
       Arizona Service Quality Penalty Calculation - 2012

Month JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC

Number of Days 31 29 31 30 31 30 31 31 30 31 30 31

R esidence -  B usiness Off ice A ccess

Calls in <20 sec 127,207 120,910 141,566 121,858 125,653 136,104 141,559 132,887 104,985 113,885 96,491 86,330

Ca lls -  Tota l Offe re d * 136,120 127,170 147,899 125,856 126,916 139,963 149,264 165,021 126,677 128,379 113,144 106,350

% in > 20 sec 6.55% 4.92% 4.28% 3.18% 1.00% 2.76% 5.16% 19.47% 17.12% 11.29% 14.72% 18.82%

% in < 20 sec 93.45% 95.08% 95.72% 96.82% 99.00% 97.24% 94.84% 80.53% 82.88% 88.71% 85.28% 81.18%

Penalties (Offsets) Per Day - 4,000 - 4,000 - 4,000 - 4,000 - 4,000 - 4,000 - 4,000 0 0 - 2,000 - 2,000 0

Total Penalties (Offsets) Per Month - 124,000 - 116,000 - 124,000 - 120,000 - 124,000 - 120,000 - 124,000 0 0 - 62,000 - 60,000 0

Total Residence Access Penalites (Offsets) YTD- 124,000 - 240,000 - 364,000 - 484,000 - 608,000 - 728,000 - 852,000 - 852,000 - 852,000 - 914,000 - 974,000 - 974,000

B usiness -  B usiness Off ice A ccess

Calls in <20 sec 5,392 5,362 7,065 10,002 6,438 7,945 11,376 12,547 9,854 11,696 9,571 8,730

Calls -  Total Offered 6,678 6,265 7,845 11,314 7,533 9,350 12,945 14,357 11,556 13,863 11,650 11,039

% in > 20 sec 19.26% 14.41% 9.94% 11.60% 14.54% 15.03% 12.12% 12.61% 14.73% 15.63% 17.85% 20.92%

% in < 20 sec 80.74% 85.59% 90.06% 88.40% 85.46% 84.97% 87.88% 87.39% 85.27% 84.37% 82.15% 79.08%

Penalties (Offsets) Per Day 0 - 2,000 - 4,000 - 2,000 - 2,000 0 - 2,000 - 2,000 - 2,000 0 0 0

Total Penalties (Offsets) Per Month 0 - 58,000 - 124,000 - 60,000 - 62,000 0 - 62,000 - 62,000 - 60,000 0 0 0

Total SBG Access Penalties (Offsets) YTD 0 - 58,000 - 182,000 - 242,000 - 304,000 - 304,000 - 366,000 - 428,000 - 488,000 - 488,000 - 488,000 - 488,000

R epair -  B usiness & R esidence

Calls in <20 sec 22,375 19,218 21,547 20,867 23,365 24,915 38,315 39,240 34,945 31,936 28,342 25,873

Calls -  Total Offered 26,036 21,773 25,990 24,138 28,277 31,702 47,462 46,338 40,880 37,504 31,398 31,439

% in > 20 sec 14.06% 11.73% 17.10% 13.55% 17.37% 21.41% 19.27% 15.32% 14.52% 14.85% 9.73% 17.70%

% in < 20 sec 85.94% 88.27% 82.90% 86.45% 82.63% 78.59% 80.73% 84.68% 85.48% 85.15% 90.27% 82.30%

Penalties (Offsets) Per Day - 2,000 - 2,000 0 - 2,000 0 0 0 0 - 2,000 - 2,000 - 4,000 0

Total Penalties (Offsets) Per Month - 62,000 - 58,000 0 - 60,000 0 0 0 0 - 60,000 - 62,000 - 120,000 0

Total Repair Access Penalites (Offsets) YTD - 62,000 - 120,000 - 120,000 - 180,000 - 180,000 - 180,000 - 180,000 - 180,000 - 240,000 - 302,000 - 422,000 - 422,000

H eld Orders

Held Orders 5 7 7 16 19 13 19 10 23 32 19 25

Ac c e ss Line s ** 1,010,343 1,002,745 992,629 981,454 970,141 962,384 954,535 943,955 936,818 929,762 922,260 915,766

% Held Orders of Access Lines 0.0005% 0.0007% 0.0007% 0.0016% 0.0020% 0.0014% 0.0020% 0.0011% 0.0025% 0.0034% 0.0021% 0.0027%

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 - 116,000 - 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 - 240,000 - 364,000 - 484,000 - 608,000 - 728,000 - 852,000 - 976,000 - 1,096,000 - 1,220,000 - 1,340,000 - 1,464,000

Out o f  Service R epair T imes

Out of Service < 24 hours 5,372 4,388 5,104 4,515 5,593 5,789 7,800 5,777 4,145 5,499 5,259 4,800

Total Out of Service 6,091 4,800 5,718 5,092 6,305 6,766 9,844 9,877 8,660 7,988 6,540 6,381

% Out of Service < 24 hours 88.20% 91.42% 89.26% 88.67% 88.71% 85.56% 79.24% 58.49% 47.86% 68.84% 80.41% 75.22%

Penalties (Offsets) Per Day - 2,000 - 4,000 - 2,000 - 2,000 - 2,000 - 2,000 2,000 4,000 5,000 4,000 0 2,000

Total Penalties (Offsets) Per Month - 62,000 - 116,000 - 62,000 - 60,000 - 62,000 - 60,000 62,000 124,000 150,000 124,000 0 62,000

Total Out of Service Penalties (Offsets) YTD - 62,000 - 178,000 - 240,000 - 300,000 - 362,000 - 422,000 - 360,000 - 236,000 - 86,000 38,000 38,000 100,000

Total Service Quality Penalties YTD 0 0 0 0 0 0 0 0 0 38,000 38,000 100,000

 *Ca ll ha ndling inc lude s 14 - sta te  re gion vs.  AZ/NM distric t

**Re ta il a c c e ss line s only                    Page 1


