

Complaints rdated to hilling continue
to be the most frequent. This category
covers complants redaing to high
consumption, disputed charges and
payment not credited to the customer's
account etc.

Undue ddays in the reconnection of
savice following disconnection for late
payment or nonpayment of bhills is
another category of complaints. It
would appear that there is no specified
time scde for the reconnection of
svice Even when cusomers sHile
ther outdanding bills with the
company, service is not aways restored
with  auffident urgency. In some
ingances cusomers have to wait for
more than a week after payment before
savice is reconnected. This is hardly
acceptable since unlike NWC and JPS,
tdecom  sarvice  reconnection IS
essentidly a centrdized operdtion that
seldom requires agents of the company
to vidt customers premises.

Disconnection, though a mos
discomforting event  for  affected
cusomers, has not been a sgnificant
area of complaint for cusomers of the
telecommunications  utility. However,
the provider should ensure dways, that
only judified disconnections ae
effected.

The "unavalability of service' caegory
featured prominently in the portfolio of
complaints. It captures those customers
seeking savice, tha is  complaints
from prospective customers of CWJ
who would like to have service, but are
unable to obtain it. Though the number
of households and individuds receiving
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telephone sarvice in the last 2-3 years
has been quite dramatic compared to
prior periods, many potentia customers
in various locations across the idand
dill have not been able to secure
svice because of its unavalability.
Where the best standards of service are
adhered to, the norma expectation
would be tha mogt if not dl of the
complants from  citizens  about
unavalability of service would have
been from locations where CWJ has no
infrastructure in place to provide the
savice. However, tha has definitey
not been the case with CWJ over the
last two years. Of 67 ‘unavalability of
savice  complaints received a  the
OUR between April 1999 and
December 2000, 21 or 32% of the total
were from locations where CWJ
dready had the infrastructure in place,
but was being quite tardy in supplying
the service gpplied for by dtizens In
the remaining 68% of cases however,
the company had not yet put the
necessary infrastructure in place®.

Unscheduled interruption of service is
another frequent complaint received by
OUR. Over the years this particular
complaint by customers has assumed an
increesng  levd of  ggnificance,
paticularly as regards CWJs mobile
phone services. Even CWJ has had to
admit publicly tha it's response to
demand for mobile service might have
effectively ran ahead of its provison of
the necessary infrastructure to supply a
good qudity service, paticulaly over
the las 24 months The result is a
cgpacity problem that has effectivdy

® Under terms of 2000 telecommunications license CWJ
is expected to provide some 217,000 new wired
telephone lines by the end of 2003. Between March 1
and November 4, 2000 the company installed 62,599 or
approximately 29% of the target. All 14 parishes
benefited from the installations made to date.
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caused customers to be cheated by
being required to pay for something the
company would have known it was
never in a pogtion to adequately supply
a vaious times. Pod-pad customers
who have to pay a Szesble monthly
access chage have  paticulaly
suffered.

Delays in connecting new customers
dso featured prominently in the
portfolio of complants. Some of the
complaints relae to the fallure of CWJs
technicdans to ingdl sarvice within a
timely fashion. Where appointments are
made technicians frequently arive late
or never arive a dl. This has proven to
be of inconvenience to customers as in
many indances time is teken off from
work to fadlitate technicians ganing
access to premises.

The find caegory known as
community-wide services covers those
complaints relating to the company's
common services such as phonecards
and cdl boxes This caegory of
complants though dill ggnificat, hes
declined noticesbly since the end of the
1997/98 fiscal year.



Table 2.1: Digtribution of Complaints about CWJ-provided Services

Complaint Categories 1998/99 1999/00 2000/01
Total Total Total
Billing matters 167 93 79
Equipment Damage 0 0 0
Property Damage 0 0 0
Disconnection 44 26 7
Re-Connection 5 1 0
Redress Not Received 0 1 1
Irregular Supply 5 4 1
Unavailahility of Service 122 69 26
Payment Arrangement 0 1 5
Health & safety 0 2 1
Poor Customer Service’ 0 3 17
Unscheduled I nterruption of Service 58 71 52
M etering 0 0 1
Service Connection 21 6 9
Guaranteed Standard 0 0 0
Community-wide Services 225 47 7
Tota 647 324 206

Source: Customer Affairs Department database, OUR

" Includes ‘ Code of Practice’ complaints.

1



31

CHAPTER 3: QUALITY OF SERVICE STANDARDSFOR THE

TELECOMMUNICATIONSUTILITY

An dfective regime for qudity of
sarvice regulaion should satidfy at leest
three basic requirements:. -

The service provider should be
provided with the right incentive/
motivation to improve service
qudity. This may require the
operator to make compensatory
payment to consumers where its
performance fdls short of the
required target.

A credible enforcement mechanism
is required to enforce the
standards, because operators are
sometimes  unwilling to  embrace
qudity of savice dandards,
epecidly in markets dominated by
asingle service provider.

A aufficdent number of indicaors is
needed to measure the various
dmengons of service qudlity.
"Sarvice qudity” IS
multidimensond in nature — it cuts
across severa areas of a service
provider's operations. It is partly
dependent on the technology in use
(ie the dgnding, switching, and
transmisson infradructure).  Other
aess that impact drongly on
savice  qudity  ae  operator
savices, hilling, repar and the
handling of complaints.
Condtituting the technology are the
hardware and software that when
combined provide savices to
customers. Operator services dedl
with directory assgtance, directory
liging, and other means of enabling
cusomers to direct ther cdls
Billing includes the accurecy and

3.2
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format of a bill plus the process of
accounting for money owed the
company. Repar services correct
mdfunctions  Complaint  handling
refers to attention to customers
inquiries and problems.

The OUR's agpproach to quadity of
savice regulation seek to  embrace
these requirements via  whichever
gpproach it eventudly condders most
appropriate given its need to be highly
effective, and taking due cognizance of
the legd framework within which it
operates. The OUR could adopt one of
two established possible approaches, a
regulator-oriented approach and a
customer-oriented approach, or it
could seek to employ features of both in
developing its own unique approach.
With the regulator-oriented approach,
the regulator represents the customer,
i.e. the regulator is the primary abiter
of qudity. With the customer-oriented
gpproach it is the cusomer who is the
primary abiter of qudity. In this case
theee is usdly les regulaory
intervention than with the former. The
UK regulatory experience provides a
typicd example of a customer-oriented
approach whereas the USA experience
provides a typicd example of a
regulator-oriented approach.

Over all versus Guar anteed
Standards

Two categories of dandards are
proposed for the tedecommunications
utility: Guaranteed Standards, and
Overall Standards. Both sas of
standards are discussed below.
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The Guaranteed Scheme may be
viewed as a contract between the
srvice provider and its  customers.
Under this scheme specific qudity of
service standards are set and the service
provider is required to make monetary
compensation to the affected customer
where there is adequate evidence that it
has falled to meet the standards. With
the Ovedl Sandards, unlike the
Guaranteed Standards, there is no
automatic monetary compensation  to
cusomers in the event that the service
provider performs below the prescribed
levels

Ancther difference between the two is
that the sandards covered by the
Guaranteed Scheme are those that are
customer specific. This enables the
operator to identify the affected
cusomer and make compensation
accordingly. The Overal Standards are
generd in nature and affect a group of
cusomers, in which case the service
provider may not be able to identify dl
parties affected. For example, it would
amost be impossble for CWJ to
compensate users of public payphones
because of faults. In this case it would
be difficult for the service provider to
diginguish between those customers
who experience inconvenience and
those seeking to exploit the system.

The Guaranteed Scheme is confined to
quality of sarvice issues for find users
of CWJs savices They ae not
agoplicéble when  savices  ae
purchased for resde to the generd
public. For example, a service provider
who purchases normd retal cdls in
bulk and then retals these to its
customers. Neither, are they applicable
when the networks of new entrants are
interconnected with CWJs network. It

3.7

3.8

is recognized by the OUR tha low
qudity of interconnection  sarvices
may disadvantage competitors.
However, the OUR takes the view that
qudity of sarvice dandards in both
cases should form part of the terms and
conditions of sarvice when
interconnection agreements ae
negotiated with the incumbent. Built
into these contracts may be
compensation payment for breach of
service quality standards®

Category of Service Standards
The categories for which sandards

should be applied depend on the type of
utility, its previous record on customer

svice, current  qudity of  sarvice
issues, international  practice, and
exiging technology used by the
operator. For a typica
telecommunications utility two

categories of standards may be adopted:
technicd dandards, and customer
sarvice sandards.

Technical Sandards

These ae reaed to rdiability of
savice (fault rate and fault clearance),
connection to service (did tone deay
and call completion rates) and operator
regpponse  time. For a typicd
telecommunications utility an
appropriate set of technical measures of
network qudity includes-

time in seconds before did tone is
received fter cdl is originated
frequency of faults on telephone
lines

percentage of originated cals that
are successfully completed etc.

8 See Chapter 4 of OUR Consultative Document on
I nterconnection in Telecommunications, 1999 March.
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These sandards are related to the
efidency with which the savice
provider is able to respond to customers
needs and requests. For a typica
telecommunications utility an
gppropriate set of customer service
qudity incdludes-

time taken to respond to queries by
customers

time taken to meet commitments to
customers to connect/reconnect
telephone service

time taken to provide speedy repair
sarvice

3.10 Table 3.1 contains a smal sample of the

various measuresindicators of service
qudity used by regulatory bodies and
telecom service operators worldwide.
The standards proposed by the OUR set
out in Chapters 4 and 6 reflect
internationd  prectice and dso teke
account of the fact that CWJ operates a
modern telecommunications network.
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CHAPER 4: THE GUARANTEED QUALITY OF SERVICE STANDARDS

I ntroduction

This Chapter describes the guaranteed
standards proposed by the OUR. The
next Chapter explores the mechanisms
foo  deermining the levd  of
compensation and the methods to
effect payments to affected customers.

Guaranteed Service Standards

Bdow is a dexription of the
guaranteed dandards the OUR is
proposing for the tdecommunications
utility. The doandards ae separated
into two groups. guaranteed standards
for sarvices supplied to fixed line
telephone customers and guaranteed
standards for mobile subscribers.

These are minimum standards and are
subject to review following
consultation  with  the  operator,
consumer groups, and other interested
paties As set out in the previous
Chapter, the chigf characterisic of
guaranteed standards is that customers
ae entitled to monetary compensation
where the service provider has faled
to meet the predetermined sandard
levdls. The dandards proposed will
only cover measures of qudity that are
cusomer specific and will incude the
falowing:-

- Connection

- Reconnection

- Repair

- Wrongful disconnection
- Response to complaints
- Loss of Service

- Missed appointment
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GTSL - Deay in ingallation (mobile &
fixed line)

Objective: To facilitate speedy ingdlation
of sarvice.

Definition: This dsandard relates to the
time lag between approvd of a customer’s
goplication for sarvice and when that
sarvice is actudly provided. The standard
will normdly require that inddlation of
the service be done within a gspecified
period after approval. Ingdlation is
deemed to have taken place only when the
sarviceis avallable to the customer.

Guarantee: Falure of CWJ to ingdl
service within time period will require it to
meke an automatic payment to the
customer amounting to $600 or $840
respectivdy for resdentid and business
customers, or the respective customer
types can clam $900 or $1260 as per
agreed compensation regime (see Table
5.1).

GTX - Delay in repair (fixed line only)

Objective: To ensure tat the cusomer is
not deprived of the service due to the
falure of the operator to respond to faulty
Magter Jack, the actud telephone ling,
and/or other parts of the system under the
control of CWJ.

Definition: The applicable repairs must be
required for a provider-controlled fault
that causes the customer to be without
savice. Faults resulting from actions of
the consumer do not qudify.



Guarantee: On the failure of CWJ to
correct fault by the end of the next
working day (after customer’s report),
it is required to make an automatic
payment to the customer amounting to
the gpplicable inddlation charge. At
the time of writing these were $340 for
busness accounts and $600 for
resdentid  accounts. Alternatively,
customers could be made to submit
cdams againg breeches, in which case
the respective chages would be
amplified 1.5 times to compensate for
what is expected to be a diminished
indingion of cugomers to actudly
pursue clams In this later ingance
the revised charges would be $1260
for business accounts and $900 for
residential accounts (see Table 5.1).

GTS3 - Reconnection after payment of
over due amounts (mobile & fixed line)

Objective:  To encourage  Speedy
reconnection of customer to network
after payment of overdue amounts.

Definition: CWJ is required to restore
svice in the dhortest posshble time
after recaving from the cusomer,
payment of overdue amount. Payment is
deemed to have teken place when the
company or its duly authorized agent
issues some form of receipt for fundsin
whatever form, deemed to have passed
from and/or on behaf of cusomer to the
provider re the paticular service
account(s) in question.

Guarantee. Reconnection of sarvice
shoud be done within 24 hours.
Otherwise, company is required to make
an automdtic payment to the customer
amounting to the reconnection fee, this
a the time of writing being $420 for
busness accounts and $300 for
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resdential accounts. If the customer has
to clam againg breaches these amounts
would then appreciate by 1.5 times to
$630 and $450 for business and
resdentiad  accounts respectively  (see
Table5.1).

GTSA - Wrongful Disconnection (mobile
& fixed line)

Objective: To ensure that the customer
IS not deprived of the service due to the
operator's  own  eror.  Wrongful
disconnection may be due to hilling
errors by the operator, etc.

Definition: The customer’s
respongbility is to pay the provider for
savices used, and to do so in
consgence with the related terms of
savice agreement that is pat of the
rlevant account contract. So long as
the customer is not in breech of the
gpplicable terms the provider is obliged
to ensure that he/she has uninterrupted
access to the sarvice. Especidly, the
provider  should not  erroneoudy
disconnect the customer’s service,

Guarantee:  Wrongful  disconnection
requires CWJ to make an automatic
payment to the customer of an amount
equivdent to the monthly line rentd
charges for the particular type of account
affected. This is $660 for busness
accounts and $280 for residentid
accounts. If the customer has to clam
for breaches then the respective amounts
would gppreciate 1.5 times to $990 for
business accounts and $420 for
resdentiad  accounts (see Table 5.1).
Compensation  will  dat from and
incdude the day of the wrongful
disconnection, provided the customer
informs the company within 6 days of
having logt the sarvice. If the sarvice is



not reconnected within 24 hours of the
customer’'s report of the wrongful
disconnection, the dandard monthly
charge applicable to the account type
ghal be added to the compensation
amount for esch additiond day the
customer remains disconnected.

GTS5 - Repeated total or partial loss of
service (mobile & fixed line)

Objective: To ensure tha the operator
provides dependable services to its
customers.

Definition: This rdaes to ingances of
repeated and/or frequent loss of service to
the customer due to network or line
problems.

Guarantee: If the cusomer suffers a totd
or patid loss of service, and the problem
recurs within 30 days of the first report,
then CWJ is required to make an
automatic payment to the customer
amounting to the line rental fee applicable
to the type of account affected. The
amount would be $660 for busness
accounts and $280 for reddentid
accounts. If the customer had to dam for
the breach then the amount would be 1.5
times the applicable renta charges, these
amounts being $390 and $420 for business
and resdentiad accounts respectively (see
Table5.1).

GTS6 - Response to customer Queries
(mobile & fixed line)

Objective: To ensure that customer queries
(either written or by telephone) rdaing to
billing, mdfunctioning line qudity of
savice and other issues are dedt with
promptly and satisfactorily by the utility.
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Definition: In order to ensure purposeful
ad efficent response to customers
queries and/or complaints, the company
must acknowledge a customer inquiry
within a gpecified period of receiving
sadinquiry.

Guarantee: All cugomer inquiries will
be acknowledged, the  maximum
dlowed peiod for ay dnge
acknowledgement being 5 business days
which is gpplicable to written inquiries.
All  acknowledgements must include a
commitment as to the time within which
the investigation will be completed; the
maximum period for completing the
invedigation is adso defined as a
dandard. Invedtigation and notification
of the outcome of the customer’s
inquiry should be deivered within the
period specified in the
acknowledgement. Falure to meat
dandard warrants an automatic payment
to the cusomer of an amount of
monthly line rental charges gpplicable to
the affected account types. These
amounts would be increesed by 15
times to $990 and $420 respectively for
busness and resdentid accounts if the
customer were required to make a clam
againg the breach (see Table 5.1).

GTS7 - Missed Appointment (fixed line
only)

Objective: To minimize the
inconvenience to customers of having to
wait unduly for CWJs representatives to
attend appointments.

Definition: CWJ has responshility to
satisfy a cusomer's request for a
representative to vigt a location in the
morning or afternoon of a particular
day. This may be to correct a fault or to
indal sarvice linMagter Jack. CWJ is



required to comply with the customer's
preference for time of day for vidt set
foo a muudly agreed date This
arangement conditutes an appointment.
The morning is defined as beng from
gat of CWJs busness day to 12:00
noon, and afternoon is from 12:00 noon
to close of the business day.

Guarantee: Failure to meet standard
warrants an automatic payment to the
cusomer of an amount of monthly line
rentd charges gpplicable to the affected
account types. These amounts would be
increased by 1.5 times to $990 and $420
respectively for business and resdentia
accounts if the customer were required
to make a clam for the breach (see
Table5.1).

GTSB — Advanced Notice for planned
disruption in service (mobile & fixed
line)

Objective: To ensure that customers do
not normaly  experience  planned
disuptions by the company as
unscheduled interruption of service.

Definition: The company should in good
time beforehand, and by appropriate
means, share its schedule of planned
disuptions with the cusomers to be
affected.

Guarantee: Planned interruptions for
which affected customers ae not
informed a least 24 hours beforehand
will  require thaa CWJ make an
automatic payment to the customer of
an amount of monthly line rentd
charges applicable to the affected
account types. These amounts would be
increased by 1.5 times to $990 and $420
respectively for busness and resdentid
accounts if the customer were required

18

4.4

to make a clam for the breach (see
Table5.1).

GT® - Receipts of compensation
Payments (mobile & fixed ling)

Objective: To make sure that the vaue
of compensdion is not undermined by
late recept of payment, or that the
provider does not unduly defer its

financid obligation to  cusomers
resulting from  breeches of any
guaranteed standard.

Definition: The sandard requires that
the provider makes timely payments to
customers, of amounts that become due
as a reault of breaches of the
Guaranteed Standards that it commits.

Guarantee: Service provider must make
an automdaic payment to customer.
Alternatdly, cusomer must lodge a clam
with the service provider within 30 days
of the violation of the gsandard. Where
the payment due under a particular
dandard is not paid within the specified
time frame, CWJ must make an
additiond payment of Imilar amount and
this will repeat itsdf for subsequent
periods until payment is made. All these
standards apply en bloc to fixed line, and
sectively to cdlular service asindicated

Compar ative Guar anteed Standards

Table 4.1 (attached) contans the
sandards the OUR proposes as
guaranteed standards for CWJ services.
These are compared with the comparable
standards for the JPS, NWC, CWJ's and
BT's sdf-imposed guaranteed schemes’.
The BT dandards were chosen as a
template partly because that company has

® cWJonly recently launched its self-imposed
guaranteed standards scheme in February of 2001.
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a wdl-established qudity of service and
guaranteed dandards scheme that has
proven to be successful. The OUR has
not been able to get data on the
operations of Imila schemes in use in
developing countries. The comparison
with the scheme proposed by the OUR
for CWJ shows that the OUR's proposa
is not out of line with internationa
practice and is non-discriminatory in its
trestment of the mgor utilities.

Timetable for Guaranteed Standards

Guaranteed standards will require CWJ to
put in place the mechaniams for
collecting data,  monitoring  service
qudity, handing dams and meking
compensation. With CWJ dready having
in place its own sdf-imposed guaranteed
dandards scheme, it is not anticipated
that too long a period will be needed to
indal the necessay mechanisms and
procedures for effective implementation.
This is notwithdanding the subgantid
vaiaion between what is proposed by
the OUR and that which has been sdf-
imposed by CWJ. The OUR is therefore
proposng that these sandards be
introduced and measurement dart by
CWJ on October 1, 2001.
Implementation of moretary
compensation should commence three
months later, December 1, 2001.
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CHAPTER 5: COMPENSATION AND PAYMENT MECHANISM S

I ntroduction

There is no universd technique for
determining the amounts of
compensation consumers are  entitled
to for breach of guaranteed standards
by the operator. Indeed, the amount of
compensation is usudly subject to
wide discretion. The OUR is of the
view that the level of compensaion
should to be st a aufficiently high a
level to encourage the service provider
to improve the qudity of the service it
offers A high levd of compensgion
will encourage the operator to improve
sarvice qudity while a very low figure
will have the oppodte effect. But the
consumer should not profit from the
compensation scheme. For this reason
the levd of compensgion should
ressonably reflect the loss suffered by
the customer.

One possble option for a
compensation system is suggested via
the preceding discussons of the
specific proposed guaranteed
standards, and as set out in Table 51
(attached).

Q5.1 What principles should the OUR
take into account in determining the
level of compensation for breach of
guaranteed standards?

Level of Compensation

Another method for deriving the leve
of compenstion for fixed line
cusomers is to base it on the average
monthly consumer hill. An dternaive
is to vary the amount on the particular
standard that is breached. For example,
if the provider fals to inddl a

5.3

5.4

5.5

telephone line within 5 working days
the amount paid would be tied to the
applicable fixed ingdlation charge. In
the case of incorrect disconnection the
customer would be compensated based
on the norma charge for reconnection.
A third option is for the compensation
to be a percentage of the affected
customer's next (or last) hill when the
payment become effective. These three
options are explored in further detail
below.

Option 1. Average Monthly Customer
Bill

In this case the payment for breach is
determined by teking an average of
monthly consumer hills usng a random
sanple of for each account category.
When this agpproach is adopted the leve
of compensdion will vary across
resdentia, and business customers since
the average customer hill for both groups
are not the same. The average bill for
busness cusomers is more than two
times that for the resdentia category.
Alternatively, an overdl average of both
account categories might be used.

Taking into account the year 2000 tariff
adjusgment of CWJ it is edimated that
the average monthly bill is now
approximately  $1170 for resdentid
cusomers and $2470 for busness
customers. The overdl average would
be $1820.

It may be argued with judification thet
these levels of compensation a the
average  monthly  hills  ber no
relaionship to the magnitude of the
inconvenience suffered by the customer.
A more indicative gpproach could likey
be to make the pendty a percentage of
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the average customer bill for busness
resdentid customers. For example, the
OUR's agreed compensation amounts for
JPS is $750 and $150 respectively for
each account type, approximately 10-
20% of the respective average bills.  For
CWJ, a the higher levd of the range
(20%), this would imply a compensation
amount of approximatey $234 and $494
respectively for resdentid and
commercia accounts.

Option 2: Varying with Standards
With this option the levd of

compensaion  will depend on the
dandard that is violated. For example,

CWJs  reddentid customers  are
preently paying $600 for each
telephone line inddled. For busness

customes the
$3840.

inddlaion charge is

Should the operator fail to ingdl service
within the specified time period and/or
by the agreed time, then it would be
required to make a payment to the
customer amounting to the applicable
indalation charge. Another example is
where the breach is the falure of the
service provider to ingtal Master Jack(s)
by a specified date. In this case the leve
of compensation would be the monthly
rental charge for the line, these being
$660 and $280 for business and
resdentia accounts respectively.

Compensation for wrongful
disconnection would be based on the fee
the company charges for reconnecting

those customers who have been
legitimately  disconnected  from  the
savice, but who has pad ther

outsdanding amounts. Table 5.1 sets out
the various guaranteed standards aong
with  the corresponding  proposed
compensation payments. In ariving a
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gpecific payment amounts the reevant
dandard charges ae qudified by
respective basis factors of 1.0 and 1.5
under automatic and customer clam
regimest’. The mgor drawback to this
approach is that compensation will vary
across both standards and account types.
The lack of uniformity in the
compensation scheme may render the
scheme unduly complex and could aso
pose difficulties for some consumes in
their understanding and use of it. It may
dso prove difficult and codly to
adminiger. In addition, the leve of
compensation may be viewed as bearing
no redionship to the difficulties
experienced by the customer. Findly, in
ingtances, the compensation may be
viewed as excessve. Refer to Table 5.1
attached.

Two posshle vaidions of this
approach could aso be consdered.
Firgdly, one could set the levd of
compensation as a percentage of the
tariff associated with each standard. For
example, 10% or 20% etc. Secondly,
one could consder Setting
compensdtion levels a the average of
dl charges applicable to the specific
savices redaed to the different
standards for the two basic categories of
accounts. Based on the present charges
the amount for commercid customers
would be approximately $650 and for
residential $520.

Option 3: Affected Customer's Bill

19 The finally agreed basis factors may be varied to
reflect payment levels that might be considered more
appropriate. Further, the qualification of applicable
compensation payments by differential basis factors for
automatic versus customer claim regimes could be
made applicable to whichever compensation optionis
pursued for guaranteed standard breaches.
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The compensation amount for each
breach could be set as a percentage of
the cusomer's next (or last) bill. As is
the case with options 1 and 2 the
anmount  would lack  uniformity.
Busness cusomers by virtue of the
fact that they usudly have higher bills
Vis-avis resdentid cusomers would
likdy recdve higher compensation.
Even in individud caegories, the leve
of compensation would vary to reflect
differences in the consumption of the
sarvice among customers.
Additiondly, snce larger users have
lager bills this gpproach would
provide the operator with a grester
incentive to provide these customers
with higher sarvice qudity. No such
incentive would exis to improve the
qudity of service offered to low-user
customers.

There might be good judification for
adopting this gpproach since it could
be argued that a customer who uses
more telephone savices suffers a
gregter level of inconvenience, for
example when supply is interrupted,
than one who uses very little service
However, in cases where CWJ falls to
keep an appointment, or does not
repond to a complant, both
reSdentid  and busness cusomers
have auffered typicdly the same
inconvenience, and compensation
should therefore be the same to both
customers. A compensation  system
based on usage might therefore, not be
equitable.

Compensation Amount: What
should the OUR choose and why?

The three approaches described above
demondrate the difficulties in arriving
a an gpproprigte method for setting
the level of compensation for breach of

dandards. The modified verson of
option 1 is the OUR's preferred
choice. With this gpproach the amount
receved by consumers for breach of
sandards is set as a percentage of the
average bills for resdentid customers.
Consumers will likdy have an esser
time underganding this dnce the
amount is known with certainty. It may
aso be less expensve to adminigter, as
the level of compensation does not
vary with the sandards.

Under the current scheme for NWC,
compensation for breach is st at the
level of regpective sarvice charges
gpplicable to domestic and commercid
accounts. As a Januay 2001 the
amounts were approximady $100 for
domegtic customers and $270 for
commercid customers.  For the JPS
compensation for breach is set a 20%
of the respective average monthly bill
for resdentid and business customers.
Based on the last officid egtimates the
amounts were st at $150 and $750 for
resdentil  and business  accounts
repectively. Applying a 20% figure of
the edimated average monthly bill for
resdentil and business customers of
CWJ gives a compensation amount of
approximately $230 and $500 per
standard breach for the respective
account types. Applying the use of
bass factors for the condition of an
autométic versus a clam regime as per
Table 51 would yidd the following
scenario:

Payment | Basis Account Types
Regime Factor | Business | Residential

Automatic 1.0 $500 $230

Claim 20 $1000 $460

Q5.2 What should be the level of
compensation for breach of standards
and why?
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The approach proposed above achieves
the two objectives of compensatory
payments in qudity of savice
schemes. It provides an incentive to
the firm for providing an adequate
savice qudity to its cusomers, while
reesonably  compensating  consumers
for poor quality of service. It also has
the benefit of beng sSmpler to
administer by the company and easy to
understand by the public.

One of the concerns of the OUR is that
payments made to consumers for
breach of the standards may be passed
on to them in the form of higher prices.
CWJ becomes subject to a price cap
regulation as of the next scheduled
tariff review (September 2001). The
price cagp regime effectivey removes
the incentive for CWJ to atempt to
pass on such. If it were such that CWJ
was adlowed to pass on pendties for
poor sarvice qudity, the incentive to
improve qudity would be severdy
diminished.

Compensation Amount for Mobile
Customers

For violation of the proposed standards
for mobile cusomers the
compensation amounts could be set
equa to the amounts proposed above
for fixed line services However, the
OUR does not condder this to be
equitdble in light of the fact that the
charges for CWJs mobile service is
subgantidly  higher then for the
traditional service.

In an atempt to deive the
compensation amount for breach of
these standards the OUR contemplated
using the approach adopted above i.e.
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taking a percentage (20%) of the
average monthly  mobile  customer
bills. The OUR however, would need
to obtan the laet credible
information on  average  monthly
cusomer bills for this category of
s|vice Until  this information
becomes avalable, gpecific amounts
cannot be proposed for compensation
derived from average monthly bills?.

In addition, as indicated above,
vaying the amount of @ the
compensation with the standard that is
breeched will lead to an unduly
cumbersome  arangement  which in
turn will impose unintended regulatory
burden on the service provider. It
could aso prove quite chalenging for
some customersto follow.

Of the seven cdlular plans in place a
the time of writing, three reguire the
subscriber to make  payment  for
registration and access of $740 and
$780 respectively, thereby making a
tota upfront payment of a lesst
$1,520. A fourth dso has a $740
regigration fee but a $449 access
charge for tota upfront payment of
$1189. The others have respective
registration charges of $1500, $3000,
$4500 (pre-paid accounts for 4, 8 and
12 months service) and $740, with no
access charge required. Applying the
20%, as in the case of the proposed
compensation leve for the JPS, to the
access plus regidration charges in the
firg two taiff plans would give a
compensdtion levd of gpproximady
$300 for each standard breached. The
ue of basis factors for autometic
versus cam payment regimes could

" The information can be sought directly from CWJ,
or, the OUR could conduct a sample survey of the
customers’ mobile bills.
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aso be gpplied here as well, and would
yield the fallowing scenario:

Payment | Basis Account Types
Regime Factor | Business | Residential
Automatic 10 $300 $300
Clam 20 $600 $600

Thisisthe OUR's preferred choice.

Q5.3:  Should the level of
compensation for breach of standards
for mobile customers be the same as
fixed line customers?

Payment Methods

One approach puts the burden on
consumers to identify indances of
breach of the standards. When a breach
occurs, the cusomer may file dam for
compensdtion. In filing a dam the
customer should:-

Identify the standard breached and
provide adequate evidence of the
breach of sandards such as the
gpecific ingance;

supply the date (and time where
possible) when CWJ breached a
guaranteed standard; and

submit the cdam for compensation
within 30 days of the occurrence.

The mgor drawback is that customers
may not know when a dandard has
been breached, because of lack of
information about the definition of the
guaranteed standards. The customer
would aso need to know the procedure
for filing a dam for a breach. With a
farly high levd of functiond illiteracy
in the society, this could prove
problematic if the process is not redly
very sample. These potentid
wesknesses may be corrected by the
OUR requiring CWJ to embark on a
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public campaign amed a educating its
customers about the scheme as well as
the process and procedures for filing a
cam. In this regard the OUR would
be placing an obligaion on CWJ to
provide the rdevant information to al
its customers. This could be achieved
by induding a ledflet outlining the
dandards and dl rdevant information
with the bills on a periodic basis, eg.
every three months. But even this may
not guarantee that customers will know
dl the standards and when they have
been breached, because it requires a
cetain level of literacy and sharpness
of dl cusomers, axd for them to
remember the details of the standards
and/or retain the leeflet.

It has been observed that where the
onus is on consumers to cdam for
breach, actud payments to customers
ae subdantidly bedow  potentid
entittements. The water indugtry in the
UK is a case in point. In 1995/96
35,000 propeties had their water
resored after the time the companies
had daed in thar notification to
customers, but less than 400 customers
clamed payment under the guaranteed
standards scheme.

The preferred approach is for CWJ to
autometicaly compensate its
customers for breach of the standards.
This would be very advantageous to
the customers snce it would require
less monitoring by the customer. It
would require CWJ to identify
indances in  which there are
infringements of the dandards. If a
customer believed that a payment was
warranted but had not been made, he
or she could file a complaint. If CWJ
for whatever reason ends up usng a
sysem of cusomer clams as agang
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automatic payments, the OUR believes
that compensaion payment levels
should be higher. This will serve to
both keep the provider honest in terms
of meeting the dandards adl or most of
the time, as wel as provide a greater
incentive for cusomers to make clams
for breaches because of the more
ggnificant payments involved. This is
what the use of bads factors
mentioned in  severd  preceding
sections of this document is al about.

Though the S will initidly
implement its Guaranteed Standards
scheme with a cusomer clam regime,
the OUR has in the laest license
issued that company, mandated that it
switches over to an automatic payment
regime within a gspecified timeframe.
The same is dso planed for the
NWC, but a switchover date has not
yet been sat. The OUR prefers that
CWJ commences implementation of
its Guaranteed Standards scheme with
an automatic payment regime. That is
the onus will be on CWJ to
automaticdly compensate  customers
who ae provided with poor service

raher than the customer being
requested to claim compensation.

Under its odf-imposed guaranteed
standards scheme CWJ has opted to
have customers clam for
compensation against breaches.

Q5.4 Aretheargumentsfor
automatic compensation payments to
be made by CWJ more convincing
than the case for customersfiling
claims? Alternatively, should a
mixture of the two methods be
employed?
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How are the actual compensation
payments to be made?

There are two options for the form of
compensatory payment:-

credit to the customer's account;
and
a cheque to the customer

The firsd might be more acceptable to
the firm gdnce it not only makes the
process of compensation quicker, but it
aso reduces the actud processng time
and will result in lower transactions
cost.

The second approach would require
the compary to produce a cheque and
send it to the customer. This may
impose additiond processng time and
cogt for the service provider. Also, the
chegque would need to be made out to
the account holder which in some
indances is not the person paying the
bill. The first approach ensures that the
payer of the bill receives the credit.
Thisisthe OUR's preferred option.

Whichever approach is adopted CWJ
is required to inform its customers of
the breech by ether incduding a
message on the bill or ataching a note
to the payment, especidly if payments
ae made automdicaly. This message

on the bill could be labded as
"compensation for beow sandard
svicd' and dhould indicae the

particular guaranteed service standard
breached, and other detals as

necessary.

Q5.5: Should compensation take the

form of a credit to the customer's
account or should other means such
as payment by cheque be utilized?



6.1

6.2

6.3

CHAPTER 6: OVERALL SERVICE STANDARDS

The ovedl dandads will cover
technica issues and will indude the
following:-

- Clearance of unreported faults

- Payphones in working
condition

- Repair of payphones

- Cal completion rates

- Directory assstance

- Billing accuracy

- Community isolation

Table 6. 1 s#s out the quality of
sarvice measures and targets that the
OUR intends to adopt. For comparison
purposes, data on service providers in
other countries ae provided. The
objective of the latter is to get an
gopreciation  of  internationd  best
practice and to ensure that the OUR is
not out of line with wha prevals in
other jurisdictions.

Q6.1: What should be the overall
service standards categories and the
targets?

As indicated earlier, these are generd
dandards againg which performance
will be measured and published, but
the utility would not be required to
make compensaion to individud
customers in case the standards are not
met. However, perdgtent falure by the
sarvice provider to improve service
qudity to meet the standards will have
subdantive negative if not punitive
implications for the provider.  Also,
peformance on the ovedl sevice
sandards are expected to be what
informs the Q-factor tha figures in the
price cgp taiff cdculations. A poor
peformance on these dandards will
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have the effect of lowering approved
tariff rates while the opposte will
likdy help the provider to secure a
better rate. On the other hand, the
OUR reserves the right to resort to
dronger regulatory action that could
involve the implementation of fines in
response to consistent poor
performance on the standards.

Proposed Overall Quality of Service
Standards

OTSL — Unreported Faults

Definition: The  pecentage  of
unreported faults cleared within a 24,
48 and 72+ hour period.

Objective: This dandad ams a
having the provider mantan a high
levdl of sysem integrity, which has a
dgnificant bearing on savice qudity,
without awating the indigaion of
dissatisfied customers.

Target:  The proposed targets to be
achieved are >60%, >80% and >90%
within the respective periods of 24, 48
and 72 hours.

OTSX2 — Reported Faults Cleared

Definition: The percentage of reported
faults cleared within a 24, 48 and 72+
periods.

Objective: This dandad ams to
ensure the provison of a high qudity
savice by having the provider move
with the highest level of expedience to
clear up faults reported by customers.

Target: The proposed targets to be
achieved are >80%, >98% and 100%



within the respective periods of 24, 48
and 72 hours.

OTS3 — Working Pay Phones

Definition: The percentage of pay
phones tha are fully functiond on a
daly basis.

Objective: This dandad ams at
having the company within current
clamed infrastructural network,
ensuring optimal  access to its pay
phone sarvice subdtantidly used by
many consumers unable to afford their
own mobile and/or fixed line sarvice.
The sarvice is dso dgnificant to whole
communities not yet covered
infredructurally to dlow for individua
private telecommunication
subscriptions.

Target: On average, greater than 95%
of the providers complement of
telephones should be in working order
on adaily bass.

OTSA: Repair of Pay Phones

Definition: Related somewhat to
OTS3, this gandard is the percentage
of nonworking pay phones repared
within one or two days.

Objective: To have the provider
regpond in  the swiftex possble
manner  to  reparing  reported/
unreported pay phone faults, regardiess
of their location.

Target: On average, greater than 90%
of faulty pay phones should be
repaired within one working day and
greater than 98% within 2 working

days.
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OTS5 — Peak Traffic Completed Calls
— International

Definition: This is the percentage of

originated internationd cdls
successfully completed during
designated pesk traffic periods.

Objective: This dsandard seeks to
ensure a high qudity of service as
pertains to internationd cdling insofar
as this could be compromised by
capacity or other relaed problems
likdy to become manifes during high
cdling periods (both time of day and
Seasonal).

Target: The target is for greater than
75% of internationd cdls on average,
to be successfully completed during
designated pesk traffic periods.

OTS6 Peak Traffic Completed Calls —
Domestic Long Distance

Definition: This is the percentage of

originled  locd  inter-parish  cdls
successfully completed during
designated peak traffic periods.

Objective: This dsandard seeks to
ensure a high qudity of service as
pertans to domedic inter-parish
cdling insofar as this could be
compromised by capacity or other
related problems likdy to become
manifes  during high cdling periods
(both time of day and seasond).

Target: The target is for grester than
95% of domedtic inter-parish cdls on
average, to be successfully completed
during designated pesk traffic periods.

OTS7 Peak Traffic Completed Calls —
Local Calls



Definition: This is the percentage of
externdly originated cdls (locd cdls)
successfully completed during
designated peak traffic periods.

Objective: This dsandard seeks to
ensure a high qudity of savice as
pertains to locd cdling insofar as this
could be compromised by capacity or
other related problems likdy to
become manifesx during high cdling
periods (both time of day and
seasond).

Target: The target is for grester than
98% of domedtic intra-parish cdls on
average, to be successfully completed
during designated pegk traffic periods.

OTS8 - Dial Tone Delay

Definition: This is the percentage of
attempted calls during pesk periods
affected by did tone dday of 1-3
seconds.

Objective: The am is to have the
company  providing an  optimdly
responsve sysgem in tems of its
readiness to process cals once the
recever (or equivdent mechaniam) is
lifted.

Target: The standard proposed is for
greater than 98% of cdls on average
not to experience adia tone delay.

OTSO — Operator Service - Domestic

Definition: This is the percentage of
cdls answered by the provider’s
switchboard operator within 10 and 20
second periods.
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Objective: To have the provider
offering the highest qudity of service
a this levd through convenience
maximization and cdl cost
minimization for the inquiring
cugtomer calling localy.

Target: This sandard requires that
greater than 80% and greater than 90%
of cdls to the operator are answered

within 10 and 20 seconds respectively.
OTSI0 - Operator Service —
International

Definition: This is the percentage of
cdls answered by the provider's

internationad  switchboard ~ operator
within a 10-second period.
Objective: To have the provider

offering the highest qudity of service
a this levd through convenience
maximization and cal cost
minimization for the inquiring
customer cdling oversess.

Taget: This dandard requires that
gregter than 95% of cdls to the
international  operator respectively are
answered within 10 seconds.

oTsl1 -
Answering

Directory  Assistance

Definition:  This redlaes to the
timdiness of the answering sarvice
that is st up by the provider for
directory assistance.

Objective: This is to ensure efficiency
of the directory assstance service by
having prompt responses to cals made
to this particular servicee Many who
have a problem identifying and
following cdling indructions



otherwise provided by the company,
ae dso among those having a great
need for this service.

Target: This sandard requires that
greater than 80% and greater than 90%
of cals to the operator, are answered
within 10 and 20 seconds respectively.

OTS12 — Repair Service Answering

Definition: This rdaes to the
percentage of cals to the repair service
that are answered within 20 seconds.

Objective:  This dandad is to
encourage efficiency and
responsveness of the provider's repair
savice insofar as the promptness of
response to related customer cadls is a
sgnificant qudity factor.

Target: Greater than 95% of cdls to
the repair service should be answered
within 20 seconds.

OTS13 - Billing Accuracy

Definition: This relates to the accuracy
of the company’s hilling of customers
insofar as this will be reflected in ther
complaints about the accuracy of bills.

Objective:  To have the company
minimizing  cudomer  inconvenence
by being as close to perfect as possble
in supplying them with accurate hills
on aconsstent basis.

Target: The rae a which the company
supplies cusomers  with  bills  that
contain errors should be 5 or fewer per
1000 bills generated and dispatched.

OTS14 — The Need to Credit
Customers

Definition:  This rdaes to the
frequency with which the provider
finds itsdlf having to credit customers
which  would dso indicae the
frequency with which it has wronged
them.

Objective: The am is to have the
provider having on as few occasions as
possble to credit customers, meaning
dso, tha rdativedy few cusomers
would have been wronged (billed
incorrectly) in the fird place, and on
the fewest occasions.

OTSL5 — Provisioning Interval

Definition:  This relates to the
percentage of requests for new
numbers satisfied (made available for
use) within a 48-hour period (where
required infradructure for location is
aready in place).

Objective: To ensure that the provider
mekes savice avalable to the
customer as soon as possble after the
necessary  application  procedure is
completed inclusve of payments made
by the customer.

Target: The am is to have the provider
fulfill grester than 80% and greeter
than 90% of requests for service to
rura  and urban aeas regpectivey
within 48 hours of the rdevant
applications being made by customers.

OTS16 — Directory Accuracy
Definition: This relaes to the

percentage of cusomer ligings in the
white pages of the company directory



published without erors  and
omissions.

Objective: To have the provider
minimizing  cudomer  inconvenience
by publishing accurae customer
ligings in its subgantive directory, the
white pages.

Target: Greater than 95% of customer
ligings in the provider's white pages
should be without error or omissions.

OTS17 — Community Isolation

Definition: This has to do with the
extent to which communities might
become isolaed (telecommunications
—wise) through any trunk failure, or
other non force majeure incidents of
such magnitude tha can have this
isolating effect.

Objective: To have the company
maintain its operaions in such a way
& to minimze o diminae the
posshility of preventable incidents
tha can have the effect of isolating
whole communities or sections thereof
with regads to tdecommunications
services.

Target: There should be not more than
1 incident affecting 3 or less defined
communities rurd, or not more than 2
such incidents affecting 5 or less urban
communities within  ay dnge 6
month period.



Table6.1: Proposed Overall Quality of Service Scheme for CW.J and Selected I nter national Benchmar ks*?

Code | Indicators BARTEL Florida Public | Panama™ | World Bank™® | Telecoms CRTC (Canada) | Proposed
Performance®® | Utilities Authority of Standards for
Commission™* Singapore®’ CWJ

oTsL Percentage of unreported faults

cleared within:

- 24 hours >60%

- 48 hours N/A N/A N/A N/A N/A N/A >80%

- 72 or more hours >90%
oTs2 Percentage of reported faults cleared

within:

- 24 hours N/A N/A N/A N/A N/A >80% >80%

- 48 hours N/A 98%

- 72 hours N/A 100%
OTS3 | Averagedaily % of payphonesin N/A N/A N/A N/A >96% N/A >05%

working conditions
OTs4 | Percentage of Payphones repaired

within:-

- 1lworking day N/A N/A N/A N/A >90% N/A >90%

- 2working days >1% N/A >98%

12 The non indication of use of some quality of service standards by any of the listed agencies should not necessarily be taken to mean that they are not important
to such agencies. A more appropriate interpretation is that because competition in the respective telecom marketsis at various stages of development consi stent
satisfactory levels of performance might have already been achieved among industry playersin some markets thereby removing the need for formal regulation of
such standards.
13 A Proposal for aQuality of Service Plan, the Barbados Telephone Company Limited (BARTEL).

14 Taken from "Recent Developments in Telecommunications Service Quality Regulation", National Regulatory Research Institute, 1998. The survey may be

downloaded from the NRRI's Web site at http://www.nrri.ohio-state.edu.

15 Quality of Service Standards, Caribbean Forum for Telecom Policy and Regulation, 30 April 1999, Session 15.
16 performance Indicators for the Telecommunications Sector, http://www.worldbank.org/html/opr/pmi/tel ecom'telecom0.html .

17 pre-Quialification Tender Document For Public Basic Telecommunication Services Licence (Annex 6) Telecommunication Authority of Singapore (TAS).
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OTS5

OTS6

oTrSsr

OTS8

Percentage of originated calls
successfully completed during peak
traffic (international calls)

Percentage of originated calls
successfully completed during peak
traffic (domestic long distance

Percentage of externally originated
calls successfully completed during
peak traffic (local calls)

Percentage of callsreceiving dial
tonein 3 seconds or less

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

>95%

N/A

%%

60%

60%

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

98.5%0'8

>75%

>95%

>98%

>98%

OTS9

OTSI10

OTSsl11

OTSs12

OTS13

Percentage of calls answered by
operator in-

- 10 seconds

- 20second

Percentage of calls answered by
international operator within 10
seconds

Average answer time on directory
assistancein

- 10 seconds;

- 20 seconds

Percentage of callsto repair service
answered in 20 seconds

Number of billing accuracy
complaints per 1,000 hills

N/A
N/A

0%

N/A
N/A

N/A

N/A

N/A
9%

90%

N/A
9%

0%

0.074

N/A
N/A

>95%

N/A

N/A

>95%

N/A

80-90%
N/A

N/A

N/A

N/A

N/A

N/A

N/A
>80%619

N/A

N/A
>80%

80%

N/A

80%
>90%

>90%

>80%
>90%

>95%

18 99-100% is consistently achieved by BC Tel, Bell and Northwestel.

19 Aninterim standard at the time of writing of this report.



oTSs14

OTS15

Number of credit notes per 1000
bills due to incorrect billing

Percentage of requests for new
numbers available within 48 hours:
- rurd

- urban

N/A

N/A

N/A

N/A

100%

100%

N/A

N/A

N/A

N/A

N/A

N/A

N/A

90% (within 10
days)

90% (within 5
days)

<10

>80%)20

100%

oTS
16

Directory Accuracy: Percentage of
customer listings in the white pages
of the company directory published
without errors and omissions

>03.8%°*

>95%

OTSs17

Community Isolation: Number of

incidents and communities affected

resulting from trunk failure that

|asts one hour or more.

- rural incidents/communities per
3 months

- urban incidents/ communities per
6 months

lincident/ <3
communities

2 incidents/ <5
communities

20 These standards assume that the necessary infrastructure is already in place for the location of the application.

21 This standard was interim at the time of writing.
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7.3

CHAPTER 7:
Enforcement of Service Standards

The international experience has been
that even in countries with a long history
of independent regulation, for example
the USA, opeaors ae inclined to
disregard the proposds of the regulator,
unless legdly required to comply.
Hence, regulaion is only meaningful if
supported by a drong, efficient and
effecive  sysem  of  enforcement.
Between the Amended OUR Act 2000
and the Tdecommunications Act 2000
the OUR has the authority to develop an
effective sysem of enforcement for rules
and quiddines duly set for regulated
utilities in  Jamaica Notwithstanding,
there are severd dements that might be
congdered for incorporation in any
sysem of enforcement where
effectivenessis highly vaued.

Public Pressure

CWJ will be required to regularly report
to the OUR, its compliance performance
on both the guaranteed and overdl
dandards. These reports will be made
public by the OUR. The objective is to
bring to public atention the success or
falure of the sarvice provider in mesting
the specified standards. In reporting to
the public the OUR will st out the
levels atained in relation to the targets
and where possble, the company's
efforts in ataning these sandards will
be compared with efforts by the other
regulated utilities. The objective of this
Cross-sector comparison is to use each of
the mgor utilities as a benchmark for the
others to improve qudity of service

A vaiation of the above is cdled “show
cause orders” A 1996 survey by the

7.4

7.5

MONITORING AND ENFORCEMENT OF STANDARDS

National Regulatory Research Indtitute 22
has shown that this gpproach is widdy
used by about 24 date regulators with
some degree of success. With “show
cause’ orders the company will appear
before the OUR and explain its &lure to
meet quality of service sandards and say
how it intends to improve future
peformance. This is an atractive
enforcement mechanism dnce it opens
up the company to public scrutiny of its
records.

It is dso the OUR's intention to apply
the specific enforcement powers set out
in the licence. Failure of the operator to
comply with the dandards that are
findly adopted & the end of the
consultation process would conditute a
breach, and there are specific remedies
under The Teecommunications Act,
2000 to ded with such violation (Section
71). These provisons are the impaosition
of:-

Pendties; and
Suspenson  or
operator's licence

revocation of

Based on The Telecommunications Act
2000 pendties may be goplied in the
case of neglect or wishful contravention
of any provisons of the Operator's
License for which no specid pendty is
provided. Specificdly, the Act dates that
“rules made pursuant to this Act may
provide for the impostion of pendties
on summay conviction in a Resdent
Magidraes Court of fines not
exceeding five hundred thousand dollars

22

Vivian Witkind Davis, David Landsbergen,

Raymond W. Lawton, Larry Blank, Nancy Zearfross,
and John Hoag, Telecommunications Service Quality

(Columbus, Ohio:

Nationa Regulatory Research

Institute, 1996).
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or imprisonment for a tem not
exceeding twelve months or both such

fine and imprisonment”.

Furthermore, pendties incurred by the
sarvice provider due to neglect or
wilful contravention of the License
such pendties shdl not be treated as
part of the expense of the Company.

The License may dso be suspended or
revoked if "the Company has, without
just cause or excuse, faled to comply
with this License, or to carry out in
good fath and with reasonable
diligence, the programmes referred to
in this Licensg’. Suspenson or
Revocation however, is only to be
applied where the Company has been
given adequate time and opportunity to
remedy the falure.

Q7.1: What other methods should be
used by the OUR for enforcing
standards beside those specified in the
licence?

Monitoring of Standards

For purposes of monitoring, CWJ is
required to supply on a quarterly basis,
information showing the extent to
which it is fulfilling both guaranteed
and ovedl dandards. Additiondly, it
may aso be required to supply
information to the OUR upon reques.
The objective of these quarterly reports
is to ascertain the extent to which the
operator is meeting the standards and
the service provider should explan
divergence from the dtandards. The
OUR reserves the right to specify the
fooma in which the provider must
supply information it requires via the
quarterly and/or other reports.  This
may invove the use of multiple

7.8

7.9

7.10

performance indicators as is now the
case for JPS Guaranteed and Overdl
Standards reporting (see Annex B for a
sample of guaranteed  dandards
reporting format for JPS).

These quarterly and/or other reports
will be used in conjunction with other
mesasures, such as-

fidd investigations, and
customer surveys.

Field Investigation

Many regulatory authorities in the
United States employ engineers to
conduct fidd invedigations and tedts
to veify the athenticity of
information supplied by an operator.
The OUR condders this to be a
potentidly effective tool for
monitoring CWJs compliance with
savice dandards. The investigations
may be spot checks or follow-up to a
goecific  problem that has been
identified. For example, fidd
invedtigations can be vey usful in
monitoring sandards related to did
tone speed, cal completions, operator
ansver time and contact with the
svice provider when udng a
payphone.

Customer Surveys

The OUR will aso conduct customer
satisfaction surveys to cross check the
reports filed by the service provider.
These surveys will be funded and
conducted by the OUR so it has full
control over ther desgn and use of
results etc.

Q7.2 What mechanisms should the
OUR use to monitor CWJ's



compliance with the quality of service
standards?

Force M ajeure Conditionsand
Exemptionsfrom Standards

711 The dgandards will be suspended in
crcumstances where  compliance  is
beyond the control of the operator. The
OUR mugt be promptly notified by the
utility in dl cases of suspenson or
proposed suspenson of the scheme,
indicating the exact duration of such
suspenson. The burden of proof of
uncontrollable forces will lie with the
utility with the exception of the
following events which will be deemed
to be uncontrollable forces?®:-

acts of God,

action taken by or againgt the
Queen's enemies,

riot,

avil commotion,

strikes, lockouts and other
industrid disturbances,

acts of public enemy,

wars,

blockades,

insurrections,

epidemics,

landdides,

hurricanes,

lightning,

earthquakes,

storms

floods,

washouts,

arrests and restraints of
Government,

government rationing of dectricity
or wartime or other emergency,
embargo,

2 Extract from Wireless Telephony Special Licence,
1988.
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trade restrictions,

inability to obtain any requisite
Governmentd permits,

fires,

explogons,

breekdown of machinery or
equipment or other forces or causes
of a gmilar nature not within the
control of the Company and which
by the exercise of diligence it is
unable to avoid, prevent or
mitigete.

On receving the concurrence of the
OUR that a force majeure condition
exigdgs, the opeaor will use
appropriate means to advise customers.
In force majeure conditions Al
reasonable endeavors must be made by
the operator to restore service, and in
the shortest possible timeframe.



8.1
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8.3

CHAPTER 8: CWJ SERVICE QUALITY SCHEME

CWJ has recorded sgnificant growth
in its customer base and service
offerings dnce commencing operation
in 1988. Since late 1999, the Company
has a various times admitted that its
quaity of cusomer sarvice has not
exactlly kept pace with  the
devdopment of its nework and the
aurge in the demand for its services.
Without action by the regulator, it
edablished its own qudity of service
dandards. Subsequent to that, as of
February 2001 CWJ launched a
Customer Service Charter underpinned
by a st of nine (9 sdf-imposed
Guaranteed Service Standards to be
effective as of March 1 2001.

According to  management, the
company had “.over the last severd
years placed itsdf on the pah to
deliver world-class customer service,
and is now ready to give guarantees on
its savice ddivery'. This it has
advanced, would be in keeping with
international best practice and with the
parent company's (Cable & Wirdess
plc) globa initistives and objectives.
This Chepter reviews the scheme in
order to ascertain the extent to which it
meets the three preconditions for
effective qudity of service regulation
Set out at the start of Chapter 3.

Prior to the launch of its laes
Customer Service Chater CWJ had
adopted a set of standards that are set
out in Table 81. Additiondly, the
company had reported having met or
exceeded dl targets set agangt these
dandards up to the period ending
March 2000. Standards that have been
st in conjunction with the February
2001 Charter arelisted in Table 8.2.
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The OUR commends the operator for
recognisng the need for improving the
quaity of savice offeed to its
cusomers. It neverthdess is of the
view tha the scheme auffers from
certain shortcomings that renders it
subgtantidly inadequate to ensure a
quality of service comparable to world
benchmarks associated with the best
telecommunications providers
worldwide.

Firg, the launch of the guaranteed
scheme was never preceded by the
type of public education programme
and discusson that would ensure a
fundamenta underganding of its full
meaning and workings by the average
consumer. Further, it has been
universaly demondrated through
empirica evidence that  where
consumers ae required to dam
agang breaches, they usudly give the
lowest level of response. For these and
other reasons falure by the company
to achieve targets it might st itsdf in
relation to these standards will attract
vay litle public atention, which will
likdy dull the incentive for improving
sarvice qudlity.

Second, there is no  externd
enforcement of the standards. As the
standards were not developed as part
of a due process led by the OUR as the
empowered regulator, CWJ is not
required to file periodic reports on the
scheme with the OUR or any other
independent agency nor is it required
to comply with the standards. Neither
are the standards subject to verification
by way of fidd invedigaion by an
independent body. In any case, based
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on the extensve range of issues treated
in this draft consultative document on
the development of both guaranteed
and overdl dandards, the st of
sandards sdlected by CWJ are clearly
both rather superficid and without
teeth. Indeed, it gives credence to a
commonsense view widdy hdd by
even the least in the society, which is
that odf-regulaion is a tempting of
fae and quite dangerous, especialy
when the dakes ae high, as they
surely arein this case.

The international experience has been
that improvement in qudity of service
is more quickly redized when
sandards are backed up by an
effective system of pendties, such as
monetary compensation to customers
for breech of dandards. British
Tdecom for example  voluntarily
imposed a sysem of financid pendty
under its own scheme for non
compliance. Under this scheme BT
made a commitment to its customers to
provide a certan minimum standard of
sarvice, and falure by the company to
meet these standards required it to

make monetary compensation  to
affected customers. Barbados
Tdecommunicaions Limited, a

subsdiary of Cable & Wirdess plc,
and the provider of domegtic telephone
savices in Babados dso  hed
discussons  with the Public  Utilites
Boad @&bout introducing its own
qudity of service sandards. Under the
proposed scheme by BARTEL
consumers would be entitted to
monetary  compensation  should  the

company fal to cary out line
inddlation and savice redoraion
within  defined periods of time

Additiondly, in the event of a service
outage, which remains unresolved for

8.8.1
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more than sx days, customers would
aso be entitled to receive an automatic
payment.

While under CWJs Scheme as
currently  condituted, there  ae
provisons for customers to be
monetarily compensated for breaches
by the company, it is CWJ done tha
decides if in fact a de facto breach was
committed. Further, it dso decides on
the amount to be paid for the breach
and when the amount will be pad.
The company could for example, take

forever to meke payments on a
legiimate  dam  without  being
pendized in any way for it. Clearly, an
interndly  derived  incentive  sysem

that is also interndly monitored would
hardly encourage improvement in
savice qudity though creating the
illuson of such.

The specidly sdected sparse set of
indicators chosen for sdf-impogtion
by CWJ ae dealy more pdliaive
than substantive, and puts the company
in a comfort zone that would bring no
urgency to the most serious qudity
issues faced by its customers. For
example, there are no standards on did
tone dday, the issue of the
repondveness of its sysem during
peak traffic periods, appointments
mede for technidans to  visgt
cusomers premises and in many other
areas covered in the OUR proposed
dandards, and for which qudity
benchmarks exis the world over.
Indeed, CWJs sdf-imposed standards
redly do not reflect the subgtantive
dmengons of the qudity of the

svice issues the company must
necessaily face in the
telecommunications business.



8.10 Beddes the gpecific comments on
CWJs scheme above the OUR also has
some generd comments on  Hf-
imposed qudity of service regulaion
by the service provider -

With <df-regulation, the operator
may give prioity to qudity of
sarvice matters pertaining to those
sarvices that are high margin. For
exanple  incoming  internationd
cdlss ad mobile teephony.
Conversdly, less emphasis will be
placed on qudity of service matters
reaing to low margin savices In
this regard the objective of the
regulator, which is to ensure tha a
catan minimum quaity of service
levd is avalable to dl consumers,
might be a variance with that of
the operator.

It is quite rationa to expect that the
eedest way out will dways be
sought and taken by the provider,
in that the tendency will be to
advance dandards that are easly
me and with which it is
completely comfortable that it has
atained the capacity to maintain.
Usudly, there is no condderation
as to how long it might teke to get
to tha point in respect of a
paticular standard, so that urgency
is largely absent though the lack of
it means the endurance of less than
desrable qudity sevice by
consumers.

The emphass on savice qudity
could vary with the personnd at
the top of the organization, in
which case a change in personne
could lead to a downgrading in the
percaved qudity of service issues.






Table8.1: CWJ'sQuality of Service Indicators

Quality Categories Quality Indicators

Targets by March 31,
1998/99

Targets by March 31, 2000

Answer timefor
billing calls

Call centers

Resolution of billing
queries

90% within 20 seconds

75% at first point of
contact

Repair services Faults per 100 main

lines

Answer timefor
repair services

Resolution of faults

N/A

Should not exceed 5 faults per
100 main lines.

90% of callswithin 20 seconds

90% within 3 business days

Source: Data provided by CWJ

Table 8.2: Guaranteed Service Standards Associated with CWJ's 2001 Customer Service Charter.

Service Parameters Standards as per Account Type
Business Accounts Residential Accounts

1 | Installation of Telephone 7 working days 14 working days
2 | Provision of Features 8 hours 8 hours
3 | Provision of Voicemail 8 hours 8 hours
4 | Provision of Internet (dial-up) 1 hour 1 hour
5 | Repair of TelephonelLine 2 days 5 days
6 | Accessto Call Centre Services: 24 hours per day 24 hours per day

- Answer time— 110 (fire and ambulance) 15 seconds 15 seconds

- All other callsto Call Centre _ _
7 | Corporate Switchboard 20 seconds 20 seconds
8 | Resolution of Queries At 1% point of contact At 1% point of contact
9 | Response to written communication: - 2 daysfor acknowledgement | - 2 daysfor acknowledgement

- 5 daysfor response - 5 daysfor response
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CHAPTER 9: LIST OF CONSULTATION QUESTIONS

Introduction

Q1.1 What role should the Regulator play in markets that are effectively competitive?
Compensation and Payment M echanisms

Q5.1 What principles should OUR take into account in determining the level of compensation for
breach of Guaranteed Standards?

Q5.2 What should be the level of compensation for breach of standards and why?

Q5.3 Should theleve of compensation for breach of standards for mobile customers be the same as
that of fixed line cusomers?

Q5.4 Should compensation payments be made automatically by CWJ, should the customer be required
to make aclam or should a mixture of the two methods be employed?

Q5.5 Should compensation take the form of credit to the customer's account or should other means of
payment such as by cheque be utilized?

Overall Service Standards
Q6.1 What should the Overall Service Standard categories and the targets be?
Monitoring and Enforcement of Standards

Q7.1 What other methods should be used by the OUR for enforcing standards beside those specified in
the licence?

Q7.2 What mechanisms should the OUR use to monitor CW.Js compliance with the qudity of service
standards?

&



ANNEX A

AIMS AND OBJECTIVESOF THE OFFICE OF UTILITIESREGULATION'S CONSUMER
AFFAIRS DEPARTMENT (CAD)

» Toasss with the Customer Service Regulation of the utility service providers by advising
The Office on consumer issues and policy.

= To sarve asthe substantive focd point through which the OUR can offer direct contact and
assistance to consumersin issues they have with the utility companies.

= To monitor the performance of the utilities against established performance standards
through the performance of research and andlyses of arange of utility consumer issues.

CLASSIFICATION OF CUSTOMER CONTACTS
DEFINITION OF TERMS USED IN DOCUMENTING CUSTOMER CONTACTS

The case management system utilised by the OUR alows for the recording of contact with consumers as
complaints, referras, enquiries or opinions.

Complaint: Any contact expressing dissatisfaction with the terms of service, practice or action
of autility company or itsemployees. A complaint would result from aconcern
made by a consumer about a utility company, which, in the opinion of the
consumer, was not satisfactorily addressed.

Referral: Any contact advised by the OUR to consult the relevant utility company because
she had nat initidly utilized or exhausted the complaint procedures within the
relevant utility company.

Inquiry: Any contact requiring verification/confirmation of information relating to a utility
sarvice, policy and/or practice, etc.

Opinion: Any contact expressing a view about the actions, practice or terms of service, etc.
of autility company.



THE COMPLAINT HANDLING PROCEDURE

1. All cusomer contacts established with the CAD of the OUR are categorized according to definitions
Set out in section |1 of this annex.

2. All complaints received into the system with the required informetion from the consumer, but which
are not yet resolved are deemed outstanding.

3. All complaints accepted for invedtigation are processed againg severd formd time-based service
gandards al aimed at expediting resolution (see Appendix .1).

4. A case becomes overdue for a paticular dandard once the required action such as
acknowledgement, case letter digpaich etc. falled to take place in the dlowed time, example within 5
busness days.

5. Casss genedly become overdue for resolution if they reman in the sysem for longer than 40
busness days However, formad extenson periods ae dlowed for particular cases in pecid
circumstances.

6. In terms of processng action required, each case accepted into the system for investigation must a a
gngle point in time be ether with the rdlevant utility or with the CAD. As a result, no case can be
with both at the sametime.

7. Accepted cases deemed to be with CAD could assume only one of two conditions. They are either
being prepared for dispatch to the relevant utilities via case letters, or they are being processed for a
response to be provided the affected customers viafind letters.

8. Cases deemed to be with the utilities are consdered to be undergoing necessary investigation by the
repective utilitiess  CAD expects to eventudly receve the results of the invedigations tha
hopefully, will alow it to comprehensvely assess the case and dispaich gppropriate find letters to
the affected customersin the shortest possible time.

9. CAD only accepts the results of an invedigetion carried out by the utility if it is stisfied with the
rdevant report presented by the utility, consdered agangt a background of the facts of the
customer’s specific complaint.

10. Sometimes invedtigations into specific cases get to the point where additiond information is required
from the affected customers. If this is not forthcoming within a reasonable time after forma request,
this could work againgt the case being sdtled a dl. Customers generdly do not gain from such
gtudtions.

11. The more supportive information a customer is abdle to supply, particularly documented information
such as copies of hills, letters etc.,, the more quickly a case will be processed for settlement.
Complaining cusomers therefore can generdly make a difference in how long ther particular
case(s) remains outstanding in the system.



RECORDING COMPLAINTS

Regardless of the method customers of the utility companies use to lodge complaints with the

CAD, they are required to supply the following information:

8.
0.

o o~ w D PRE

Full name of dient (including aliases)

Mailing address

Name and address of reference/contact person

Service address and account number

Name of account holder

Name and title of the last utility company representative with whom the customer
communicated

Category of client (resdentid, business or other)

Date and possibly, time that complaint was lodged with the relevant utility

Details of complaint

10. Information/documents to substantiate claim

SERVICE STANDARDS FOR CONSUMER AFFAIRS DEPARTMENT

1.

4.

Written complaints are acknowledged within 5 business days of receipt and complainants
advised as to when investigations will be completed.

Case letters (the CAD’ s written requests to the utilities for information) are prepared and
sent to the utility companies within 5 business days of receipt of complaint. In the event
that the utility companies do not respond within ten (10) business days, telephone and/or
|etter take follow up action.

Investigations are completed and a find response is sent to complainants, advisng of
results and any recommendations, within forty (40) busness days.  In the event tha
investigations are likely to extend beyond this period, the complainant is advised by the
expiration of the forty (40) day period. CAD'’s ability to meet this particular andard is
highly dependent on the timeliness of provider responses to case letters.

After recaving duly satisfectorily completed case invedtigation reports, as responses to
gpecific case letters, from providers the CAD commits to a standard of digpaiching the
rlevant find letters to the affected consumers within 5 business days of receipt of such
responses.



. Where complainants do not submit supporting information within twenty (20) business
days dfter lodging ther complaints, the files are closed and the complainants advised
accordingly.

. An OUR information brochure is included in notices requesting supporting information,
acknowledgement letters, and closed file advisories.

. Appointments are offered, scheduled and kept.

. Messages left on the telephone answering facility within the department are responded to
within two (2) business hours.



ANNEX B:

I Specific Guaranteed Standards Indicators:

SAMPLE SHEET FOR JPSGUARANTEED STANDARDS REPORTING

STANDARDS

PERFORMANCE INDICATORS

ACHIEVEMENT LEVEL

THIS
PERIOD

LAST
PERIOD

YEAR-TO-
DATE

GSl:
Simple connections

Compliance (%)

Avg. =

Target (%)

Avg. =

Variation from target (%)

Avg. =

Number of breaches

Urban/Rural share of breaches (ratio)

Total compensation due ($)

Compensation payments made ($)

Unpaid compensation ($)

GS2:
Complex connections

Compliance (%)

Target (%)

Variation from target (%)

Number of breaches

Urban/Rural share of breaches (ratio)

Total compensation due ($)

Compensation payments made ($)

Unpaid compensation ($)

GS3:
Responseto
emer gency

Compliance (%)

Target (%)

Variation from target (%)

Number of breaches

Urban/Rural share of breaches (ratio)

Total compensation due ($)

Compensation payments made ($)

Unpaid compensation ($)

GS4:
Billing Punctuality

Compliance (%)

Target (%)

Variation from target (%)

Number of breaches

Urban/Rural share of breaches (ratio)

Total compensation due ($)

Compensation payments made ($)

Unpaid compensation ($)

GS5:
Responseto customer
queries

Compliance (%)

Target (%)

Variation from target (%)

Number of breaches

Urban/Rural share of breaches (ratio)

Total compensation due ($)

Compensation payments made ($)

Unpaid compensation ($)
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Compliance (%) Avg. =
GS6: Target (%) Avg. =
Reconnection after Variation from target (%) Avg. =
payment of overdue Number of breaches
amounts or Urban/Rural share of breaches (ratio)
agreement on Total compensation due ($)
payment schedule Compensation payments made ($)
Unpaid compensation ($)
Compliance (%) Avg. =
Target (%) Avg. =
GST: Variation from target (%) Avg. =
Receipt of Number of breaches
compensation Urban/Rural share of breaches (ratio)
payments Total compensation due ($)
Compensation payments made ($)
Unpaid compensation ($)
. Specific Standards Compliance Ranking:
THIS PERIOD LAST PERIOD
Rank*® | Standard Rank Standard Rank Standard Rank Standard
1 5 1 5
2 6 2 6
3 7 3 7
4 4
. Other Perfor mance Indicators:
THIS PERIOD LAST PERIOD
INDICATORS Standard | Achievement | Standard | Achievement
Level Level
Average compliance (%) All All

Highest compliance achieved (%)

L owest compliance achieved (%)

Urban compliance: highest-ranked standard

Urban compliance: lowest-ranked standard

Rural compliance: highest-ranked standard

Rural compliance: lowest-ranked standard

24 #1 equals standard of highest compliance; #7 equals standard of lowest compliance.
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