Arizona Service Quality Penalty Calculation - 2003

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 2,005,036] 1,928,107] 2,066,473] 2,054,438] 1,829,347 1,829,213| 1,849,370] 1,671,746] 1,440,873] 2,061,844] 1,612,737 1,652,437
Calls - Total Offered * 2,672,637] 2,302,297] 2499667 2,495 465 2543164 2598517] 2,745408] 2,655,060] 2,597,134] 2,612,162 2,238,820] 2,585,713
% in > 20 sec 24.98% 16.25% 17.33% 17.67% 28.07% 29.61%]  32.64% 37.04% 44.52% 21.07% 27.96% 36.09%
% in < 20 sec 75.02% 83.75% 82.67% 82.33% 71.93% 70.39%]  67.36% 62.96% 55.48% 78.93% 72.04% 63.91%
Penalties (Offsets) Per Day 0 0 0 0 0 0 1,000 1,000 2,000 0 0 1,000
Total Penalties (Offsets) Per Month 0 0 0 0 0 0 31,000 31,000 60,000 0 0 31,000
| Total Residence Access Penalites (Offsets) YTD | 0 0] 0] 0 0] o] 31000 62000 122.000] 122.000] 122,000]  153,000]
Business - Business Office Access

Calls in <20 sec 43,421 36,109 34,719 38,949 37,263 37,733 42,136 36,994 34,881 34,556 24,249 22,774
Calls - Total Offered 49,267 42,221 45,323 44,904 42,690 43,365 47,199 42,650 40,741 39,804 29,294 38,908
% in > 20 sec 11.87% 14.48% 23.40% 13.26% 12.71% 12.99%|  10.73% 13.26% 14.38% 13.18% 17.22%|  41.47%
% in < 20 sec 88.13% 85.52% 76.60% 86.74% 87.29% 87.01%]  89.27% 86.74% 85.62% 86.82% 82.78% 58.53%
Penalties (Offsets) Per Day -4,000 -4,000 0 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 0 1,000
Total Penalties (Offsets) Per Month -124,000]  -112,000 ol -120,000] -124,000] -120,000] -124,000] -124,000] -120,000] -124,000 0 31,000
| Total SBG Access Penalties (Offsets) YTD | -124,000] -236,000] -236,000] -356,000]  -480,000] -600,000] -724,000] -848,000] -968,000| -1,092,000] -1,092,000] -1,061,000]
Repair - Business & Residence

Calls in <20 sec 402,243] 394969 447,315 430,454 442857] 449439 497,296] 481,790 463,223] 435737] 397,500] 382,627
Calls - Total Offered 481,677 4707771 524,058 495,240 522,838] 548,847 608569 579,527] 537,131] 519,212] 480,265 445,380
% in > 20 sec 16.49% 16.10% 14.64% 13.08% 15.30% 18.11%|  18.28% 16.86% 13.76% 16.08% 17.23% 14.09%
% in < 20 sec 83.51% 83.90% 85.36% 86.92% 84.70% 81.89%| 81.72% 83.14% 86.24% 83.92% 82.77% 85.91%
Penalties (Offsets) Per Day 0 0 -4,000 -4,000 0 0 0 0 -4,000 0 0 -4,000
Total Penalties (Offsets) Per Month 0 o] -124,000]  -120,000 0 0 0 o] -120,000 0 o] -124,000
[Total Repair Access Penalites (Offsets) YTD | 0] o] -124,000]  -244,000] -244,000] -244,000] -244,000] -244,000] -364,000] -364,000] -364,000] -488,000]
Held Orders

Held Orders 13 18 14 7 3 8 13| 12 12 15 13 9
Access Lines ** 2,453,412| 2,443210] 2,427,673] 2,396,540] 2,373,174| 2,348,139 2,326,425] 2,296,183] 2,267,499 2,233,216] 2,194,798] 2,168,217
% Held Orders of Access Lines 0.0005%| 0.0007%| 0.0006%|  0.0003%| 0.0001%| 0.0003%| 0.0006%] 0.0005%] 0.0005%| 0.0007%| 0.0006%| 0.0004%
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]  -112,000f -124,000]  -120,000]  -124,000f -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

Total Out of Service

% Out of Service < 24 hours 86.70%|  63.80%|  85.54% 93.87% 92.77%|  93.43%|  90.97%|  78.19% 85.39%|  90.72%|  76.34%|  90.69%
Penalties (Offsets) Per Day -1,000 2,000 -1,000 -2,000 -2,000 -2,000 -2,000 1,000 -1,000 -2,000 1,000 -2,000
Total Penalties (Offsets) Per Month -31,000 56,000]  -31,000 -60,000 -62,000]  -60,000]  -62,000 31,0001  -30,000]  -62,000 30,000 -62,000]
| Total Out of Service Penalties (Offsets) YTD | -31,000] 25,000] -6,000] -66,000]  -128,000] -188,000] -250,000] -219,000] -249,000] -311,000] -281,000] -343,000]|
[Total Service Quality Penalties YTD [ o]  25000] o] of o] o] 31000 62,000 122,000 122000] 122.000] 153,000]

*Call handling includes 14-state region vs. AZ/NM district

**Retail access lines only
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