ADSL Q & A's

1. What is ADSL?

Asymmetrical digital subscriber line, or ADSL, is technology that allows high-speed data transmission over a regular telephone line (i.e., a twisted copper pair) at speeds 50 to 100 times faster than dial-up. With ADSL technology, a telephone line can run voice (analog) and data (digital) at the same time-so you need only one phone line and can talk and surf at the same time.

2. Why is ADSL important to TELUS?

Because ADSL technology is a means of delivering high-speed data and IP access which is critical to TELUS' national growth and vision of becoming a data and IP company. In fact, with ADSL, we are delivering data and IP services to our customers.

In addition, ADSL is a service customers want. High-speed is rapidly becoming the standard for connecting to the Internet, and asymmetrical digital subscriber line (ADSL) is one of today's most popular high-speed services. ADSL demand is high and expected to grow. Demand for high-speed Internet-from consumer and small business-is expected to grow 45 percent in 2001, and an average of 30 percent per year for the next three years. 

Finally, because the future of telecommunications is tied to the Internet, and as demand grows and costs fall it should soon become an even more profitable business. Currently, ADSL is used primarily for Internet access (e-mail and surfing), but in the near future, ADSL will be used to carry new technologies such as video-on-demand and voice over IP (VOIP)-and TELUS wants to be on the ground floor of these growth markets.

3. What is TELUS doing to meet ADSL demand?

TELUS has experienced high ADSL demand since it first launched ADSL, three short years ago. ADSL demand has increased rapidly and TELUS has worked to meet that demand. Yes, there have been challenges- ranging from availability of CPE equipment, construction permits, employee training, central office (CO) floor space, heavy customer demand and long customer hold times-but TELUS is committed to overcoming these challenges, meeting the tremendous demand for ADSL and ensuring that ADSL remains a viable service offering.

How? By evaluating our ADSL present mode of operation, increasing our ADSL capacity and capability and by investing in and developing new sustainable and scaleable solutions (i.e., long-term solutions that can keep pace with the growth of ADSL demand). With solutions like these we will be able to manage high ADSL customer volume and provide ADSL service quickly and efficiently, now and in the future. 

Additionally, TELUS has launched a number of initiatives to increase our ADSL capacity and capability and help manage the demand. These initiatives include a five-year $500 million dollar investment in high-speed Internet technology. (See question 18 for details) and the TELUS ADSL Program-a cross-enterprise initiative leading process change to enhance and streamline ADSL end-to-end service delivery (see question 17 for Program details).

4. Why doesn't TELUS offer ADSL everywhere?

Due to the technical nature of ADSL, high-speed availability depends on a number of factors: * Reach limitation-Current ADSL technology limits service to customers within four-kilometres of an ADSL capable CO. TELUS is looking at new technologies to overcome ADSL's current limit, one possible solution is extended reach ADSL (ERA). ERA technology allows customers outside the four-kilometre loop to receive ADSL service. While ERA technology is promising it is still in the early stages of testing. (See question 19 for more detail on ERA)

* Capacity-refers to facilities or the complex infrastructure and equipment needed just to offer ADSL service. ADSL requires a substantial amount of equipment and some COs cannot support this equipment, either because there is limited space, or insufficient power. 

* Capability -refers to service delivery (i.e., the capability we have

within TELUS to effectively deliver the service to customers). Once we

build the capacity we must be to handle customer demand through our

systems and processes. TELUS must be able to deliver service to the

customer in three to five days.

At the end of the day, ADSL is a technological service offering. Over

time, the cost of providing ADSL service will likely come down and new

technology-like ERA-will be developed, which will in turn enable TELUS

to expand the reach of ADSL service beyond the areas we currently

serve.

That said there is more to ADSL service than simply having a telephone

line. It is simply not technically or physically possible to roll out

ADSL overnight. Think of it this way, telephone networks across

Alberta and B.C took years to establish-beginning in larger urban

areas and slowly spreading out through the two provinces. TELUS

(through its previous incarnation as AGT) is 93 years old; ADSL is a

new technology and was only launched by TELUS in 1998.

Finally, we must realize that ADSL requires a considerable investment

to deploy. As such is it simply not possible to provide service to

every community. Our first priority is, and must be, those areas with

the highest demand. This is simply the business reality we face.

5. What is involved in providing ADSL service? 

Providing ADSL technology is a considerable undertaking and requires

more than just a phone line. ADSL requires significant technological,

hardware and software ingredients, not to mention time. 

For example, to make a CO "ADSL capable" requires a substantial amount

of equipment. We must install Digital Subscriber Line Access

Multiplexers (or DSLAMs) in the CO and then connect that CO to our

data backbone network. 

Installing DSLAMs in our COs is no easy task. Some central offices are

not adequate to house this equipment-because of space limitations

(DSLAMS are large and can contain up to 450 ports) or insufficient

power to run the equipment. 

When a customer orders ADSL, a technician must physically connect the

customer's phone line (which originates in the CO) to one of the ports

in the DSLAM (each port is dedicated to a single customer). When an

ADSL capable CO "sells out of ports" significant time and manpower is

required to add more ports within that CO. For example, the average

installation time per port is one hour. Currently, adding more ports

to a given CO requires more than 10.5 days based on a two-man crew.

Currently, there are 30-40 crews dedicated to ADSL port installation.

Crews larger than two would be counter productive as COs are small and

'elbow room' is limited. 

Once ports are installed in a CO, they must be entered into our ports

inventory. Currently, ports must appear in PDB to be available for

sale. When a port is sold-i.e., a customer orders ADSL-that

port/service must be provisioned. 

Currently, ADSL provisioning requires a service representative to

enter the required data into up to six systems. This is one challenge

the ADSL Program-through its AAIS-BB and Order automation projects-is

taking on and solving.

Assuming TELUS could install as many DSLAMs as we wanted, we would

still be unable to offer ADSL to everyone in the short-term. Why?

Because of ADSL's current reach limit. To qualify for ADSL service, a

customer's home or business must be within four kilometres of an ADSL

capable CO and the customer's telephone line must be capable of

carrying ADSL.

6. How are we attacking our ADSL capacity and capability challenges

mentioned in question three and four?

TELUS is addressing power restrictions in some COs by looking at

secondary equipment and trying to work with the suppliers to reduce

the power requirements for the equipment. We are also looking for

alternatives that would reduce the space requirements, including the

introduction of some new-generation equipment that takes up a smaller

space.

As well, we are investigating changes in technologies and new

technologies-like ERA-that can extend ADSL's reach to offer high-speed

Internet to more customers. TELUS' ERA project is currently underway

and will be piloting ERA technology over the next several months. (See

question 19 for more detail on ERA)

Additionally, TELUS is increasing its ADSL capacity with an aggressive

port build. this year and next. We will build 200,000 ports this year

alone-compared to last year's total of 80,000, which itself was a

significant jump from 1999's build total. 

The 2001 build schedule is complete and available (at

http://www.telus.net/highspeed/hs-ab-availfuture.html for Alberta and

http://www.telus.net/highspeed/hs-bc-availfuture.html for B.C.) so

that all TELUS employees-and especially our frontline sales and

service teams-have access to the information they need to answer

customer questions regarding ADSL availability. The schedule for 2002

will be completed shortly and will also be available on the TELUS.net

site. 

TELUS is also placing a strong focus on service delivery and will

improve end-to-end ADSL service delivery. We must ensure we can

adequately manage customer demand and deliver ADSL service within

three to five days. 

While some ADSL solutions will take time to implement others will be

implemented shortly. For example, AAIS-Broadband (AAIS-BB) application

and Order Automation (phase I) are scheduled for July 2001

implementation. The immediate benefit of AAIS-BB and Order Automation

is a reduction in both the number of systems and time required to

order and provision ADSL-in other words faster and better ADSL service

delivery.

7. What is our ADSL expansion strategy?

Our strategy is based on a combination of two key factors-demand and

facilities. In terms of demand, we prioritise areas where there is the

highest demand (in terms of numbers). In terms of facilities, we are

focusing on areas with central offices that can accommodate ADSL

equipment. Combined, we are looking for opportunities that give us the

biggest 'bang for our buck.'

To get the "biggest bang" we must take advantage of certain market

dynamics and concentrate on windows of opportunity. As a result, it is

important to realize we will have to make the hard decision to not

build in all communities. Our first priority is, and must be, those

areas with the highest demand. This is simply the business reality we

must face.

A complete and up-to-date 'build schedule' has recently been developed

which identifies the communities slated for ADSL rollout in 2001.

Even with our aggressive expansion plans, there will be some customers

served later rather than sooner. Marketing is in the process of

putting together customized offers that acknowledge the value of these

customers with the intent of bridging them over until we can serve

them with ADSL.

8. What is our ADSL Marketing strategy?

Overall, our goal is to aggressively grow our ADSL customer base in

Alberta and B.C. Nationally, TELUS will focus on business and

wholesale ADSL customers. Specifically, our 2001 objective is to add

more than 100,000 new ADSL subscribers and then double that number in

2002. 

How are we going to accomplish this? With an aggressive build schedule

this year and next to make sure we have an available supply of ADSL in

the areas with the highest demand. 

Over the past two years we have found ourselves hard pressed to keep

up with customer demand. This year we intend to work to reduce and

potentially eliminate our need to maintain ADSL waitlists. **

** Customers are placed on a waitlist if they qualify for ADSL but the

CO they are served by is temporarily sold out of ADSL ports. (See

question 23 for more detail)

9. What are our ADSL sales targets for 2001?

TELUS plans to add more than 100,000 new ADSL customers this year.

10. What is the 2001 ADSL expansion plan look like?

For specific details on expansion sites and dates, please see the 2001

build schedule (http://www.telus.net/highspeed/hs-ab-availfuture.html

for Alberta and http://www.telus.net/

highspeed/hs-bc-availfuture.html for B.C.)

11. When will TELUS build more ADSL facilities in my area?

ADSL is a very high priority for TELUS, and large capital budgets have

been established to build ADSL facilities as quickly as possible and

eliminate waitlists.

An aggressive build schedule has been developed to build facilities as

quickly as possible to meet the large demand for ADSL. Wait times will

vary depending on how quickly we can build in each area.  

12. How do we choose which neighbourhood to build in?

CO port builds are prioritised by a combination of market demand,

business strategy and customer take rates. Determining where and when

to expand ADSL service begins with Marketing and involves two CO

planning processes.

1. Existing sites-these are COs are already situated ADSL capable and

have ADSL equipment installed but need additional ports to keep pace

with demand. Because there is pre-existing ADSL equipment, the build

process can be shorter than an expansion site CO.

2. Expansion sites-these COs have no ADSL equipment installed and

therefore can't provide ADSL service. To "ADSL equip" this CO will

take longer and be more costly than an existing CO site.

Marketing then prioritises identified sites from a consumer Wholesale

and Business perspective-based on customer take rates, demographics,

competitive landscape and other market forecasting. Marketing then

provides forecasts to Technology and Operations (T & O) for new and

existing sites.

T & O's build team analyses the listed COs for power, space and

facilities and then develops a build schedule. Marketing then uses the

build schedule to plan customer campaigns on a CO-by-CO basis and

communicates campaign information to field and customer services. 

Once ports are built, they are 'released' for sale. Customers on the

waitlists are contacted before other customer orders are accepted.

13. How can we be sure the build schedule is correct and up-to-date?

To ensure the ADSL build schedule contains accurate and up-to-date

information one ADSL build schedule has been established. Technology

and Operations (T & O) 'own' this schedule and have committed to

deliver the stated number of ports in the targeted locations by the

scheduled date. If for some reason, a slight change to the schedule is

required, T & O have committed to communicating this information and

issuing a revised schedule immediately.

14. Where is ADSL going to be this year? When?

Knowing where and when ADSL service will be available is important to

customers and frontline employees alike. That's why TELUS produces a

build schedule every year. The build scheduled for 2001 contains all

sites scheduled for ADSL service this year.

15. How many COs are ADSL capable? How many by 2001 year-end?

Currently, TELUS has 185 ADSL capable COs-84 in B.C. and 101 in

Alberta. The build plan for 2001 includes 49 expansion sites (26 in

Alberta and 23 in B.C), therefore, by year-end we will have 237 ADSL

capable COs. 

16. Is TELUS concerned about cable's high-speed market share? 

Yes, that is why we are investing $500 million in ADSL technology and

launched the ADSL Program and other initiatives. Additionally,

Marketing is developing offers designed to hold waitlist customers and

lure customers away from cable. 

Cable companies may have had a head start, but TELUS is determined to

catch up.

17. What is the ADSL Program?

The ADSL Program is a cross-enterprise initiative leading process

change to enhance and streamline ADSL end-to-end service delivery

enterprise wide, across Consumer, Business, Wholesale and National

product lines. 

Currently, there are three initiatives under the program. 

* ADSL Build Planning and Execution 2001 and 2002

This initiative is managing the build of ADSL capacity. Capacity

includes central office (CO) ports as well as extended reach ADSL (or

ERA) ports. 

* ADSL Order Automation project (phase I) 

Order automation will streamline ADSL customer qualification, order

management and provisioning processes. The result will be simpler

processes and a reduction in both the number of systems and the time

required to complete ADSL orders. 

* AAIS- Broadband project (AAIS-BB)

The AAIS_BB application will automate some ADSL service assignment and

activation processes and substantially improve our inventory

management process. Automating key ADSL service delivery processes

will help TELUS manage the high customer volumes expected this year

2001 and beyond.

These three initiatives are only the beginning and were implemented

based on their ability to quickly deliver increased volume, accuracy

and efficiency of ADSL provisioning. The Program will continue to

measure ADSL provisioning process efficiency and determine what

additional activities are required to increase TELUS' ADSL capability,

capacity and cost competitiveness of providing ADSL services. 

18. Why is TELUS spending $500 million on ADSL?

TELUS has and will invest money and resources to further improve and

expand ADSL service to customers. Last November, we announced our

commitment to spend $500 million over five years to expand ADSL

service in Western Canada. 

Why? Because the future of telecommunications is tied to the Internet,

and as demand grows and costs fall it will become an even more

profitable business. Demand for high-speed Internet is high and

expected to grow 45 percent in 2001. Over the next three years, growth

is expected to average 30 percent. 

Over the next five years, TELUS will expand its ADSL coverage by

building ADSL capable facilities in 38 key urban communities within

Alberta and British Columbia. Expanded coverage means over 95 percent

of all homes and businesses within these 38 communities, and at least

70 percent of the entire population of Alberta and B.C., will have

access to ADSL service.

An initial investment of $170 million in 2001 will allow us to more

double the number of ADSL customers by year-end. Rapid ADSL expansion

will continue with more than half a million ADSL customers-in B.C and

Alberta-projected by the end of 2005.

19. What is Extended Reach ADSL?

Extended Reach ADSL or ERA is new technology that allows customers

outside ADSL's four-kilometre loop to receive ADSL service

TELUS is currently addressing ADSL's four-kilometre limit challenge by

launching the ERA project. The project's goal is to test promising new

technologies required to overcome this distance limitation, and to

embark on limited field trials scheduled for late 2001. 

This project will extend fibre facilities to key locations and

actually place a new breed of ADSL facilities closer to customers in

these neighbourhoods.  This project will require extensive advance

planning, co-operation with civic/municipal governments, permits for

changes to field structures and so on.  

Anticipating the trial's success ERA will be a major component of

TELUS' 2002 ADSL build activities and we will be in a position to

"turn on" these remote urban customers in 2002. 

20. What is a port?

A port is a piece of hardware that sits on a DSLAM and connects your

telephone line (as an ADSL customer) to the Internet at the speed

we've promised.

21. Why aren't some telephone lines capable of ADSL transmission? 

Because telephone lines are copper, and copper distribution networks

are subject to increased loss as distance increases. To overcome this

electrical characteristic, passive electronic devices (or load coils)

are placed on the copper line. While load coils greatly improve the

voice quality, they destroy the ability to deliver ADSL service.

TELUS realizes that load coils are no longer acceptable because of our

drive to increase the penetration of ADSL. As a result, we have

embarked upon a tactic- Extended Reach ADSL-to resolve this situation,

but this will take time. (See question 19 for more details on ERA).  

22. Why can it take longer than three to five days to get ADSL

service? 

ADSL requires specially trained installers because of its highly

technical nature. ADSL installers must understand PC configuration and

in Alberta, ADSL installers must be qualified to open PCs and install

NIC cards. 

ADSL appointments can take up to 2.5 hours per customer; therefore,

one installer can complete three installations per day. Generally,

install wait times is largely the result of high ADSL demand and how

much installation time is available in each area (i.e., X number of

installers times Y time slots per day). Install backlog typically

occurs when a large number of ports are released and waitlist

customers are contacted.

A number of initiatives will help address this issue including hiring

and training new installers, but this takes time. One immediate area

of relief is TELUS' Quick Connect product, which allows customers to

set up their own computer and modem for ADSL. 

23. What is a waitlist?

TELUS maintains a waitlist for customers who qualify for ADSL but it

is not currently available in their area (because the CO is sold out

of ports or because the CO is not currently ADSL capable). 

By adding a customer to a waitlist we are in fact reserving a port for

that customer (because ADSL offers a dedicated-i.e., not

shared-connection, each customer is assigned one port). When a CO no

longer has spare ports that CO is said to be "sold out." When a CO

"sells out" more ports are required and when new ports are added these

new ports are offered to waitlist customers first. 

24. What are we offering customers to wait for ADSL and not go to

cable?

TELUS Internet Services group is currently working on offers for

customers choosing to wait for TELUS ADSL service.  

25. Is TELUS offering ADSL in Ontario?

In Ontario, TELUS uses ADSL to offer data services to business as well

as offering business Internet ADSL. There are plans to launch two

additional ADSL services this year aimed at business/home office

customers. Currently, there are no plans to offer consumer high-speed

service.

26. What can I-as a TELUS team member-do to help?

We need your help to pull this off.  You can help by communicating to

your friends and neighbours how ADSL technology works and when it will

be available for them.  The cable companies have a head start on us

but we are catching up quickly.  

