
Ryan P. Taylor 
Director, Regulatory 
900 Elm Street, Suite 1609 
Manchester, NH 03101 
603-656-8102 

January 20, 2011 

Kathryn M. Bailey, PE 
Telecommunications Division Director 
New Hampshire Public Utilities Commission 
21 South Fruit Street, Suite 10 
Concord, New Hampshire 03301 

Dear Kate: 

In accordance with the Commission's Electronic Report Filing (ERF) program, FairPoint 
Communications - NNE has electronically filed the Quality of Service report for December 2010 and 
is also filling the attached paper copy. 

There were seven (7) exchanges that met/exceeded a 1.58 customer troubles report rate for three 
consecutive months ending with the December 2010 report. 

As part of FairPoint's ongoing review of its retail Service Quality Index (SQI) metrics, FairPoint is 
also submitting here restatements of monthly and 2010 annual metrics calculations for three 
measures: 

Metric No. 13: Customer Trouble Reports Rate per 100 Lines~Network 

FairPoint's review of the monthly data included in this metric in 2010 showed that the data for 
several product groups which should have been reported in the metric calculations were not. These 
product groups are: 

1.	 2-wire digital 
2.	 Centrex/PBX 
3.	 COIN/COCOT 

The restatement of the monthly calculation for this metric changes each monthly result, therefore 
the year end average result also changes. 

Metric No. 14: % OOS Troubles cleared within 24 hours (Excluding Sunday) 

FairPoint's review of the monthly data included in this metric in 2010 disclosed several issues in the 
calculation logic for this metric related to: 

1.	 The Out of Service (OOS) time calculation 
2.	 The Sunday time exclusion 
3.	 The selection of the field used for ticket start time 
4.	 The logic used to determine whether a ticket was Out of Service (The logic did not account 

for some typographical inconsistencies in the ticket notes). 



These corrections produce minor differences in monthly results; however, the final year end
 
average does not change.
 

Metric No. 18: Held Orders, Average Delay Days 

FairPoint's review of the monthly data included in this metric in 2010 uncovered a data error in 
February 2010 results. The correct calculation of the results reduces the Average Delay Days from 
26.50 to 10.50 days. This end of year average result also changes from 8.54 to 7.20. 

FairPoint has attached two versions of 2010 year end results. On December 7,2010, FairPoint filed 
a request for the exclusion of some February and March 2010 metric results because of the impact 
of a severe storm in New Hampshire during that time. Version 1 presents results including the 
February or March results which FairPoint has requested to be excluded. Version 2 presents results 
with the affected metrics (11, 12, 13, 14, 15, 23, 24, 25) removed for the affected months. After the 
Staff has finalized its consideration of this exclusion request, FairPoint can move forward to 
calculate any penalty associated with metrics which have not met the 2010 benchmarks. 

Please call if you have any questions. 

Sincerely, 

ILl 
Ryan P. Taylor 

Attachments 

cc:	 Meredith Hatfield 
Peter Nixon 
Janet Brack 
Karen Mead 
Patrick McHugh 
John Lunny 
Teresa Rosenberger 
Rick Whitener 



FaIrPoint Communleatiolttl • NNE 
New Hampshire SQI Resulia 

Decembor (Version 1 t 
AN FEB MAR APR MAY JuH Jt.!I. PlUG SEP OCT NQY OEC AVG 

1 NH 7.2.1 a-9301 POTs Premise Installa110n 2007 
CAMP Average Dav! 10 Install YTD 

2008 
YTP 
2009 
YTD 
2010 38 4.1 4.0 3.9 4.3 5.0 3.8 4.,.4 4.4 45 4.2 4.3 
YTO 3.8 40 4.0 4.. 0 4.0 4.2 41, 42 42 42 42 4.2 4.2 

Basel;'-,,:! TBD 

2 NH 7 2.1 b-9301 POTs Mechanized Installation 2007 
CAMP Averaa9 Davs to Install YTO 

2008 
YTO 
2009 
YTD 

2010 2.2 2.0 3'.() 22 2,7 2A' 20 2,1 20 24 2.4 2.0 
YTO 2.2 21 24 2.4 2.4 24 2.4 2.3 2.3 2.3 2.3 , 2.3 2.3 

Base:lhle li'BD -

3 NH 7 2 1 -9301 POTs Combined Installalion 200T 
CAMP Average Days 10 Inslall YTO 

2008 
YTO 
2009 
YTO 

20-10 3.2 31 36 3.2 3.5 3.,8 31 3.3 3.2 3.3 31 3.0 
YTO 32 3.2 3.3 3.3 3.3 3.4 3.4 3.4 3.3 3.3 3.3 33 3,3 

Sase.ine li'8D 

6 NH 7 2 1 -9302 OSL Combined Inslallal10n 2007 
CAMP AveraCle Days to Install YTO 

2008 
YTO 
2009 ' 
YTO 

2010 3.2 28 32 3.4 3.5 32 2J 28 2.7 28 2.6 2.8 
, 

YTO 3.2 3.0 31 3.2 32 3,2 31 3.1 31 :\0 3.0 3.0 3,0 
Baseline TBO 

7R NH 7 19.1-9401 % Installation SeMces On:ters 2007 97 98 97 97 97 97 97 97 97 98 98 98 
CAMP Met Commitment YTO' 97 , 98 97 97 97 97 97 97 97 97 97 97 97 

2008 97 97 98 99 99 99 98 97 98 99 98 97 
YTD 97 97 97 98 98 98 98 98 98 98 98 98 98 
2009 98 44 77 75 72 85 82 83 85 88 80 93 
YTO 98 71 73 74 73 75 76 77 78 79 79 80 80 
2010 96 97 95 95 95 96 96 94 97 98 98 98 
YTO 96 97 96 96 96 96 96 96 96 96 96 96 96 

Baseline 90 

Baselin. - Penatty ~Jculation ~ 2009 10 2 29 27 26 27 25 24 23 22 21 21 20 20 100 
Baseline· Penatty CalGulation - 201 0 10 4 3 4 4 4 4 4 4 4 4 4 4 4 -60 

8 NH 7.2.1 0-9022 % Installation Ser:'Vtce Orders 2007 a a a a a a a a a a 0 0 
CAMP Mel  wlin 30 days YTO 0 a a a a a a 0 a a a a a 

2008 a a a a a a a a a a a a 
YTO, a 0 a a a a a a I a a a a 0 
2009 ' nfa 100 47 25 24 37 31 30 23 16 16 100 
YTO mla· 100 74 57 49 47 44 42 40 37 35 41 41 
2010 100 100 100 100 100 100 100 100 100 100 100 1.00 
YTO 100 JOO I 100 toO 100 100 tOO 100 100 100 100 100 100 

BaseUne 95 

Ba.5eline . Penaltv C.lcuI81l,gn - 2009 5 nfa a 27 43 51 53 56 58 60 63 65 59 59 1080 
Baselino - Pena-Ity Calculation - :2010 5 a a 0 a a 0 a 0 a a 0 0 0 -100 
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FarrPoJnt CommunIcallons· NNE 

JAN EEB MAR 

NDW Hampahrl'O SQ! Restllls 
Deeomber (Version 1 ) 

APR MAY ,!1lN JUt .e,],ffi SEP OCT NOV OEC AVG 

9 NH 7 6.2·9999 
MM 

, % Tolf and Local Assistance 

Operator ~alls answered within 
10 sec.onds 

Baseline 

2007 
YTO 
2008 
YTD 
2009 
YTO 
2010 
YTO 

90 

97 
97 
97 
97 
9·7 
97 
95 
95 

96 
97 
97 
97 
93 
95 
95 
95 

94 
96 
95 
96 
95 
95 
95 
95 

96 
96 
98 
97 
96 
95 
95 
95 

94 
95 
98 
97 
92 
95 
96 
95 

95 
95 
97 
97 
90 
94 
98 
96 

95 
95 
96 
97 
91 
93 
98 
96 

94 
95 
97 
97 
92 
93 
97 
96 

96 
95 
98 
97 
93 
93 
98 
96 

94 
95 
99 
97 
94 
93 
98 
97 

94 
95 
98 
97 
96 
94 
98 
97 

95 
95 
96 
97 
95 
94 
97 
97 

95 

97 

94 

97 

Baseline - Penalty Catculation - 2009 

Baselin8' - Penatty CalculatIon - 2010 

10 
10 

3 
5 

5 
5 

5 
5 

5 
5 

5 
5 

6 
4 

7 
4 

7 
4 

7 
4 

7 
3 

6 
3 

6 
3 

6 
3 

-40 
·70 

10 NH 7.7.2·9999 
MM 

% Direclorv ASSistance and Intercept 

Calls answered wi1h'" 
10 seconds 

Baseline 

2007 
YTO 
2008 
YTD 
2009 
YTO 
201.0 
YTO 

85 

93 
93 
92 
92 
100 
100 
93 
93 

94 
94 
93 
93 
82 
91 
94 
94 

90 
92 
95 
93 
92 
91 
91 
93 

91 
92 
96 
94 
92 
92 
94 
93 

90 
92 
98 
95 
91 
91 
97 
94 

88 
91 
98 
95 
86 
91 
93 
94 

92 
91 
97 
96 
85 
90 
91 
93 

96 
92 
100 
96 
89 
90 
91 
93 

95 
92 
100 
97 
90 
90 
93 
93 

95 
92 
100 
97 
93 
90 
95 
93 

95 
93 
100 
97 
93 
90 
94 
93 

93 
93 
99 
97 
91 
90 
93 
93 

93 

97 

90 

93 

B.tseline - Pllnalty Calculation - 2009 

Baseline - Penaftv Calculation - 2010 
15 
15 

0 
7 

9 
6 

9 
7 

8 
7 

9 
6 

9 
6 

10 
7 

10 
7 

10 
7 

10 
7 

10 
7 

10 
7 

10 
7 

-33 
·53 

11 NH 7.8.2-9999 
MM 

% RepaIr, Service Calls answered Wl1hln 
20 s~conds 

Bas8lin~ 

2007 
YTD 
2008 
YTP 

2009 
YTO 

2010 
YTO 

85, 

86 
86 
88 
88 
81 
81 
96 
96 

87 
87 
87 
88 
25 
53 
71 
84 

88 
87 
89 
88 
30 
45 
94 
87 

85 
87 
93 
89 
26 
41 
97 
90 

86 
86 
92 
90 
31 
39 
97 
91 

86 
86 
85 
89 
51 
41 
91 
91 

86 
86 
80 
88 
30 
39 
89 
91 

87 
86 
85 
87 
68 
43 
95 
91 

87 
86 
94 
88 
91 
48 
97 
92 

86 
86 
92 
89 
96 
53 
93 
92 

90 
87 
91 
89 
93 
57 
92 
92 

89 
87 
57 
86 
93 
60 
91 
92 

87 

86 

60 

92 

BaMline • Penalty Calculoltion - 2009 

aa...n". - Pen.hy CalculaUon - 2010 
15 
15 

19 
4 

47 
16 r 

55 
13 

59 
10 

61 
9 

59 
9 

61 
9 

57 
9 

52 
8 

47 
8 

43 
8 

40 
8 

40 
8 

167 
-47 

12 P. NH 7 9.b-9999 
MM 

% BUSiness Office and Other Calls 
Answered WIthin 20 seconds 

11:1....11__ n-.., m9 

Baseline 

2007 
YTO 
2008 
YTO 
2009 
YTO 
2010 
YTO' 

83 

75 
75 
62 
62 
87 
87 
92 
92 

75 
75 
74 
68 
30 
59 
85 
89 

76 
75 
66 
67 
7 

41 
89 
89 

74 
75 
56 
65 
38 
41 
95 
90 

68 
74 
49 
61, 
62 
45 
92 
91 

65 
72 
69 
63 
66 
48 
90 
91 

65 
71 
75 
64 
70 
51 
B6 
90 

72 
71 
93 
68 
86 
56 
85 
89 

67 
71 
86 
70 
82 
59 
87 
89 

62 
70 
89 
72 
87 
62 
88 
89 

65 
69 
77 
72 
85 
64 
84 
88 

58 
69 
7S 
73 
96 
66 
88 
88 

69 

73 

66 

88 

BAseline· Penalty Calcula1fon - 2009 

Baseline - P.nllity Calculation - 2010 

23 
17 

13 
8 

42 
11 

59 
11 

60 
10 

55 
9 

52 
9 

49 
10 

44 
11 

41 
11 

39 
11 

36 
12 

34 
12 

34 
12 

48 
-29 

13 R NH 7.12.1-9400 
CAMP 

Customer Trouble Recorts 2007 
Rate per 100 Ilnes·NelWork YTO 

I 2008 
YTD 
2009' 

nt...II~"l•• 1~ m 2009} YTO 
2010 
YTO 

Baseline 1.12 
-

1.47 
1.47 
085 
0.85 
160 
160 
0.85 
0.85 

071 
'09 
138 
112 
0.67 
1.14 
093 
0.89 

1.16 
111 
111 
111 
126 
1.18 
2.19 
132 

2.51 
1.46 
1.00 
109 
1.24 
1.19 
119 
1.29 

1.53 
1.48 
0.93 
1.05 
1.27 
1.21 
125 
1.28 

1.73 
152 
156 
1.14 
1.64 
128 
1.36 
130 

1.80 
1.56 
1.97 
126 
181 
136 
148 
1.32 

-
15q 
1.55 
183 
13p 
2.02 
1.44 
121 
131 I 

1,30 
152 
130 
133 
133 
1.43 
112 
129 

1.51 
1.52 
1.28 
132 
135 
1.42 
1.28 
129 

094 
1.47 
111 
1.30 
0..95 
1.38 
1.07 
127 

0.85 
142 
3.34 
147 
114 
1..36 
0.96 
124 

1.42 

1.47 

1.36 

1.24 

8.80 

1071 I 

Page 2 of 5 



FairPoint Communications - NNE 
New HamDStllre SCI Results 

Decomoor lVel"51on11 

~o 

YTO 

141tf INH 7.13009400 
FlgESTa 

'% OOS Troubles cleared Wllhln 

24 hours (excludino Sunday} 

(b.;:r:ndm. "91O~in 2009) 

JAN I fEll I MAB I APR I rM~ I JUN 1 NL , AUG 1 SEI'- I OCT T-NOV I OEC 
2007 79 
YTO 69 

20081 66 I 70 I 80 I 86 I 85 I 77 I 65 I 62 I 77 I 74 I 79 1 42 
YTol 66 I, 68 1 72 I 76 I 77 I 77 I 76 1 74 I 74 1 74 t 75 1 72 
20091 62 , 76 I 67 , 72 I 67 I 64 I 61- I 63 I 74 ,I 70 I 68 1 73 
YTol 62 I 69 I 68 I 69 I 69 1 68 I 67 , -66 I 67 I 68 I 68 'I 68 

87 
~ 

AVG 

69 

72 

68 

Baseline· Penalty Catculatlon - 2009 

Baseli.n.e • Penalty ~Iculation - 2010 
20 
13 

38 
25 

31 
26 

32 
30 

31 
25 

31 
21 

32 
19 

33 
19 

34 
19 

33 
18 

32 
18 

32 
18 

32 
17 

32 
17 

60 
31 

'!llff INH 7160-9400 1% Repa"Commllmenl. Mel I 20071 77 
CAMP I I YTOI 77 

20081 81 
YTol 81 
20091 77 

,,--,,_0"'2II1I;I1 YTol 77 
20101 93 
YTOI 93 

89 

86 
82 
79 
80 
75 
76 
93 
93 

n 
80 
86 
82 
69 
74 
84 
90 

69 
77 
89 
84 
77 
75 
93 
91 

76 
7-7 
88 
85 
80 
76 
94 
91 

81 
78 
87 
85 
81 
77 
94 
92 

81 
78 
82 
85 
85 
78 
89 
91 

81 
79 
80 
84 
86 
79 
89 
91 

79 
79 
85 
84 
90 
80 
93 
91 

81 
79 
85 
84 
89 
81 
90 
91 

86 
79 
87 
84 
91 
82 
92 
91 

83 
80 
62 
83 
89 
82 
90 
91 

80 

83 

82 

91 

Baseline· Penal Calculati~n - 2009 
Baseline· Penaltv Catcul.ation - 2010 

20 
-16 

16 NH 710·9999 --. 100 
MM 100 

100 
YTol 100 I 100 I 100 I 100 I 100 I 100 I 100 1 100 I 100' 1 100 I, 100 1 100 

20091 nia I n/a I nia I 100 I 100 I 100 I 100 I 100 I 106~ I 1'00 1 100'1 100 
YTol nia I nia I n/a I 100 I 100 1 100 I 100 I 100 1 100 1 100 I 100 I 100 
20~101 100 I 100 I 100 I 100 I 100 I 100 I 100 I 100 I 100 I 100 1 100 I 100 
YTol 100 I 100 I 100 1 100 I 100 I 1(j(f- I 100 I 100 I 100 I 100 1 100 I 100 

98 

100 

100 

100 

100 

Baseline - Penalty C.lculation - 200g 
Ba.seline - Penalty Calculation - 2010 

21 nia 
21 0 

nia 
o 

nla 
o 

o 
o 

o 
o 

o 
o 

o 
o 

o 
o 

o 
o 

o 
o 

o 
o 

o 
o 

o 
o 

-100 
-100 

17 NH 711-9999 
MM 

% Calf Complellon 20071 100 I 100 I 100 I 100 I 100 1 100 I 100 I 100 I 100 ,I 100 1 100 I 100 
YTol 1'00 1 100 I 100 I 100- I 100 I 100 I 100 I 100 I 100 1 100 I 100 'I 100 

20081 100 I 100 I 100 I 100 I 10Q.... I 1'00...1 100 I ....100 , 1QQ I 109 I 100 I 100 
YTOI 100 I 100 1 100 I 100 I 100 I 100 [ 100 1 100 1 100 I 100 I 100 I 100 
20091 nia I nia I nla I 981 97 '-98 , -98' I 98' 100 , 98 I 98 I 98 
YTot nia , nia I nia I 981 981 98 ,----g8 I -'96 I 98 I 981 98 , 98 
2010 
YTD 

97 

100 

100 

98 

98 

Baseline - Penalty Catculation - 2009 

Baseline· Penatty ~Icul..tion - 2010 
31 nla 
31 2 

nl.a 
2 

nia 
2 

2 
2 

2 
2 

2 
2 

2 .2 
2 

2 
2 

2 
2 

2 
2 

2 
2 2 

-33 
-33 

18 NH 7Ab-9021 
CAM"P 

Held Orders 120071 1240 I 7.ZL..L1043L6.67 I ~.~' 602J 383...L..5.li4L...1l.18 , 6·15-1 1000 I 10.30 
Average TotolOelayDoys I YTOI 1.240 I 10.10 t 10.21 r 9_32 I 856 I 8.1'4 I 752 I 728 I 793 I 775 I 7,96 I 8.15 

2008! 878 1 8.36 I 13.86 I 4.05 ,I 8.07 I 9.54 I 5.80 1 6.78 I 11.88 1 8.15 I 6,46 I 290 
YTDI B.78 I 8.57 I 10.27 I 8.71 I 8,58 I 874 I 8.32 I 8131 8.55 I 8.5f I 832 I 787 
20091 nia I 2.73 I 4.74 I 7.99 , 1460 I NIA I NIA I NIA I 2610 I 24.50 I .20.70 I 14.80 

f~'HIB_.7.13!"'90.)1 YTDl nia r 2.73 I, 3.74 I 515" 7.52 '-7,52 I 7.52 I. 752 I 11.23 I 1344 I 1448 I 14.52 

8_15 

7.87 

14.62 102.23 

B....,ine I 6-.46 
11 46 
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FairPoint CornmunlcaUops • NNIE 
New HampShire SOl Results 

DKe-mbQr (VQrBlon 1 1 
JAN FEB MAR APR MAV JUN JUL AUG SEP OCT NOV DEC AVG . 

Tra~kinQ Only 
19 NH 7 3-9022 Total, Held Orders on Hand 2007 41 19 22 18 30 24 19 37 29 25 32 27 

CAMP Month End YTO 41' 30 27 25 26 26 25 26 27 26 27 27 27 
2008 17 15 12 14 11 14 14 13 25 11 8 19 
YTO 17 16 15 15 14 14 14 14 15 15 14 14 14 
2009, 9 424 6.511 9,620 3,060 ' 0 0 0 42 3 5 11 
YTD 9 217 2,315 4,141 3,925 3.271 2803 2,453 2,185 1,967 1,789 1.640 1,640 
2010 3 2 1 4 6 5 2 2 9 8 11 8 
YTO 3 3 2 3 3 4 3 3 4 4 5 5 5 

21lR NH 7 •.•·9022 Averaoe Delav Davs for InslaHation 2007 1299 8.53 874 1492 8.50 5,48 554 
, 

13,45 23.04 20.63 13,41 1:0.34 
CAMP of Service YTD 12.99 1076 I 10.09 1130 1074 9.86 9.24 977 1124 1218 12.29 12.13 12.13 

2008 8.69 10,55 12.63 654 1178 1,0.38 628 10.84 14.73 15.92 8,42 6.04 
YTO 869 962 10.62 960 1004 1010 9.55 971 1027 10.83 10.61 10.23 10.23 
2009 6.97 17.30 460 560 1180 6.60 540 3.10 2.90 340 3.50 3.60 
YTD 697 12,1,4 9.62 8.62 9.25 8.81 8.32 7.67 714 6.77 647 623 6.23 
2910 ' 710 310 286 186 2,70 2.34 2,43 2m 2.10 2,41 264 255 
YTO 710 510 4.35 373 3.52 3.33 3.20 305 294 2.89 2.87 2.84 2.84 

I I 

21 R NH 7 ~9022 Number of InstallatIon On1ers 2007 20,603 16,221 16,617 17,348 21,925 17,922 15933 14,847 13.358 18,282 13,756 10,376 
CAMP YTO 20,603 36,824 53,441 70J89 92,714 110;636 126,569 141,416 154,774 173:056 186,812 19U88 197,188 

2008 12.721 9,451 9,426 12.868 16,676 13.722 11,628 10,561 12,549 16,137 12,068 11,274 
YTO 12.721 22.172 31.598 44,466 61,142 74,864 , 86,492 97,053 109,602 125.739 137,807 149.081 149,081 
2009 10,944 149 1426 8,692 3515 10,128 7,922 7,840 12,004 11,626 8,105 7,162 
YTD 1'0,944 11.093 12,519 21.211 24~ 726 34,854 42,776 50.616 62,620 74,246 82.351 89513 89513 
2010 7,902 11.223 8,150 7,727 6,777 7,662 6,309 6,756 6,925 8804 7,905 6,041 
YTO 7,902 19,125 27.275 35,002 41.779 49,441 55750 62.506 69,431, 78,235 86,140 92,181 92,181 

22.R NH 7.5.•.-9022 Number of Access LInes Installed 2007 6,400 5,501 5,719 5,604 6,838 8,331 6,114 6,776 5.020 5.510 4,691 4.145 
CAMP YTO 6,400 11,901 17,620 23,224 30,062 38,393 44507 51,283 56.303 61813 66,504 70,649 70649 

2008 4,805 3,960 3896 3,967 3,882 4,370 4,287 4,3M 4.691 4,'126 4,067 2,991 
YTO 4,805 8,765 12.661 16.628 20,:510 24,880. 29,167 33,511 38,202 42.628 46,695 49,686 49,686 
2009 3,482 0 82 1,254 709 2,420 2,017 1,874 1,917 2,051 1,571 1,586 
YTO 3.482 3,482 3,564 4,818 5,527 7,947 9.964 11,838 13,755 15,806 17,377 18,963 18,963 
2010 U49 1,437 1.470 1,554 1,525 1,907 1,800 1,669 1,596 1,413 1,490 1,351 
YTD 1249 2.686 4,156 5,710 7.235 9.142 10,942 12.611 14,207 15620 17,110 11!,461 ' 18461 

23 NH 7,80-9999 %Abandoned RepaIr, Calls 2007 1.8 1 7 18 1,5 12 13 1.4 1.3 13 1.4 I 12 1.2 
MM YTO 18 1.8 ,. 8 1.7 1.6 1..5 15 15 15 14 1.4 1.4 1.4 

2008 1.2 14 11 1.4 13 16 1.4 15 16 11 12 16 
YTD 12 13 1.2 1,3 13 13 1,3 14 1,4 14 1 3 1,4 1.4 
2009 14 25.4 26.2 178 15.8 1Q7 236 5.8 1.2 0.6 1.0 0.7 
YTO 14 134 176 17.7 17.3 16.2 17.3 15.8 142 12.8 118 10.8 10,8 

2010 0.5 110 0.7 04 0.3 08 0.8 04 0,4 0.8 07 05 
YTO 05 58 41 '3.2 26 2.3 2.1 19 1 7 16 15 14 1.4 

24 R NH 7,15.•-9500 Mean Time to Repair Hours 2007 23.52 1757 21.92 4480 32.02 24.27 24.67 22.83 2357 21.58 1990 18.33 
CAMP All, Service Problems YTO 23.52 205.5 2100 26.95 2797 27.35 26.97 26,45 2613 25.68 2515 2458 24.58 

2008 2000 21.11 18.58 16.23 1704 2025 ' 24.02 25.71 2l.63 20.26 19.37 541'3· 
YTO 20.00 20.56 19.90 18.98 18.59 18.87 19.60 20.37 20.51 20.48 2038 2319 23.19 
2009 33,22 3840 55.90 35.70 2880 3170 28.80 2550 23.20 24.60 23.90 2220 
YTO 33,22 38.40 4715 4333 39.70 3810 3655 34..97 33.50 3251 31.65 3079 30.79 
2010 20.60 19.90 27:90 1670 14.25 15.01 1850 18.28 15.35 18.19 16.38 15:20 
YTO 20.60 20.25 22,80 21'.28 1987 1906 18.98 18.89 1850 18.47 1828 1802 18.02 

Page 4 015 



FairPoint Communications· NNE 
NDW Hampshire SQ11 RttSu:Us 

25 R NH 7 14-9400 *Reoeat Trouble Reoorts 2007 
JAN 
882 

FEB 
490 

MAR 
986 

APR 
1,619 

Decembor (Vul8ion 1 ) 
MAY JUp.j JUL AUG 

1,436 1.399 (341 1.114 
SEP 

1,01) 
OCT 

1114 
!"tOv 
502 

DEC 
518 

AVG 

CAMP YTO 882 1,372 2,358 3977 5AJ3 6.812 8,153 9,267 10,284 11,,398 11.900 12,418 12,418 
2008 622 799 789 587 471 879 1,186 1,316 754 743 630 1',587 
YTO 622 1,421 2,210 2.797 3.268 4,147 5.333 6,649 7,403 8.146 8,n6 10,363 10363 
2009 ~ nJa 198 591 552 552 774 903 951 685 ·636 394 475 
YTO nJa 198 789' 1,341 1.893 2,667 3.570 4.521 5,206 5.842 6.236 6.711 6,711 
2010 369 282 1,029 532 497 567 581 526 469 513 432 325 
YTO 369 651 1.680 2,212 2,709 3.276 3,85? 4.383 4,852 5.365 5,797 6122 6122 

26/1 NH 717-9400 Access wnes In Service 2007 574J69 571410 567,321 563.110 559,298 555,035 550,606 545,442 507,777 503,613 498,370 493,595 540,862 
CAMP 2008 488,109 ~82.104 477,012 47Q,222 464,350 456.916 450,231 443.725 438,005_ 432001 427,079 421,662 454,301 

2009 415,671 352,237 346.160 ~ 339,453 336,102 332.140 325,953 319,910 310.287 ' 304,249 298,441 293,404 331,167 
2010 287.424 283,201 '278.422 277,044 276,305 274,473 270,811 266,471 1263.152 257.274 252,309 248,630 269,626 

27 NH 7 4 1-9022 Held Order'S over 30 Days 2007 1 1 1 0 2 0 1 4 4 2 2 4 2 
CAMP fOf facllily reasons 20081 1 2 2 1 2 0 2 2 3 2 2 4 2 

2009 3 0 512 2,169 412 0 0 0 0 1 4 7 
YTO 3 2 172 671 619 619 619 619 619 310 282 259 259 
2010 1 1 1 1 2 2 0 0 0 1 1 0 
YiO 1 1 1 1 1 1 1 1 1 1 1 1 1 

Footnoles 
. 1/6110· Benchmarks uodated to reflect transition benchmark$ 

Metric # S LOescnotlon I I 
12 Business Office - CallS answered w/l'n 20 se~on-dS 

13 Customer Trouble Regons - Rate per 100 lines· Network 

14 %. OOS Troublu cleared w/ln 24 _hours- (excludfng:Sund IY) 

15 % Reoal~ Commitments Mel 
18 Held ordef1 - aver:aae delay days 

I 
.. 1/20/10 - PenallY calculations uDdated to reflect same methodoloov of cal'culatlha Denaltl"" as Maine 

Inserted I ,row for eaeh metric that will ealeulate the penattv based on "9f, no1 met" ~ Maine methodoloavl 

i Metric# SC I Oescriotion I I 
7 % Installation SerVice Or~ers - Met Commitmef!lS (D~naltv 15 % NOT MET) 

8 %.Insta.llahon Service Orders - Met wfin 30 days ("enalty 15 % NOT MEl 

9 Toll and Assist - Operator calls answered wlln 1.0· seconds (f)enallY'ls N9T ANSWERED w!in 90 secongs) 

10 DIrectory Assistance and Intercept calls answered wJin 15 seconds (penalty is NOT ANSWERED w/in 85 seconds 

11 ReDal,-Servlce calls answered wlto 10 seconds (Denaltv IS NOT ANSWERED wlin 90 second.~ 

12. BUSiness OffIce· Calls answered w/rn 20 seconds (Denall,/ IS NOT ANSWERED wlln 80 seconds) 

14 % OOS Troubles cleared wlln 24 hours (excludlnQ SlJnd~y) (penalty IS NOT CLEARED 

15 % Repair·Commitments Met (penally Is NOT MET) I 
16 milltone Soee:d wi!" 3 seCQnds (cenaUv IS GREATER THAN 2 seconds 

17 i% Call Comol.t;on loen.1tv i~ GREATER THAN 3 seconds 
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central Office, with Cunomer Trouble Report$ > 1.S8 and 2.S Anachment 1 
2010 Report Item 12a 

1/20/10 I 02/1911<>... I 03/19710' C=04/20/10 I OS/20/10 I 06/21/10 I 0111..0110 I 08/20/10 I 09/20/10 I 10/20/10 [ 11/20/10 I 12/21/10 
8etn@1em I Canaan I -ATsteail- 1--= Bedford I • Alstead 1 Alstead I 1Jiliiil I Bedford I candia___ I Alstead I Alstead I Col~brQO
 

Cand'a rCeriter Sandw1chl ------,.-tklnson - I Cltlian I • Ashland I lWiAliid I ..diliiiiil I Belmonl rCOWIk, ~""Ith I Atkinson 1 AtkinSon I lJ>onfocld
 
Cent~i Sandwlc 'C. ar 'estown Barstl! ton
 A Il:l$On ,mJ ! anson
 

itlwi iam itzwi iam Be or
 I't1cer n· 0: Urtufi Barnn ton
 
Franconia Francorlli( e mont
 r eslmiln .Bet. e em loti Bait ett 
~a:·b,n,,;;,v,"1' .r~.n i.. Rrictn ('''''' .......,,1.- l:I. .. i....... r..
 

littleton I Hanover I • Canaan I Oeemeld =r:: trfiill" I Center Sandwich I ~,,"aJ'l I OOrh.", I iIIInOVd I Cijiiil'O.1 I Hampton 1 LVi 

Plai,tow =:::::r Newport::=I Charlestown I • Ep,om I • Epping I Deeifie'ld I Center SandWich I F,ranconia I (~'!Tle I Deoifi.,ld I Lynn_ I MitE"" ~"!J 
Rumney 1 North Stratford I Claremont I Errol i EilS6m I Dover I Charlestown I ~O'''''1'h I Marlow I Dublin I Madison I Norffi1i........m 
Seabrook umney Our am 

Sunap.e Farmoncl~n 

rr.rry - -Gnol'<1rl"'ld Farmm£ton D.pin£ lJIlDlin "-=\.On 1"1 II 'WwltbOm "'-, ta.n M'" PWmtlOl,. 
Dover .............,. PIIz;n 10'" ..,.0'" Ou, am "'"_ ~1~IWW fl:anKIifl Nllftl'lot,al or- 'l"mJ1~ I 

Durham "Groveton <';l~n • ~ ~ ... nconia ~gl'" ' ..rl!l'Son II.IVmgrj Liar am Pitts ur2. '5ijni!Oilti 
EppinR, Hampstea Gmrl'lilm G en a ~ Err,o hflLUQf, ~ul'lth~ GJeen lelCl "um_~.... ImWOnrl 
Epsom • Hampton _l>f~~_ yo!!'!.m _~x.ter Lancon.r.l!'f«~ lirov~ Rye Bea~ ~t~~ 
Errol - - .-------Hancock I G_olDn I ----c;_ 1 frtiwih..m ----r- jl'fTlj~ Seobrnok I H;l<I'IPIJ,..d I ')un"... 

Exeter [ Hin,dal. ---,- IiIrT"I>l~~ I Ibmpt<r.l I Jjl~-"o¢trl. 1- M1Jjji - [ 5UUW..n I -mrfgl/lfl I Slifiap~e 
•	 Je erson 1!~_lct1 e 

In ston Hancock 
li'PCfii-ter Hanover 

Cireeiifi.ld [.,.... I Hinsdal. T~tDn I (inwatoo 1 fIi(i I I"',ndint.. I - r.na<tor 
Gre.nv,lI. I Marlow I lJi;li[on - 1 l_on I lfinllllon - I ~"'{l10od I I LYm~ 

CirovetoD .. Milton Mi s laconia l",uu·jOY!!!f -
Hampstea • N~marJeel Lebanon lHarrisville: 
H:amplon I -- "-~Qf1 1- -------usDon I M.redlth I Hin'dale I SomeT,worth I --~Mlllo,d 

Mi an )-er .rOO(l 511 I.....n 
N~w B-aston K'IltiTO'I arfen 

King,ton I 'Port,mouth I Milford I Newmarket I l1Incen.r I We.'! Sl.....-ar1!town I I Nashua 
l.nc.ster I 'iray~l ' Milton, I N.wport I _~on \ I I N.w Bostcln 

l"m" ~ Rinde. - ~. MoultonDOroT No-rtn-Stratford 1 1I~1>Eiii 1 I I Pen;JCQok 
Mandl...t.r I Roch.st.r I Pelh.m I Pelham 1 1'1mf I I 1- ..~ 
Merrimack I Se~rook I Pitt,burg I Penacook I Ma;111iOro I I I liji~d 
Milfora~Somersworth I lI,Iymarlt:l -~Pik. I Marlow 1 1---- 1 "1JllllltlI' 

Miiton Mill, I Sp_olford I "lil'dl/l!. I p,tt,b~rg I Milton Mills I I I ~rgr~ 
Moultonboro I Suncook I Rye Beam I Pillsfi.ld I -Newm"ul I I I Su:llVim 

Nas ua' T.mwortn - Sunapee 
New BostQ.~ Warrl!!fl	 amwo,rth 
Newmark.t I W.stin-oreland 1 Tamworth I Parbmouth I Peterborough I _-, I Wllpole 
!ilewpo,t I'W'~LSt.w.rtstownl Troy I l\I\Il'IIand I Pike I I I \/\i",,,,n 

Northwood I • Wood,ville I Tw,n Mountain I Ibliii~ I Plymouth I I I We,t Sf.warlSlown 
P.lham' 1 WaIten I Rye B.ach I paUJm<MJlh I I I Winch.ster 

PenacoQk- I I Wll!""'orfbn~ !Sanbornvill. I 1liI~r:l
 
Pike I ! WliIdMis1ef ~eabrook I llilldtii:.

Pitt,field' I I 'Woodsville I Som.rsworth I Rum"•.,
 
J>IOIslow I I I Sullivan I ~y~ 114.~"
 

Po.rUmouth r - --- 1-- ~unap.. I ~"lillf""mi
 

• Raymond I I I T.lm_m I SulTrvan 
Rindg_e_ ] I I TWIn f;iou_in I ~!!.nape.
 

Rochester - I - -I -------, Wlfl1III I s..;~
 

I w~~~~nif"""1 LrIT~l ~""11'1 WIULJn."•.UI 

VulTtln 
·u • n •.:eJ_..=::t. I I I I 

50m.rsworth I I 1-- - I W.,lmllr.G!1id 
Sun"po. I ---- 1- ~ 1 Wfiileftl!ld 

Suncook- I 1 ,-- r---Wolleboro 
Tilton I - ~ ~- I Woo.i!sville 
Troy 

fwin Mountain 

I I I WestiiiOr.rand I I I I I I I I I IWinchester 



Held Orders> 30 days Attachment 2 
Ilem' 4---' 

~, 

01/20/10 02/19/10 10/20/10 11/20/10 12/21/1007/20/10 08/20/10 
Newport P-ortsmoulh N/ALaconia N/A N/A N/A 

. -t=
- -I 



F.I'i'PoIn~ CommUldcallana· NNE 
New HampShIre SCI Resul!s 

December 2010 jVl!f!Ron :I wlli1 $IC1nnfhl'" 
JAN FEB MAR APR MAY JUN Jut AUG SEf' OCT N V OEC AVG 

1 NH 7.2.1.0-9301 POTs Premise Installallon 2007 
CAMP Average Oays to Inslall YTO 

2008 
YTO 
2009 
YTD 
2010 3.8 41 4.0 3.9 4.3 5,0 3.8 4.4 4.4 4.5 42 4.3 
YTO 3.8 40 4.0 40 40 4.2 4.1 4.2 4.2 4.2 4.2 4.2 4.2 

Baseline TBD 

I 
2 NH 7 2 1 b·9301 POTs Mechanized Installation 2007 

CAMP Average Days to Inslall YTO 
2008 
YTI5 

2009 
YTD 
2010 22 2.0 3.0 2.2 2.7 2.4 2.0 21 20 2.4 2.4 2:0 
YTO 2.2 21 24 2.4 2.4 24 24 2.3 2.3 2.3 2.3 2.3 2.3 

Baseline TBD 

3 NH 7 2.1 ·9301 POTs Combined Installation 2007 
CAMP Averaoe Da,V$ to InstaU YTO 

2008 
YTO 
2009 
YTD 
2010 32 3.1 3.6 3.2 3.5 3.8 31 33 3.2 3.3 3.1 3.0 
YTO 3.2 32 3.3 , 3.3 33 3.4 3.4 3.4 3.3 3.3 3.3 3.3 3.3 

Baseline TBD I 

6 NH 7 2 1 ·9302 DSl Combined In5tallahon 2007 
CAMP Average Days 10 Install YTO 

2008 
YTO 
2009 
YTD 

2010 3..2 2.8 32 3A 3.5 3.2 27 2.8 2,7 2.8 2.6 2.8 
YTO 32 3.0 31, 32 32 3.2 3.1 31 3 I 3.0 3.0 3.0 3.0 

811M-line TBD 
, 

7 i'! NH 7 191·9401 ,% Inslallallon SeI'VIC6S Orders 2007 97 98 97 97 97 97 97 97 97 98 98 98 
CAMP Met Commitment YTO 97 98 97 97 97 97 97 97 97 97 97 97 97 

2008 97 97 98 99 99 99 98 97 98 99 98 97 
YTO 97 97 97 98 98 98 98 98 98 98 98 98 98 
2009 98 44 77 75 72 85 82 83 85 88 80 93 
YTO 98 71 73 74 73 75 76 77 78 79 79 80 80 
2010 96 97 95 95 95 96 96 94 97 98 98 98 
YTO 96 97 96 96 96 96 96 96 96 96 96 96 96 

Baseline 90 

Baseline· Penaltv Carculation - 2009 10 2 29 27 26 27 25 24 23 22 21 21 20 20 100 
Baseline - Penalty Calculation· 2010 10 4 3 4 4 4 4 4 4 4 4 4 4 4 ·60 

8 NH 72 1 c·9022 % Installation Serv~ce Orders 2007 0 0 0 0 0 0 0 0 0 0 0 0 
CAMP Met· wJm 30 days YTO 0 0 0 0 0 0 0 0 0 0 0 0 0 

2008 0 0 0 0 0 0 0 0 0 0 0 0 
no 0 0 0 0 0 0 0 0 0 0 0 0 0 
2009 nJa 100 47 25 24 37 31 30 23 16 16 100 
YTO nIa I 100 74 57 I 49 47 44 42 40 37 35. 41 41 
2010 100 100 100 100 100 100 100 100 100 100 100 100 
YTD 100 100 100 100 100 100 100 100 100 100 100 100 100 

Baseline 95 
I 

Baseline - Penalty Calculation ~ 2009 5 nla 0 27 I 43 51 53 56 58 60 63 65 59 59 1080 
Baseline· Penatty Calculalion .. 2010 5 0 0 0 I 0 0 0 0 0 0 0 0 0 0 ·100 
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FairPoint. Communications & NNE 
New Ham.D&tliro SQI Results 

DKllmbor 2010 ~rslon h,tt,.. SIMm wahrllf} 
JAN FEB MAR APR MAY JUN JUt. AOO SEP O_C.:r NOV DEC AVG 

9, N,H 7 6.2-9999 % Toll and Local Assistance 2007. 97 96 94 96 94 95 95 94 96 94 94 95 
MM Operator Calls answered WIthin YTO 97 97 96 96 95 95 95 95 95 95 95 95 95 

10 seconds 2008 97 97 95 98 96 97 96 97 9B 99 98 96 
YTO 97 97 96 97 97 97 97 97 97 97 97 97 97 
2009 97 93 95 96 92 90 91 92 93 94 96 95 
YTO. 97 95 95 95 95 94 93 93 93 93 94 94 94 
2010' 95 95 95 95 96 98 98 97 98 98 98 97 
YTO 95 95 95 95 95 96 96 96 96 97 97 97 97 

Baseline 90 

Baseline * Penaltv Calc:ulaUon - 2009 10 3 5 5 5 5 6 7 7 7 7 6 6 6 -40 
Baseline ~ Penatty Calculation - 2010 10 5 5 5 5 5 4 4 4 4 3 3 3 3 ·70 

10 NH 7,7 2·9999 % Olreeto!'V Assistance and Intercept 2007 93 94 90 91 90 88 92 96 95 95 95 93 
MM Calls answered within YTO 93 94 92 92 92 91 91 92 92 92 93 93 93 

10 seconds 2008 92 93 95 96 98 98 97 100 100 100 100 99 
YTO 92 93 93 94 95 95 96 96 97 97 97 97 97 

2009 100 82 92 92 91 86 85 89 90 93 93 91 
YTO 100 91 91 92 91 91 90 90 90 90 90 90 90 
2010 93 94 91 94 97 93 91 91 93 95 94 93 
YTO 93 94 93 93 94 94 93 93 93 93 93 93 93 

Baseline 85 

" Base.line ~ Penalty Calculation - 2009 15 0 9 9 8 9 9 10 10 10 10 10 10 10 ·33 
BaMllne ~ Penaltv Cilculatlon - 2010 15 7 6 7 7 6 6 7 7 7 7 7 7 7 ·53 

11 NH 7,8.2-9999 "/0 Repalf Service Calls a-nswered WIthin 2007 86 87 88 85 86 86 86 87 87 86 90 89 
MM 20 seconds YTO 86 87 87 87 86 il6 86 56 86 86 87 87 87 

~"'''II.!'W 2008 88 87 89 93 92 85 80 85 94 92 91 57 
YTO 88 88 BB 89 90 89 BB 87 88 89 89 86 86 
2009 81 25 30 26 31 51 30 68 91 96 93 93 
YTO 81 53 45 41 39 41 39 43 48 53 57 60 60 
2010 96 nla 94 97 97 91 89 95 97 93 92 91 
YTO 96 nla 95 96 96 95 94 94 95 94 94 94 94 

Baselln. 85 
, 

Baseline - Penalty Calculation· 2009 15 19 nla 55 59 61 5·9 61 57 52 4J 43 40 40 167 
Ba.seline .- Penalty Calculation - 2010 15 4 nJa 5 4 4 5 6 6 5 6 6 6 6 ·60 

I 
12 R NH 7,9_b,9999 % BlJsines$ Office and Other Calts 2007 75 75 76 74 68 65 65 72 67 62 65 58 

MM Answered lMlNn 20 seconds YTD 75 75 75 75 74 72 71 71 71 70 69 69 69 
(_WJlfwo! 2008 62 74 66 66 49 69 75 93 86 89 77 75 

YTO 62 68 67 65 61 63 64 68 70 72 72 73 73 
2009 87 30 7 38 62 66 70 86 82 87 85 96 

_11.._11 In ~!Il' YJO 87 59 41 41 45 48 51 56 59 62 64 66 66 
2010 92 nJa nJa 95 92 90 86 85 87 88 64 88 
YTO 92 nla nJa 94 93 92 91 90 90 89 89 89 89 

Baseline 83 

Bas.Un. - Pen.. lty cal~ulatlon - 2009 23 13 nla nJa 60 55 52 49 44 41 39 36 34 34 48 
Baseline - Penally Calculation - 2010 17 8 nJa nJa 6 7 8 9 10 10 111 11 11 11 ·35 

13 R NH 7 12 1·9400 Customer Trouble ReDorts 2007 ' 147 071 1.16 2,51 1_53 1.73 180 1,50 130 151 094 0,85 
CAMP Rltl> _101ilI/lOOs-Netwof1< YTO 147 109 1.11 1.46 1.48 1,52 1.56 155 152 1.52 147 1,42 1.42 

-." ...........J 2008 0.85 .1;,38 111 100 0,93 l' 56 1.97 183 130 1.28 111 3,34 
I YTO 0,85 11'2 1,11 1. 09 105 114 1.26 133 1,33 132 130 1, 47 1,47 

2009 1.60 0,67 126 124 1.27 164 1,81 2,02 1.33 135 095 1'14 
lRMIIno ....1.B If> 2lIOII] YTO 1.60 114 118 1.19 121 1.28 1,36 1.44 1.43 _142 1.38 1.36 1,36 8BO 

- 201~0 085 0.93 nla 1,19 125 1"36 148 121 1 12 128 1,07 0.96 
YTO 085 0.89 nJa 0,99 106 112 118 118 117 119 1,17 115 1.15 2.68 I 

Baseline 1.12 
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FairPomtComrnuJ'llcations· NNE
 
New Ham,pshim SQJ R&lItllts
 

Decembol" :l.l110 IVa:rallm:il \O'llb IStlirmW.uvMl
 
JAN FEB MAR APR MAY UN JUL _AUG SEP o T NOV DE AVG 

% oos Troubl~s cleared witj'lin 'NH 7.13.0-9400111 R 83
 48
 60
 67
 69
 79
2007
 68
 70
 65
 69
 73
 76
 
. FIRESTG 24 hour.• "<elu<!.i<la Sunday) YTO 76
 74
 66
 67
 67
 69
68
 67
 66
 66
 66
 68
 69
 

:.Iarm-mu 2008
 66
 70
 86
 65
 74
 79
 42
80
 85
 77
 62
 77
 
74
66
 68
 76
 77
 77
 74
 74
 75
 72
 72
 

2009
 
¥TO 72
 76
 

73,
 
(bau~lil:Mll'. W;J5 80 iP ~~
 

72
76
 67
 67
 64
 61
 74
 70
 68
62
 63
 
68
 67
 68
YTD 62
 r 69
 69
 69
 66
 67
 68
 68
 68
68
 

, 2010
 nla 89
 83
 87
75
 nla 93
 92
 81
 B8 83
 90
 
75
 nla nla 82
 86
 87
 86
 

87
 
YTO 86
 86
 86
 86
86
 86
 

Baseline - Penalty Calculatlon - 2009 nla20
 38
 nla 31
 31
 32
 34
 33
 32
 32
 32
 60
33
 32
 
Baseline· Penaltv Calcufation· 2010
 nla 18
 14
 13
 14
 14
 14
 14
 14
 8
13
 nla 14
 14
25
 

NH 7 16.a·9400 rAt RtOIir Commitments Mel 77
 76
15 R 2007
 69
 81
 81
77
 86
 81
 79
 86
 83
81
 
CAMP .tDnT'I ....~lfll)r 78
YTO 77
 82
 80
 77
 77
 78
 79
 79
 79
 80
 80
79
 

88
 87
2008
 81
 79
 86
 89
 82
 85
 85
 87
I
 80
 62
 
YTO 85
 84
81
 80
 82
 84
 85
 85
 84
 84
 84
 83
 83
 
2009
 75
 69
 77
 85
 89
 91
77
 80
 81
 86
 90
 89
 

74
77
 76
 75
 76
 77
 79
 82
 82
 
2010
 
YTO 78
 80
 81
 82
,,-,..-U"_l 

93
 nla 94
 94
 93
 90
93
 93
 89
 89
 92
 90
 
92
 

89
 
YTO' 93
 nla 93
 93
 92
 92
93
 93
 93
 92
 92
 92
 

Baseline - Penattv Calculation - 2009 nla 24
 21
 19
 18
 18
 18
15
 23
 24
 25
 23
 22
 20
 20
 
Baseline - Penaltv Calculation - 2010 7
 7
 7
 8
 8
 8
 ·2711
 nla 7
 7
 7
 8
 8
 8
 

NH 7 10-9999
 16
 % Dlaltone Saeed within 3 sec_onds 2007
 100
 100
 100
 100
 100
 100
 100
 100
 100
 
MM
 

100
 100
 100
 
100
 100
 100
 100
 100
 100
 100
 100
 100
 100
 100
 100
 100
 

2008
 
YTO 

100
 100
 100
 100
 100
 100
 100
 100
 100
 100
 100
 
YTD
 

100
 
100
 100
 100
100
 I 100
 100
 100
 100
 100
 100
 I 100
 100
 

2009
 
100
 

nla 100
nla nla 100
 100
 100
 100
 100
 100
100
 1'00 
100
 100
 100
 100
 

2010
 
YTO nla nla nla 100
 100
 100
 100
 100
 100
 

100
 100
 100
100
 100
 100
 100
 100
 100
 100
 100
 100
 
YTO 100
 100
 100
 

98
 
100
 100
 100
 100
 100
 100
 100
 100
 100
 100
 

a ,-e..uline - Penalty Calculation - 2009 n/a 0 02
 rila nla 0 0 0 0 0 0 0 ·100 
.100
aaseline - PenaltY CaJculation - 2010 0 0 a 02
 0 a 0 0 0 0 a a 0 

17
 NH 7.11·9999 '% Call Com lellen 2007
 100
 100
 100
 100
 100
100
 100
 100
 100
 100
 100
 100
 
MM YTO, 100
 100
 100
 100
 100
 

2008
 
100
 ioo 100
 100
 100
 100
 100
1'00 

100
 100
100
 100
 100
 100
 100
 100
 100
 100
 100
 100
 
YTD 100
 100
 100
 100
1100
 100
 100
 100
 100
 100
 100
 100
 100
 

2009
 nla nla nla 98
 97
 98
 98
 100
 98
 98
98
 98
 
YTO nla 98
 
2010
 

nla nla 98
 98
 98
 98
 98
 98
98
 98
!18 
98
 98
 98
 98
 98
 98
 98
 98
 98
99
 99
 98
 

YTO 98
 98
 98
 98
 98
 98
 98
 98
98
 98
 98
 98
 98
 
97
 

-
nlalBaseline - Penalty Carcui.tlon - 2009 3
 n/a nla 2
 ·332
 2
 2
 2
 2
 2
 2
2
 2
 

3
Baseline - Penalty calculation - 2010 2
 2
 2
 2
2
 .2
 2
 2
 2
 2
 2
 2
 ·332
 

18
 NH 7.4 b-9021 7.79Held Order'S 2007
 t2AO 10.43 6.67 5.53 6.02 3.83 13.18 6.155.54 10.00 10..30
 
CAMP 1021
 7.52 ' 7.28Average TOIaI Delay Days YTO 12.40 10 10
 9:32 7.75 796
 8.15 8,15
 

2008
 
856
 8.14 793
 

13.66 405
 11,888.78 8.36 807
 9.54 6.78 8.155.80 646
 2.90 
,8.558.57 1027
 871
 8.5'8YTO 8.78 874
 832
 8.13 8.51 8.32 7.87 7.87
 

2009
 474
 N/A N/An/a 2J3 7.99 14.60 N/A 26.10 20 70
 1480
 
~ W.lS 7.-1& 1:'1 2009
 

24 50
 
515
YTD nla 2.73 3.74 752
 7.52 752
7.52 11.23 13.44 1448
 14.52 14.52 102.23 

2Q10 1230
 10 50
 2.00 900
 10.50 4,40743
 8.50 471
 4.67 2.83 9.60 
11.40 8.45YTO 1230
 827
 8,86 860
 740
8.62 812
 770
 720
 7.20 1146
6.99 

6.46Baseline I
 

, 
2DlI!lp......rt. 

2D10 Ptmllll 
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FafrPoint ConununlcatJons • 'NNE. 
Now Hampshire SQI Rusults 

Deliembor 201Q lVa'81oo2~1l1 ~W!I"«I 
JAN FEB MAR AP'R MAY JUN JUL I .'IUG SEP OCT NOV DEC AVG 

Tracking Only 

19 NH 7.3-9022 TOlal Held Orders. on Hand 2007 41 19 22 18 30 24 19 37 29 25 32 27 
CAMP Month End YTO 41 30 27 25 26 26 25 26 27 26 27 2'7 27 

2008 17 15 12 14 11 14 14 13 25 11 8 19 
YTO 17 16 15 15 14 14 14 1'4 15 15 14 14 14 

2000 9 424 6,511 9,620 3,060 0 0 0 42 3 5 11 
YTO 9 217 2,315 4.141 3,925 3,271 2.803 2,453 2,185 1,967 1,789 1,640 1640 
2010 3 2 1 4 6 5 2 2 9 8 11 8 
YTO , 3 3 2 3 3 4 3 :3 4 4 5 5 5 

2(1 ~ NH 7.4.•·9022 Averaoe Delay Days for Inslallallon 2007. 12.99 853 874 14.92 8,50 5,48 5.54 13.45 2304 20.63 13.41 19·34 
C.A~p of Service YTO 1299 10.76 10.09 11.30 1074 9.86 9.24 9,77 11.24 1218 12.29 12.1,3 12.13 

, 2008 8.69 10.55 12.63 6.54 1118 10.38 628 10.84 14.73 15.92 8.42 6.04 
YTO 8.69 9.62 10.62 9.60 1004 10.10 9.55 9.71 10.27 10.83 1061 10.23 10.23 

. 2009 
YTO 

6.97 
6.97 

1730 
12.14 

4.60 
9.62 

5.60 
862 

1180 
9.25 

6.60 
8.81 

5:40 
8.32 

310 
767 

290 
7.14 

3.40 
677 

3.50 
6.47 

3.60 
6.23 6.23 

20'10 710 310 2.86 186 270 2.34 2.43 2.01 2.10 2.41 ,2.64 255 
YTO 710 510 4.35 373 3.52 3.33 320 3.05 294 2.89 287 2.84 2.84 

21 ill NH 7 5·9022 Number of Il"Islallation Orders 2007 20,603 16,221 16,617 17,348
-

21,925 17,922 15,933 ' 14,847 13,358 18.282 13,756 10,376 
CAMP YTO ' 20,603 36,824 53,441 70,789 92,714 110,636 12.6,569 141,416 154,774 173,056 186,812 197,188 197,188 

2008 12,721 9,451 9,426 12,f!68 16,676 13.722 11,628 10,561 1,2,549 16,i37 12,068 11,274 
YTO 12,721 2.2,172 31,598 44,486 61 )42 74,864 86,492 97J 053 109,602 125,739 137,807 149,081 149,081 
2000 10,944 149 1,426. 8,692 3,515 10,128 7,922 7,840 12004 11,626 8,105 7,162 
YTO 10,944 11,093 12.519 21,211 24,726 34,854 42,776 50616 62,620 74,246 82.351 89513 89,513 
201'0 7.902 11,223 8,150 7,727 6,777 7,662 6,309 6,756 6,925 8,804 7,905 6,041 
YTO 7,902 19,125 ,27,275 35,002 41.779 49,441 55,750 62,506 69,431 78,235 86,140 92,181 92181 

22 il NH 7.5.•·9022 Number of Access LInes loslalled 2.007 6.400 I 5,501 5,719 5,604 6,838 8331 6,114 6,776 5,020 5,510 4,691 4,145 
CAMP YTO 6,400 11,901 17,620 23.224 30.062 38,393 44 507 51,283 56,303 61,813 66,504 70,SA9 70,649 

2008 4,805 3.960 3,896 I 3,967 3,882 4,370 4,287 4,344 4.691 4,426 4,067 2,991 
YTO 4,805 8,765 112,661 16628 20,510 24,880 29,167 33,511 38,202 42.628 46,695 49,686 49,686 

2009 3482 0 82 1,254 709 2,420 2017 1,874 1,917 2,051 1,571 11,586 
YTD 3,482 3,482 3,564 4,818 5,527 7,947 9,964 11,838 13,755 15,806 17.377 18,963 18,963 
2010 1,249 1,437 1.470 1,554 1,525 1,907 1,800 1.669 1,596 1.413 1,490 1.351 
YTO 1,249 2.686 4,156 5,710 7,235 9,142 10,942 12,611 14,207 15,620 17.1110 18,461 18,461 

23 NH 7 8.•,9999 'til ~nt4 Repair Calls 2007 18 1.7 1.8, 15 1.2 13 14 1.3 1.3 1.4 12 12 
MM ,.to~",.I"'" YTO 1.8 18 1.8 17 1.6 l' 5 15 15 1.5 1.4 14 14 1.4 

2008 1.2 14 1.1 1.4 13 1.6 14 15 16 t 1 12 1.6, 
YTD 12 13 12 1.3 1.3 1.3 1..3 1.4 14 1.4 1.3 1.4 1.4 
2000 14 254 26.2 178 158 10.7 236 5.8 1.2 0.6 1,0 0.7 
YTO 14 13.4 176 17,7 173 16.2 17,3 15.8 14.2 12.8 118 108 10.8 

2010 0.5 nla 07 04 0.3 0.8 0.8 0.4 0.4 08 0.7 0.5 
YTO 0'.5 nla 0.6 05 0.5 0.5 0.6 0.6 0.5 0.6 06 0.6 0,6 

24 R NH 7.15.•·9500 Mean Time to RepaIr Hol,I('S 2007 23.52 17.57 21.92 4480 32.02 24.27 2467 22.83 2357 2158 19.90 '1833 
CAMP All e-r.1ClO Problem. YTO 2352 20.5'5 21.00 2695 2.7 97 ~7.35 2697 26.45 26.13 25.68 25.15 24.58 24.58 

t\!liIosm ....I.·ott 2008 20.00 2111 1858 16.23 1704 2025 24.02 2571 21.63 .20.26 i937 5413 
YTO 20.00 20.56 1990 1'8.98 18.59 1887 19.60 20.37 20.51 2048 20.38 2319 23.19 
2009 33.22 3640 55.90 35.70 28,80 31.70 28.80 25.50 2,3.20 2460 2390 22.20 
YTD 3'3,22 3640 4715 4333 3970 3810 36.55 34.97 3350 32.51 31.65 '3079 30,79 
2010 2060 nia nla 16.70 14.25 15_01 18.50 18.28 15.35 1819 16.. 38 15.20 
YTD 20.60 nla nla 18.65 17.18 16.64 1701 1722 16.96 1711 17.03 16.85 16.85 
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FairPoInt Commun ications • NNE 
NilViI' HampshIre Sal R&Sulls 

Decembel 2(11 0 lV~lDiI Z ....1111 Storm WIII\IIIr) 
I JAN FEB MAR APR MAY ~ JUN JUL AUG, SEP OCT NOV OEC AVG 

~ ill NH714~9400 'RepealTroubleH.poris 2007 882 490 986 1,619 1,436 1.399 1,341 1,114 1,017 1,114 502 518 
CAMP I(a/JmrI ....f• .., YTD' 882 1,372 2,358 3,977 5,4j3~ 6.812 8,153 9,267 10,284 11.398 11,900 12,418 1,2418 

2008 622 799 789 587 471 879 1,186 1,316 754 743 630 1,587 
YTO 622 1.421 2,210 2,797 3,268 4147 ~5,333 6,649 7,403 8,1.46 8.776 10,363 10,363 
2009 nla 198 591 552 552 774 903 951 685 636 394 475 
YTO nla, 198 789 1,341 1.893 2;667 3.570 4,521 5,206 5.642 6,236 6,711 6,711 
2010 369 282 nfa 532 497 567 581 526 469 513 432 325, 
YTO 369 651 nla 1,18'3 1,680 2.247 2,828 3,354 3,823 4,336 4,768 5,093 5,093 

26R NH7.17-9400 Acc.ssLlnesmSe",lc. 2007 574,769 571,410 567321 563,110 559,298 555,035 550;606 545,442 507,777 503.613 498.370 493,595 540'862 
CAMP , 2008 488,109 482,104 477,012 470,222 464,350 456,916 450,231, 443.725 438,'005,432,001 427,079 421,862 454301 

2009 415,671 352,237 346,160 339,453 336,102 332,140 325,953 319,910 310,287 304,249 298,441 293,404 331,167 
2010 287,424 283,201 278,422 277.044 ,276,305 274,473 270,811 266,471 263.152 257,274 252,309 248,630 269626 

27 NH 74 1·9022 Held Onl.•rs over 30 DayS 2007, 1 1 1 0 2 0 1 4 4 2 2 4 2 
CAMP for (acllily reasons 2008 1 2 2 1 2 0 2 2 3 2 2 4 2 

2009 3 0 512 2,169 412 0 0 0 0 1 4 7 
YTO 3 2 172 671 619 619 619 619 619 310 282 259 259 
2010 1 1 1 1 2 2 0 0 0 1 1 0 
YTO 1 1 1 1 1 1 1 1 1 1 1 1 1 

Footnotes 
\ 1/6/10 • Benchmar:1<s llPdated to reflect transition benchmarks 

Metric # ISC I Descriotion 
12 BusIness Office  Calls answeced W(ln 20 seconds 
13 Cuslomer"Trouble Reports· Rale per 100 lines· Network 

14 % ODS Tr9ubles c:Ieared w/in 24' hours (excluding Sundav\ 

1S % ReD81f Commitments Met 

18 Held orders· averaae delay days 

I I 

< 1120110 • penaltv calclliations llntfated to reflect same methodoloDv of carclliatinn enalUes.s Maine 
inserted a row for each metric th..t will calculate the penalty based on "Of. ,not met" • Maine methodolOQY) 

I I I 
Metric # S I Oescrlotion 

7 % Installation Set\flCe Orders - Met Commitments (Denaltv Is % NOT ME 

8 % Installation Service Orders - Met w/in 30 days (penalty IS °4 NOT MET) 

9 Toll and ASSist - Operator c;aJls answered w/ln 10 seconds (oenaltv is NOT ANSWERED wfin 90 seconds 

10 Dlrectorv ASSistance and Interceot calls answered w/in 15 seconds (Penaltv is NOT ANSWERED wfin 85 seconds 

11 RepaIr Service calls answered wJin 10 seconds penaltv is NOT ANSWERED w/l" 90 seconds 

12 Bu.siness Office. Calls answerltd whn 2.0 seconds (penalty IS NOT ANSWERED wlTn 60' seconds) 

14~ ,% 008 Troubles cleared w/jn 24 hOUr1 (excluding Sundavl (cenaltv IS NOT CLEARED 

15 '% A.eoalt Commitments Mel (oenalty is NOT MET 

16 Di'al1one Soeed wlln 3 seconds (Denalty is GREATER THAN 2 seconds. 

"17 "0 Catl Completion (penalt IS GREArER TAA~ 3 seconds) 

I I I 
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entra ices with Customer Trouble Reports> 1.58 and 2.5 
f-----.. .. 1 ":r _n I 201'0lrejiQrt l-

Attachment 1 I 
I 

Item 12a 
I I ---

01/20/10 I 02/19/10 L 03/19/10 r fJ4/zo/lO I OS/Z0/10 I 06/21/10 I &J.aQJJ9. I oellona I 09/Z0/10 I 10/20/10 1 11/Z0/10 I Uf2l/10 

I 
_ 

Fitzwiliam I Fitzwiliam I Bedford r C:'IlIPrlool1aftkii I Il4idli!<a I &nain I Bamngton I candl. I hfiWu:.... m I Bethlehem I Ct"",r Oli.ipee I Hinsdale 
Franconia I Franconia I Belmont I tFOiirle!_ I BeOl\';;htim I CiiiOd.. I aartlett I Cintod"ndWiEii I Oorn.... I Bflstol I @f.rSiil'ld'i\lich I J~rtY 
Hanover n " 
Je .enon :on 
litt eton 

Lvme 
Milan I MUan ] Canterbury I Durham I ' Danbury I COnwav I Center Harbor I Exeter I ~-l CA'1J~"riwich I ~..e I l,Ijfjijf 

Pillsburg I New BO.ston I tl!J1iI!r SlInltwlch I EnfIeld I ' EnfIeld I Di@ul'V I Center Ossipee Fitzwlham I LOn"..t.. I 0I11biii1 =::J -.,c,,,,.lDn I Mihan 
,Epsom Center San wk. r.W-ooia 
Erro C ar estown Dr am 

ENter ~_ I G'fQII'ton 
Sunapee I Deerfield I ~~h...., I £o"'.r I Durham I I1inbUi"Y I H.nlitI~i~d I. MiltCOll Mills I F<trrn>nclen I IWlln I ,- Pike 

Derry I c:>r~'Ji!iil I FarmJllllton I EpPing I Dublin I 1'lofT\J1\Dl1 I piie I Fiti",i1l3m-' -----,- MlIIQiiliJll~ I ~iUsbur 
Dover I G....l7ViP." I f"diwilliiii I {p,am , Durham_ I fti_.. I ,"'§.!I-tOW I I"lll.klln I NMD'--st,.uOi<l I -Fr",mn"l 

Durham I 'Groveton I Glendale I Franconia I [~".." I kIPenof! I Riymand I C-t>rham I I'Ittsbu," I Sunc.ooi 
EpPing I Hampsteaa I GIlLham I Glendale I ETrol I ~mg.t"" I liumn~ I Greenfield I tmrnM¥ I iJlrnwar1 
Epsom I • Rampton I Gre."OIille I Godiatll I Exeter =:J Lanen!er ~'.m.!l~d11 G·rr:illl'l.<Iil \ R)'e'l!di:h I Wfilier,e' 
Errol I Hancock I GlaIIKO'I I G._tg~ I FitzlVih_ I ~¥nD! I 5r.16roo'IC ~H'Ml,II:lI.ea" I ~Ulili,,",1 

Exeter I Hinsdale I Hi_tua I l'ijim~fon! Glendale r--' Mllan----'- 5.I[~n I tiOi>1iviii I !utt;;op.., 
Je" ~r~o_n tIH'1 l 

Kin stan, 'a-ncoc 
LlIrlouter Han'over 

GreenfieTd-r--- Lym. I Hlnl4lil. I ~["fitcn I l:in:f>l~" I FIIi'ii! I Wij;~r I UnO\l.... 
'-Greenvllle I r;,-nlili.iJ I ~ ! lfIliJIon I Hal'llllllJn ! li.;mT_d I I l~rM 

woveton '1-' Milton-Mills I (.conla 1--iJsl)on-~ l!.rrower I Rumney I 1_ MlIrlow 
Hampstead I • Newmarket I Lebanon I LvII'!. I Harrisville I ~~ .. a9i:h I 1 "lIIlli'~ 

I-tImplon I 'OJ,,,,,,,,,or' I liJbon I Me,ed,th I HinsaaTe~ somw'worth I I '1\iII1Icircf 
HUlIN... I • f!kii I ivroo I Milan I J",nmon I Sull"'"" I i Milton Mills 
JUlu,on I Pittsheld I Mad1iOro I N'ew Boston I Ka/Il'lwn I WlfTII'n I I MouTtonboro 

• West wlrlstown 

Newport I'W"-st,tewartstownl Trov I It.I_d I :Pike 

lin PeriacOoK 
" Pi e 
KII1id\i:~ P,ittsburg' 

MoultonOoro I Suncook-I RIit' Il.atl'~l'rttsroeld I Newmarket I -f l.5ijiiliQ~1'1 
Sunapee 

• Tamwort 
IN 

tflm 
Northwoo Woo $\11 e win ountaln West 'Stewartstown 

Pe am Warren Wi'i'lc e'ster 
Penacook I I 'Nnlmotellnd I Sa.nbornville I 1lI'1m1l11d 

'Pike ------r I Wilidinl.r I Seabrook I ~ 
Woo svi e Rum., 

\lei II 1 

1 + -+_-iP"o"'r"'ts:.:;m=o:;u:;t:;.---1 +_ iIJI' onwll~ 
Raymon JU.IlIv-an 
'Rrndge-~ I I TWIll Me_in I Sunapee 

Rochester I I I WAtt.., I ~nllClCll I I I I I
Rve Beach W""ffT\grelRnd t.lIl""'IUI 

Salem I I I Wliltetield~-I r...rn ~lDI 
San"borniirlle Wolfeboro W.r'B1 

Seanrook Welt 51·tlWa.ft5lClWn 
Somersworth Wn'rrtCIII .nd 

Sunapee Whotllitiid 
.1 Suncook Wol "boro 

I ton Wo.o svi l! 
Troy 

win Mounla-in 
Westmoreland 

Win.:.G-J1ester 

I 



-----Held Orders> 30 days I Attachment 2
Item 4 ~o1oi

I l l01/20/10 02/19/10 07/Z0/10 08/20/10 09/1.0/10 10/'1.0/10 H/20/10 12/'1.1/10 
Laconia N/A Portsmouth N/AN/A N/A Newport 

~ ~A 
t r -I·-···--f

t 

! J 
11--

i 
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