Arizona Service Quality Penalty Calculation - 2011

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 168,501 158,649 187,968 176,354 170,054 157,928 140,600 157,374 150,08% 150,30% 142,829 124,99
Calls - Total Offered * 204,09( 180,517 213,35p 185,478 178,153 167,906 151,167 181,758 165,125 161,718 150,979 128,66
% in > 20 sec 17.44% 12.11p6 11.90% 4.929 4.559 5.949 6.999 13.42% 9.11%0 7.069 5.409 2.85Y
% in < 20 sec 82.569 87.899 88.10% 95.08Y 95.459 94.069 93.01% 86.58Y 90.89Y 92.949 94.609 97.159
Penalties (Offsets) Per Day 0 -2,004 -2,000 -4,000 -4,000 -4,000 -4,000 -2,004 -4,00(Q -4,00(Q -4,00(Q -4,000
Total Penalties (Offsets) Per Month 0 -56,00( -62,00( -120,00D -124,00p -120,00p0 -124,00D -62,000 -120,000 -124,000 -120,000 -124,00
Total Residence Access Penalites (Offsets) YT 0 -56,00 -118,0J0 -238,00 -362,00 -482,00 -606,00 -668,00 -788,00 -912,00 -1,032,0 -1,156,0

Business - Business Office Access

Calls in <20 sec 6,57] 10,218 11,768 11,408 14,200 13,472 12,624 14,007 10,73 8,914 6,104 5,61
Calls - Total Offered 8,470 12,262 13,469 13,126 14,978 15,462 14,36% 15,830 11,79p 10,249 7,014 6,352
% in > 20 sec 22.429 16.71% 12.63% 13.13 5.19% 12.87% 12.12% 11.52% 8.999 12.98% 13.00% 11.67
% in < 20 sec 77.589 83.299 87.379 86.879 94.81% 87.13%  87.889 88.489 91.01%  87.029 87.009 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 -62,00( -60,00( -124,00p -60,00( -62,00( -62,00( -120,000 -62,00( -60,00( -62,00(
Total SBG Access Penalties (Offsets) YTD 0 0 -62,00 -122,00 -246,00 -306,00 -368,00 -430,00 -550,00 -612,00 -672,00 -734,00

Repair - Business & Residence

Calls in <20 sec 37,144 33,31113 34,055 35,304 7,264 33,499 38,063 37,491 9,414 47,818 26,634 25,714
Calls - Total Offered 41,418 36,801 38,624 42,17 8,230 38,434 47,31% 42,16% 11,908 55,080 32,533 33,18
% in > 20 sec 10.32% 9.469 11.83% 16.29% 11.71p6  12.84% 19.55% 11.09%  20.969 13.19% 18.13% 22.529
% in < 20 sec 89.689 90.549 88.17% 83.71% 88.299 87.16%  80.459 88.91% 79.049 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 -62,00( -112,000  -62,00( 0 -62,00( -60,00( 0 -62,00( 0 -62,00( 0 0
Total Repair Access Penalites (Offsets) YTD -62,00 -174,00 -236,00 -236,00 -298,00 -358,00 -358,00 -420,00 -420,00 -482,00 -482,00 -482,00

Held Orders

Held Orders 17 9 17 5 8 10 12 11 7 14 6 6
Access Lines ** 1,137,849 1,127,445 1,116,490 1,100,647 1,089,03p 1,078,026 1,064,86P 1,054,354 1,042,280 1,034,096 1,027,241 1,017,649
% 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% 0.00069
Penalties (Offsets) Per Day -4,00(Q -4,00( -4,000 -4,000 -4,000 -4,00(Q -4,004 -4,00(Q -4,00(Q -4,00( -4,00( -4,00(
Total Penalties (Offsets) Per Month -124,000 -112,000 -124,00D -120,00p -124,00p  -120,00p -124,00D0 -124,00D -120,000 -124,000 -120,000 -124,00
Total Held Order Penalties (Offsets) YTD -124,00 -236,00 -360,00 -480,00 -604,00 -724,00 -848,00 -972,00 -1,092,0 -1,216,000 -1,336,0 -1,460,0

Out of Service Repair Times
Out of Service < 24 hours
Total Out of Service

9% Out of Service < 24 hours 78.729 88.579 92.669 92.889 91.24%  89.069 74.789 75.529 66.12%  83.729 74.629 64.759
Penalties (Offsets) Per Day 2,000 -2,004 -4,000 -4,000 -4,000 -2,004 2,000 2,000 4,000 0 2,000 4,000
Total Penalties (Offsets) Per Month 62,000  -56,000 -124,00p  -120,00p  -124,00p  -60,000 62,000 62,000 120,000 0 60,000 124,00{

[Total Out of Service Penalties (Offsets) YTD | 62,00d 6,000 -118,0d0 -238,000 -362,000 -422,000 -360,000 -298,000 -178,000 -178,00p  -118,000 6,00d

[Total Service Quality Penalties YTD | 62,004 6,00q 0] 0] 0] of of of 0| 0] 0] 6,004
*Call handling includes 14-state region vs. AZ/NM district

**Retail access lines only Page 1



