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Management’s discussion and analysis

Caution regarding forward-looking statements

This document contains forward-looking statements about expected 
events and the financial and operating performance of TELUS Corporation. 
The terms TELUS, the Company, we, us and our refer to TELUS Corporation 
and, where the context of the narrative permits or requires, its subsidiaries.
 Forward-looking statements include any statements that do not refer 
to historical facts. They include, but are not limited to, statements relating to 
our objectives and our strategies to achieve those objectives, our targets, out-
look, updates, and our multi-year dividend growth program. Forward-looking 
statements are typically identified by the words assumption, goal, guidance, 
objective, outlook, strategy, target and other similar expressions, or future 
or conditional verbs such as aim, anticipate, believe, could, expect, intend, 
may, plan, predict, seek, should, strive and will.
 By their nature, forward-looking statements are subject to inherent risks 
and uncertainties and are based on assumptions, including assumptions 
about future economic conditions and courses of action. These assumptions 
may ultimately prove to have been inaccurate and, as a result, our actual results 
or events may differ materially from expectations expressed in or implied by 
the forward-looking statements. Our general outlook and assumptions for 2018 
are presented in Section 9 General trends, outlook and assumptions in this 
Management’s discussion and analysis (MD&A).
 Risks and uncertainties that could cause actual performance or events 
to differ materially from the forward-looking statements made herein and in 
other TELUS filings include, but are not limited to, the following:
• Competition including: our ability to continue to retain customers through 

an enhanced customer service experience, including through the deploy-
ment and operation of evolving wireless and wireline networks; the ability 
of industry competitors to successfully launch their respective platforms 
and to combine a mix of residential local voice over Internet protocol (VoIP), 
long distance, high-speed Internet access (HSIA) and, in some cases, wire-
less services under one bundled and/or discounted monthly rate, along 
with their existing broadcast or satellite-based TV services; the success of 
new products, new services and supporting systems, such as Internet 
of Things (IoT) services for Internet-connected devices; continued intense 
rivalry across all services among wireless and wireline telecommunications 
companies, cable-TV providers, other communications companies and 
over-the-top (OTT) services, which, among other things, places pressures 
on current and future average revenue per subscriber unit per month 
(ARPU), cost of acquisition, cost of retention and churn rate for all services, 
as do customer usage patterns, flat-rate pricing trends for voice and data, 
inclusive rate plans for voice and data and availability of Wi-Fi networks 
for data; mergers and acquisitions of industry competitors; pressures on 
high-speed Internet and TV ARPU and churn rate resulting from market 
conditions, government actions and customer usage patterns; residential 
and business network access line (NAL) losses; subscriber additions 
and retention volumes, and associated costs for wireless, TV and high-
speed Internet services; and our ability to obtain and offer content on 
a timely basis across multiple devices on wireless and TV platforms at a 
reasonable cost.

• Technological substitution including: reduced utilization and increased 
commoditization of traditional wireline voice local and long distance services 
from impacts of OTT applications and wireless substitution, a declining 
overall market for paid TV services, including as a result of content piracy 
and signal theft and as a result of a rise in OTT direct to consumer video 
offerings and virtual multichannel video programming distribution platforms; 
the increasing number of households that have only wireless and/or Internet-
based telephone services; potential wireless ARPU declines as a result of, 

among other factors, substitution to messaging and OTT applications; 
substitution to increasingly available Wi-Fi services; and disruptive tech-
nologies such as OTT IP services, including Network as a Service in the 
business market, that may displace or re-rate our existing data services.

• Technology including: subscriber demand for data that may challenge 
wireless networks and spectrum capacity levels in the future and may 
be accompanied by increases in delivery cost; our reliance on information 
technology and our need to streamline our legacy systems; technology 
options, evolution paths and roll-out plans for video distribution platforms 
and telecommunications networks (including broadband initiatives, such as 
fibre to the premises (FTTP), wireless small-cell deployment, 5G wireless 
and availability of resources and ability to build out adequate broadband 
capacity); our reliance on wireless network access agreements, which 
have facilitated our deployment of wireless technologies; choice of sup-
pliers and those suppliers’ ability to maintain and service their product lines, 
which could affect the success of upgrades to, and evolution of, technology 
that we offer; supplier concentration and market power for network 
equipment, TELUS TV and wireless handsets; the performance of wireless 
technology; our expected long-term need to acquire additional spectrum 
capacity through future spectrum auctions and from third parties to address 
increasing demand for data; deployment and operation of new wireline 
broadband networks at a reasonable cost and availability and success 
of new products and services to be rolled out on such networks; network 
reliability and change management; self-learning tools and automation 
that may change the way we interact with customers; and uncertainties 
around our strategy to replace certain legacy wireline networks, systems 
and services to reduce operating costs.

• Capital expenditure levels and potential outlays for spectrum licences 

in spectrum auctions or from third parties, due to: our broadband 
initiatives, including connecting more homes and businesses directly to 
fibre; our ongoing deployment of newer wireless technologies, including 
wireless small cells to improve coverage and capacity and prepare for 
a more efficient and timely evolution to 5G wireless services; utilizing 
acquired spectrum; investments in network resiliency and reliability; 
subscriber demand for data; evolving systems and business processes; 
implementing efficiency initiatives; supporting large complex deals; 
and future wireless spectrum auctions held by Innovation, Science and 
Economic Development Canada (ISED). Our capital expenditure levels 
could be impacted if we do not achieve our targeted operational and 
financial results.

• Regulatory decisions and developments including: the potential of gov-
ernment intervention to further increase wireless competition; the CRTC 
wireless wholesale services review, in which it was determined that the 
CRTC will regulate wholesale GSM-based domestic roaming rates and 
the setting of such rates charged to wireless service providers (WSPs); the 
Governor in Council’s order to the CRTC to reconsider whether Wi-Fi net-
works should be considered a home network for WSPs seeking mandated 
roaming; future spectrum auctions and spectrum policy determinations, 
including the recently announced repurposing of 600 MHz spectrum (and 
including limitations on established wireless providers, proposed spectrum 
set-aside that favours certain carriers and other advantages provided 
to new and foreign participants, and the amount and cost of spectrum 
acquired); restrictions on the purchase, sale and transfer of spectrum 
licences; the impact of the CRTC’s wireline wholesale services review, with 
a formal review of rates for wholesale FTTP access still to be commenced 
for TELUS; disputes with certain municipalities regarding rights-of-way 
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bylaws; and other potential threats to unitary federal regulatory authority 
over telecommunications, including provincial wireless legislation; the 
potential impacts of the CRTC’s decision to require pro-rated refunds 
when customers terminate their services; the CRTC’s proposed phase-out 
of the local service subsidy regime and corresponding establishment of 
a broadband funding regime to support the enhancement of high-speed 
Internet services focusing on underserved areas in Canada; the impact 
of the review of the Minister of Canadian Heritage’s new Creative Canada 
policy framework announced on September 28, 2017; the CRTC’s consul-
tation and report on distribution models of the future; vertical integration 
in the broadcasting industry resulting in competitors owning broadcast 
content services, and timely and effective enforcement of related regulatory 
safeguards; the review of the Copyright Act scheduled to begin in early 
2018; the federal government’s stated intention to review the Broadcasting 

Act and Telecommunications Act as announced in the March 22, 2017 
federal budget; TELUS’ applications for renewal of its broadcasting distri-
bution licences; the North American Free Trade Agreement renegotiation; 
and restrictions on non-Canadian ownership and control of TELUS 
Common Shares and the ongoing monitoring and compliance with 
such restrictions.

• Human resource matters including: recruitment, retention and appro-
priate training in a highly competitive industry, and the level of employee 
engagement.

• Operational performance and business combination risks including: our 
reliance on legacy systems and ability to implement and support new prod-
ucts and services and business operations in a timely manner; our ability 
to implement effective change management for system replacements and 
upgrades, process redesigns and business integrations (such as our abil-
ity to successfully integrate acquisitions, complete divestitures or establish 
partnerships in a timely manner, and realize expected strategic benefits, 
including those following compliance with any regulatory orders); the imple-
mentation of complex large enterprise deals that may be adversely impacted 
by available resources, system limitations and degree of co-operation from 
other service providers; our ability to successfully manage operations in 
foreign jurisdictions; information security and privacy breaches, including 
data loss or theft of data; intentional threats to our infrastructure and 
business operations; and real estate joint venture re-development risks.

• Business continuity events including: our ability to maintain customer 
service and operate our networks in the event of human error or human-
caused threats, such as cyberattacks and equipment failures that could 
cause various degrees of network outages; supply chain disruptions; 
natural disaster threats; epidemics; pandemics; political instability in certain 
international locations; and the completeness and effectiveness of business 
continuity and disaster recovery plans and responses.

• Ability to successfully implement cost reduction initiatives and realize 

planned savings, net of restructuring and other costs, without losing 

customer service focus or negatively affecting business operations. 
Examples of these initiatives are: our operating efficiency and effectiveness 
program to drive improvements in financial results, including the future 
benefits of the immediately vesting transformative compensation initiative; 
business integrations; business product simplification; business process 
outsourcing; offshoring and reorganizations, including any full-time 
equivalent (FTE) employee reduction programs; procurement initiatives; 
and real estate rationalization. Additional revenue and cost efficiency and 
effectiveness initiatives will continue to be assessed and implemented.

• Financing and debt requirements including: our ability to carry out 
financing activities, and our ability to maintain investment grade credit 
ratings in the range of BBB+ or the equivalent.

• Ability to sustain our dividend growth program through 2019. This 
program may be affected by factors such as the competitive environment, 
economic performance in Canada, our earnings and free cash flow, 
our levels of capital expenditures and spectrum licence purchases, 

acquisitions, the management of our capital structure, and regulatory 
decisions and developments. Quarterly dividend decisions are subject 
to assessment and determination by our Board of Directors (Board) 
based on the Company’s financial position and outlook. Shares may be 
purchased under our normal course issuer bid (NCIB) when and if we 
consider it opportunistic, based on the Company’s financial position and 
outlook, and the market price of TELUS shares. There can be no assur-
ance that our dividend growth program or any NCIB will be maintained, 
not changed and/or completed through 2019.

• Taxation matters including: interpretation of complex domestic and foreign 
tax laws by the tax authorities that may differ from our interpretations; 
the timing of income and deductions, such as tax depreciation and oper-
ating expenses; changes in tax laws, including tax rates; tax expenses 
being materially different than anticipated, including the taxability of income 
and deductibility of tax attributes; elimination of income tax deferrals 
through the use of different tax year-ends for operating partnerships and 
corporate partners; and tax authorities adopting more aggressive auditing 
practices, for example, tax reassessments or adverse court decisions 
impacting the tax payable by us.

• Litigation and legal matters including: our ability to successfully respond 
to investigations and regulatory proceedings; our ability to defend against 
existing and potential claims and lawsuits, including intellectual property 
infringement claims and class actions based on consumer claims, data, 
privacy or security breaches and secondary market liability; and the com-
plexity of legal compliance in domestic and foreign jurisdictions, including 
compliance with anti-bribery and foreign corrupt practices laws.

• Health, safety and the environment including: lost employee work time 
resulting from illness or injury, public concerns related to radio frequency 
emissions, environmental issues affecting our business including climate 
change, waste and waste recycling, risks relating to fuel systems on our 
properties, and changing government and public expectations regarding 
environmental matters and our responses.

• Economic growth and fluctuations including: the state of the economy 
in Canada, which may be influenced by economic and other develop-
ments outside of Canada, including potential outcomes of yet unknown 
policies and actions of foreign governments; future interest rates; inflation; 
unemployment levels; effects of fluctuating oil prices; effects of low busi-
ness spending (such as reducing investments and cost structure); pension 
investment returns, funding and discount rates; and Canadian dollar: 
U.S. dollar exchange rates.

These risks are described in additional detail in Section 9 General trends, 

outlook and assumptions and Section 10 Risks and risk management in this 
MD&A. Those descriptions are incorporated by reference in this cautionary 
statement but are not intended to be a complete list of the risks that could 
affect the Company.
 Many of these factors are beyond our control or our current expectations 
or knowledge. Additional risks and uncertainties not currently known to us 
or that we currently deem to be immaterial may also have a material adverse 
effect on our financial position, financial performance, cash flows, business 
or reputation. Except as otherwise indicated in this document, the forward-
looking statements made herein do not reflect the potential impact of any 
non-recurring or special items or any mergers, acquisitions, dispositions or 
other business combinations or transactions that may be announced or that 
may occur after the date of this document.
 Readers are cautioned not to place undue reliance on forward-looking 
statements. Forward-looking statements in this document describe our expect-
ations and are based on our assumptions as at the date of this document and 
are subject to change after this date. Except as required by law, we disclaim 
any intention or obligation to update or revise any forward-looking statements.
 This cautionary statement qualifies all of the forward-looking statements 
in this MD&A.
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We made the following key assumptions when we announced the 2017 targets in February 2017. 

ASSUMPTIONS FOR 2017 TARGETS AND RESULTS 

• Our economic assumptions are based on a composite of estimates from Canadian banks and other sources. Our original assumptions for 2017 were: 
(i) higher economic growth in Canada of 1.8%, up from an estimated 1.2% in 2016; (ii) for our ILEC provinces in Western Canada, economic growth 
in B.C. of 2.3%, down from an estimated 2.9% in 2016, and economic growth in Alberta in the range of 1.0 to 2.0%, compared to estimated contraction 
of 2.4% in 2016.

   In our MD&A for the first quarter of 2017, we revised our 2017 economic growth assumptions to 2.2% for Canada, and 2.4% for Alberta. In our 
MD&A for the third quarter of 2017, we further revised our 2017 economic growth assumptions to 3.0% for Canada, 3.2% for B.C. and 3.5% for Alberta.

 We estimate that economic growth for 2017 was 3.1% for Canada, 3.4% for B.C., and 3.9% for Alberta.
• Our original assumption for income taxes included income taxes calculated at applicable statutory rate of 26.4 to 26.9% and cash income tax 

payments between $300 million to $360 million. In our MD&A for the third quarter of 2017, we revised our assumption for cash income tax payments 
downward to a range of $170 million to $230 million, due to a reorganization to simplify our legal structure to realize efficiencies and streamline 
processes, which also impacted the timing of cash income tax payments. Our actual results were at a statutory income tax rate of 26.6% and cash 
income tax payments were $191 million.

• Our assumption for restructuring and other costs was approximately $125 million. Our actual 2017 amount for restructuring and other costs was 
$139 million as we incurred higher non-labour restructuring and other costs associated with the migration and servicing of subscribers from MTS.

• Our assumption was for continuing weakness in the average Canadian dollar: U.S. dollar exchange rate, which was US$0.755 in 2016. The average 
Canadian dollar: U.S. dollar exchange rate strengthened to US$0.77 during 2017 and closed at US$0.80 on December 31, 2017.

Confirmed:
• No material adverse regulatory rulings or government actions. 
• Continued intense wireless and wireline competition in both consumer and business markets.
• An increase in wireless industry penetration of the Canadian market.
• Ongoing subscriber adoption of, and upgrades to, data-intensive smartphones, as customers want more mobile connectivity to the Internet.
• Wireless revenue growth resulting from growth in both postpaid subscriber loadings and blended ARPU.
• Continued growth in wireline data revenue, resulting from an increase in high-speed Internet and TELUS TV subscribers, speed upgrades and 

expanding broadband infrastructure, as well as business outsourcing and healthcare solutions.
• Continued focus on our customers first initiatives and maintaining our customers’ likelihood-to-recommend scores.
• Pension plans: Defined benefit pension plan expense of approximately $83 million recorded in Employee benefits expense and approximately $5 million 

recorded in employee defined benefit plans net interest in Financing costs; a 3.80% rate for discounting the obligation (2016 – 3.80%) and a 4.00% 
rate for current service costs employee defined benefit pension plan accounting purposes (2016 – 4.00%); and defined benefit pension plan funding 
of approximately $65 million. Actual results were: $82 million recorded in Employee benefits expense, $5 million recorded in employee defined 
benefit plans net interest, a rate of 3.40% for discounting the obligation, a 4.00% rate for current service costs employee defined benefit pension 
plan accounting purposes, and defined benefit pension plan funding of $66 million.

• Increased investments in broadband infrastructure, including upgrades and expansions of our fibre-optic network and 4G LTE capacity, as well as 
investments in network and systems resiliency and reliability.

2.1 Core business 
We provide a wide range of telecommunications products and services. 

Wireless products and services include network revenue (data and 

voice) and equipment sales arising from mobile technologies. Wireline 

products and services include data revenues (which include revenues 

from Internet protocol; television; hosting, managed information tech-

nology and cloud-based services; business process outsourcing; certain 

healthcare solutions; and home security), voice revenues and other tele-

communications services revenues. We earn the majority of our revenue 

from access to, and the usage of, our telecommunications infrastructure, 

and from providing services and products that facilitate access to, and 

usage of, our infrastructure.

2.2 Strategic imperatives
Since 2000, we have maintained a proven national growth strategy. 

Our strategic intent is to unleash the power of the Internet to deliver the 

best solutions to Canadians at home, in the workplace and on the move.

 We also developed six strategic imperatives in 2000 that remain 

relevant for future growth, despite changing regulatory, technological and 

competitive environments. We believe that a consistent focus on these 

imperatives guides our actions and contributes to the achievement of our 

financial goals. To advance these long-term strategic imperatives and 

address near-term opportunities and challenges, we also set new corpor-

ate priorities each year, as further described in Section 3. Our six strategic 

imperatives are listed below, together with a discussion of the 2017 

activities and initiatives that relate to each of them.

2 Core business and strategy
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Focusing relentlessly on growth markets of data, IP and wireless

External wireless revenues and wireline data revenues totalled $11.8 bil-

lion in 2017, up $622 million or 5.6%, while remaining revenues totalled 

$1.5 billion in 2017, down $117 million or 7.2%. These external wireless 

revenues and wireline data revenues represented 89% of our consolidated 

revenues for 2017, as compared to $11.2 billion, or 87%, in 2016. (See the 

consolidated revenue trend discussion in Section 5.2 and segment trend 

discussions in Section 5.4 and Section 5.5.)

Providing integrated solutions that differentiate TELUS 

from our competitors

In May 2017, we launched Pik TV, which provides customers with access 

to 23 basic local and regional cable channels and a choice of five specialty 

channels, as well as sports and movie theme pack options, through a 

self-install media box. On demand channels, as well as popular over-the-

top (OTT) services and certain other apps, are also available. The Pik TV 

app lets customers watch certain channels on the go on their tablet or 

smartphone. Pik TV was created to embrace the changing environment 

where content is available from many alternatives by providing a stream-

lined offer for customers who may have otherwise ceased and/or never 

subscribed for TV services.

Building national capabilities across data, IP, voice and wireless

During the year, we continued our long-term strategy of investing in 

urban and rural communities with commitments to deliver broadband 

net work capabilities to as many Canadians as possible. We expanded our 

TELUS PureFibre footprint by connecting more homes and businesses 

directly to fibre-optic cable and delivering faster broadband Internet 

speeds. For further discussion, see Section 3 – Increasing our competitive 

advantage through advanced, client-centric technology, networks and 

systems that lead the world in reliability.

 Highlights include:

• In January 2017, we announced an investment of $250 million in 

the city of Surrey, B.C. to connect more than 90% of homes and 

businesses to the TELUS PureFibre network before the end of 2018.

• In February 2017, we announced investments of $55 million and 

$150 million in the cities of Chilliwack, B.C. and Burnaby, B.C., 

respectively, to connect more than 90% of homes and businesses 

to the TELUS PureFibre network before the end of 2018 and 

2019, respectively.

• In April 2017, we announced fibre-optic investments in the province of 

Quebec, including $80 million in the Quebec City region, $30 million 

in the Lower St. Lawrence region, $30 million in the Gaspé Peninsula 

and $15 million in the North Shore region, and we expect to connect 

99% of Eastern Quebec before the end of 2021.

• In October 2017, we announced an investment of $60 million in 

the Alberta towns of Okotoks, Black Diamond and Turner Valley to 

connect more than 90% of homes and businesses to the TELUS 

PureFibre network before the end of 2019.

• In 2017, we completed our previously announced investment to 

connect the city of Kitimat, B.C. to the TELUS PureFibre network.

In June 2017, we completed our initiative in Ontario and Quebec to 

update our radio access network to the latest wireless technologies, 

improving network performance for our customers and enabling 

advanced capabilities.

 During the year, we made network enhancement investments in 

Manitoba to improve coverage, speed and capacity in order to signifi-

cantly enhance our customer experience and supplement the business 

acquisition of MTS subscribers, dealers and network.

Partnering, acquiring and divesting to accelerate 

the implementation of our strategy and focus 

our resources on core business

In 2017, we made numerous business acquisitions. These are also 

discussed in Section 1.3:

• We acquired approximately 74,000 of Manitoba Telecom Services Inc.’s 

(MTS’) postpaid wireless subscribers, certain network assets and 

rights to 15 retail locations in Manitoba. Additionally, we expanded 

and enhanced our network in Manitoba as described in Section 7.3. 

We also officially launched our TELUS Manitoba Community Board 

as described in Section 3.

• We completed the acquisition of Kroll Computer Systems Inc. to 

enhance our geographic reach and the quality of our product offering 

as a national pharmacy management services provider.

• We acquired 55% of Voxpro and approximately 2,700 Voxpro team 

members joined us through our TELUS International (Cda) Inc. 

subsidiary. The Ireland-headquartered company now operates as 

Voxpro – powered by TELUS International.

• On February 6, 2018, we closed an agreement through our 

TELUS International (Cda) Inc. subsidiary to acquire 65% of Xavient 

Information Systems, a group of information technology consulting 

and software services companies with facilities in the U.S. and India. 

This acquisition will accelerate our ability to expand our global IT 

services and now operates as Xavient Digital – powered by TELUS 

International. See Additional wireline capabilities under Section 9.2 

for further details.

Subsequent to 2017, we acquired all of the customers, assets and 

operations of AlarmForce Industries Inc. (AlarmForce) in B.C., Alberta 

and Saskatchewan; the primary reason for this acquisition is to leverage 

our telecommunications infrastructure and expertise to continue to 

enhance connected home, business, security and healthcare services for 

our customers. The total purchase price was approximately $69 million. 

This acquisition, combined with our growing gigabit-capable TELUS 

PureFibre network, was made with a view to accelerate our position in 

smart home and security services, and provides us with the ability to 

offer our customers bundled services in the future.

Going to market as one team under a common brand, 

executing a single strategy

Our team works together to implement our top corporate priority of putting 

customers first, as we strive to consistently deliver exceptional customer 

experiences and become the most recommended company in the markets 

we serve. In November 2017, the office of the Commission for Complaints 

for Telecom-television Services (CCTS) issued its annual report for the 

12-month period ended July 31, 2017, and TELUS continued to receive 

the fewest customer complaints of the national carriers, while Koodo® 

continued to receive the fewest customer complaints of the national 

flanker brands. TELUS, Koodo and Public Mobile were the subjects of 

6.9%, 2.9% and 1.1% of the total customer complaints accepted by the 

CCTS, respectively, or 10.9% of total customer complaints, in aggregate, 

when we have approximately 28% of Canadian wireless customers.



48 • TELUS 2017 ANNUAL REPORT

 In 2017, we continued to deliver a leading postpaid customer churn 

rate on a national basis. Our monthly postpaid churn rate further exem-

plifies the success of our differentiated customers first culture and our 

ongoing focus on delivering outstanding customer service, coupled with 

attractive new product and service offerings. For further discussion, 

see Section 3 – Delivering on TELUS’ future friendly brand promise by 

putting customers first.

Investing in internal capabilities to build a high-performance 

culture and efficient operation

Each year, we conduct team member Pulsecheck engagement surveys, 

administered by Aon Hewitt, to gather confidential team member 

feedback about TELUS as a place to work and measure our progress 

in establishing a high-performance culture. Following each survey, 

business units and departments make use of their Pulsecheck results 

to review their current action plans and prioritize their ongoing actions. 

In 2017, our employee engagement score increased to 84%, elevating 

our high-performance culture and placing our Company within the 

top 10% of all employers surveyed on a global basis.

 In addition, we incurred incremental, non-recurring restructuring 

and other costs with the objectives of improving our operating efficiency 

and effectiveness and addressing the profitability challenges in certain 

areas of our business. Restructuring costs associated with the rational-

ization of administrative, channel and network real estate were recorded 

in Goods and services purchased. Employee-related restructuring costs 

for reorganizing and streamlining business processes, such as certain 

client care, marketing and support functions, were recorded in Employee 

benefits expense. Other costs for incremental external expenses in 

connection with business acquisition or disposition activity, as well as 

litigation costs, in the context of significant losses and settlements, 

were recorded in Goods and services purchased.

Restructuring and other costs

Years ended December 31 ($ millions)  2017  2016 

Goods and services purchased  103 62

Employee benefits expense  36 417

Restructuring and other costs included in EBITDA  139 479 

For further discussion, see Section 3 – Elevating our winning culture for 

sustained competitive advantage.

We confirm or set new corporate priorities each year to advance TELUS’ long-term strategic imperatives (see Section 2.2) and address near-term 

opportunities and challenges. The following table provides a discussion of activities and initiatives that relate to our 2017 corporate priorities.

3 Corporate priorities

Delivering on TELUS’ future friendly brand promise by putting customers first

• We maintained our leadership position in customer loyalty, achieving a postpaid wireless churn rate of less than 1% for 17 of the last 18 quarters. 
Notably, in the J.D. Power 2017 Canadian Wireless Network Quality Study, TELUS was ranked Highest Wireless Network Quality Performance in Ontario, 
three years in a row; and in the West (including British Columbia, Alberta, Saskatchewan and Manitoba) two years in a row.

• In February 2017, TELUS was awarded Fastest Overall Download Speed and Best Availability among three national providers by OpenSignal, a UK-based 
company that studies wireless coverage globally using crowd-sourced data from real customer devices. This result is testament to our multi-pronged 
strategy for technology development, such as through our roll-out of LTE, our wireless network upgrade in Eastern Canada and our approach to the 
roll-out of 5G by incubating new technologies through trials in a real-life environment in our 5G Living Lab in Vancouver.

• We were ranked as having the fastest wireless network nationally according to PCMag. Additionally, we were ranked as having the fastest network in 
certain markets across Canada, including Victoria, Vancouver, Edmonton, Saskatoon, Moose Jaw, Winnipeg, Windsor, Toronto, Ottawa, Quebec City, 
Montreal, Fredericton and Prince Edward Island.

• We were recognized as having Canada’s fastest mobile network according to the crowd-sourced Ookla Speedtest for the second quarter to third 
quarter of 2017.

• We now provide Cuba Roaming Passports, providing customers travelling to Cuba with cost savings and cost certainty.
• Our customers’ likelihood-to-recommend scores improved for Business Solutions and TELUS Health. We also continue to lead our national peers in 

the consumer space, with Koodo being the most recommended of any wireless brand.
• We made YouTube available on all Optik TV 4K digital boxes. As a result, a subscription to 4K content or a 4K-capable TV is no longer required to 

access the YouTube app on Optik TV.
• We launched our new Optik TV app, which allows subscribers to watch live TV, set recordings and access our On Demand library on a smartphone, 

tablet or computer.
• We expanded our cloud communications solutions with the launch of TELUS Business Connect Mobile, an all-in-one integrated mobile solution 

designed to drive productivity and cost savings for businesses.




