
      Arizona Service Quality Penalty Calculation - 2011
Month JAN FEB MAR APR MAY JUN JUL AUG SEP OCT 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 168,501 158,649 187,968 176,354 170,054 157,928 140,601 157,374 150,085 150,305 142,829 124,992
Calls - Total Offered * 204,090 180,517 213,356 185,478 178,153 167,906 151,167 181,758 165,125 161,718 150,979 128,662
% in > 20 sec 17.44% 12.11% 11.90% 4.92% 4.55% 5.94% 6.99% 13.42% 9.11% 7.06% 5.40% 2.85%
% in < 20 sec 82.56% 87.89% 88.10% 95.08% 95.45% 94.06% 93.01% 86.58% 90.89% 92.94% 94.60% 97.15%
Penalties (Offsets) Per Day 0 -2,000 -2,000 -4,000 -4,000 -4,000 -4,000 -2,000 -4,000 -4,000 -4,000 -4,000
Total Penalties (Offsets) Per Month 0 -56,000 -62,000 -120,000 -124,000 -120,000 -124,000 -62,000 -120,000 -124,000 -120,000 -124,000

Total Residence Access Penalites (Offsets) YTD 0 -56,000 -118,000 -238,000 -362,000 -482,000 -606,000 -668,000 -788,000 -912,000 -1,032,000 -1,156,00

Business - Business Office Access
Calls in <20 sec 6,571 10,213 11,768 11,403 14,200 13,472 12,624 14,007 10,732 8,919 6,104 5,611
Calls - Total Offered 8,470 12,262 13,469 13,126 14,978 15,462 14,365 15,830 11,792 10,249 7,016 6,352
% in > 20 sec 22.42% 16.71% 12.63% 13.13% 5.19% 12.87% 12.12% 11.52% 8.99% 12.98% 13.00% 11.67%
% in < 20 sec 77.58% 83.29% 87.37% 86.87% 94.81% 87.13% 87.88% 88.48% 91.01% 87.02% 87.00% 88.33%
Penalties (Offsets) Per Day 0 0 -2,000 -2,000 -4,000 -2,000 -2,000 -2,000 -4,000 -2,000 -2,000 -2,000
Total Penalties (Offsets) Per Month 0 0 -62,000 -60,000 -124,000 -60,000 -62,000 -62,000 -120,000 -62,000 -60,000 -62,000

Total SBG Access Penalties (Offsets) YTD 0 0 -62,000 -122,000 -246,000 -306,000 -368,000 -430,000 -550,000 -612,000 -672,000 -734,000

Repair - Business & Residence
Calls in <20 sec 37,144 33,318 34,055 35,304 7,266 33,499 38,063 37,491 9,412 47,813 26,634 25,714
Calls - Total Offered 41,418 36,801 38,625 42,175 8,230 38,434 47,315 42,165 11,908 55,080 32,533 33,186
% in > 20 sec 10.32% 9.46% 11.83% 16.29% 11.71% 12.84% 19.55% 11.09% 20.96% 13.19% 18.13% 22.52%
% in < 20 sec 89.68% 90.54% 88.17% 83.71% 88.29% 87.16% 80.45% 88.91% 79.04% 86.81% 81.87% 77.48%
Penalties (Offsets) Per Day -2,000 -4,000 -2,000 0 -2,000 -2,000 0 -2,000 0 -2,000 0 0
Total Penalties (Offsets) Per Month -62,000 -112,000 -62,000 0 -62,000 -60,000 0 -62,000 0 -62,000 0 0

Total Repair Access Penalites (Offsets) YTD -62,000 -174,000 -236,000 -236,000 -298,000 -358,000 -358,000 -420,000 -420,000 -482,000 -482,000 -482,000

Held Orders
Held Orders 17 9 17 5 8 10 12 11 7 14 6 6
Access Lines ** 1,137,859 1,127,485 1,116,490 1,100,647 1,089,035 1,078,025 1,064,869 1,054,354 1,042,280 1,034,095 1,027,241 1,017,69
% Held Orders of Access Lines 0.0015% 0.0008% 0.0015% 0.0005% 0.0007% 0.0009% 0.0011% 0.0010% 0.0007% 0.0014% 0.0006% 0.0006%
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 -724,000 -848,000 -972,000 -1,092,000 -1,216,000 -1,336,000 -1,460,000

Out of Service Repair Times
Out of Service < 24 hours 9,421 9,098 10,281 9,908 8,436 8,120 10,055 10,547 6,221 7,014 6,560 5,923
Total Out of Service 11,968 10,272 11,096 10,668 9,246 9,117 13,446 13,965 9,409 8,378 8,791 9,147
% Out of Service < 24 hours 78.72% 88.57% 92.66% 92.88% 91.24% 89.06% 74.78% 75.52% 66.12% 83.72% 74.62% 64.75%
Penalties (Offsets) Per Day 2,000 -2,000 -4,000 -4,000 -4,000 -2,000 2,000 2,000 4,000 0 2,000 4,000
Total Penalties (Offsets) Per Month 62,000 -56,000 -124,000 -120,000 -124,000 -60,000 62,000 62,000 120,000 0 60,000 124,000

Total Out of Service Penalties (Offsets) YTD 62,000 6,000 -118,000 -238,000 -362,000 -422,000 -360,000 -298,000 -178,000 -178,000 -118,000 6,000

Total Service Quality Penalties YTD 62,000 6,000 0 0 0 0 0 0 0 0 0 6,000

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

 


