Arizona Service Quality Penalty Calculation - 2009

Month JAN FEB MAR APR MAY JUN JUL AUG SEP OoCT NOV DEC
Number of Days 31 28 31 30 31 30 31 31 30 31 30 31

Residence - Business Office Access

Calls in<20 sec 175,201 188,166 194,405 215,625 203,603 200,943 179,791 133,462 138,824 U524 139,404 136,921
Calls - Total Offered * 241420 210,838 227,050 237,364 224,764 225,888 207,284 168,686 162,559 162,392 153,501 1551543
%in>20sec 27.43%) 10.75%) 14.38%) 9.16% 9.4 1.04% 13.26%) 20.88% 14.60%) 12.85%) 9.18% 9.65%)
%in<20sec 72.57%) 89.25%) 85.62% 90.84%) 90.59% 88.96% 86.74%) 79.2%) 85.40% 87.15%) 90.82% 90.35%
Penalties (Offsets) Per Day 1000 -2,000 -2,000 -4,000 -4,000 -2,000 -2,000 0 -2,000 -2,000 -4,000 -4,000
Total Penalties (Offsets) Per Month 31000 -56,000 -62,000 -120,000 -124,000 -60,000 -62,000 0 -60,000 -62,000 -120,000 -124,000
Total Residence Access Penalites (Offsets) YTD 31000 -25,000 -87,000 -207,000 -331,000 -391,000 -453,000 -453,000 -513,000 -575,000 -695,000 -819,000

Business - Business Office Access

Calls in<20sec 21806 26,032 27,75]] 26,385 23,984 25,222 26,400 23,521 22,205 19,388 17,789 17,975
Calls - Total Offered 29,649 28,303 29,816 28,006 25,365 27,589 28,163 26,211 24,293 21912 19,349 19,786
%in > 20 sec 26.45%) 8.02% 6.93% 5.79%) 5.44% 8.58% 6.26% 10.26% 8.60% 1152% 8.06% 9.55%
%in <20 sec 73.55%) 9198% 93.07%) 94.21%%0 94.56% 9142% 93.74%) 89.74% 9140%) 88.48% 9194% 90.85%
Penalties (Offsets) Per Day 1000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -2,000 -4,000 -2,000 -4,000 -4,000
Total Penalties (Offsets) Per Month 31000 -112,000 -124,000 -120,000 -124,000 -120,000 -124,000 -62,000 -120,000 -62,000 -120,000 -124,000
Total SBG Access Penalties (Offsets) YTD 31000 -81000 -205,000 -325,000 -449,000 -569,000] -693,000f -755,000 -875,000 -937,000 -1057,000 -1181000

Repair - Business & Residence

Calls in<20 sec 56,864 53,890 48,313 53,074 51286 52,421 59,920 57,585 50,064 48,390 42,365 37,022
Calls - Total Offered 66,552 59,698 54,439 58,828 57,954 57,471 65,847 61483 54,438 53,294 46,058 41992
%in > 20 sec 14.56% 9.73% 1125% 9.78% 1514 8.79%) 9.00% 6.34% 8.03% 9.20% 8.02% 1184%
%in <20 sec 85.44%) 90.27% 88.75% 90.22% 88.49% 91210 9100% 93.66%0, 9197%) 90.80% 9198% 88.16%
Penalties (Offsets) Per Day -2,000 -4,000 -2,000 -4,000 -2,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -2,000
Total Penalties (Offsets) Per Month -62,000 -112,000 -62,000 -120,000 -62,000 -120,000 -124,000 -124,000 -120,000 -124,000 -120,000 -62,000
Total Repair Access Penalites (Offsets) YTD -62,000 -174,000 -236,000 -356,000 -418,000 -538,000] -662,000 -786,000 -906,000] -1030,000 -1150,000 -1212,000

Held Orders

Held Orders 23 pal 24 B u B 9 9 u 7 7 6
Access Lines ** 1450,369| 1433387 1418,532 1396,740 1382,741 137041 1353997| 1340443 1329,018 135,310 1307,48 1295623
%Held Orders of Access Lines 0.0016% 0.0015% 0.00T7%| 0.0009% 0.0010%, 0.0009%| 0.0007%|  0.0007%) 0.0011% 0.0005% 0.0005% 0.0005%
Penalties (Offsets) Per Day -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000
Total Penalties (Offsets) Per Month -124,000 -112,000 -124,000 -120,000 -124,000 -120,000 -124,000 -124,000 -120,000 -124,000 -120,000 -124,000
Total Held Order Penalties (Offsets) YTD -124,000 -236,000 -360,000 -480,000 -604,000 -724000| -848,000f -972,000] -1092,000] -1216,000 -1336,000| -1460,000

Out of Service Repair Times

Out of Service <24 hours

Total Out of Service

%0Out of Service <24 hours 74.54%) 76.02% 87.58%) 85.74%) 85.44% 8114% 79.80% 84.37% 87.35% 86.66%0] 85.96%0 83.63%

Penalties (Offsets) Per Day 1000 1000 -1000 -1000 -1000 0 1000 0 -1000 -1000 -1000 0

Total Penalties (Offsets) Per Month 31,000 28,000 -31000 -30,000 -31000 0 31000 0 -30,000 -31000 -30,000 O|
[ Total Out of Service Penalties (Offsets) YTD | 31000] 59,000] 28,000] -2,000] -33000]  -33,000] -2,000] 2000]  -32,000]  -63,000] -93,000] -93,000]
[ Total Service Quality Penalties YTD | 93,000{ 59,000 28,000{ 0] 0 0l 0| 0 0 0 0] 0|

*Call handling includes 14-state region vs. AZ/NM district
**Retail access lines only Page 1



