Ryan P. Taylor

Director, Regulatory

h” 900 EIlm Street, Suite 1609
m'nt 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 (SQl) 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:

The Out of Service (OOS) time calculation

The Sunday time exclusion

The selection of the field used for ticket start time

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).
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These corrections produce minor differences in monthly resuits; 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 resuits
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,

Ryan P. Taylor

Attachments

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



FairPoint Communications - NNE

New Hampshire SQl Results

December (Version 1)

SEP

JAN FEB MAR APR May JUN JUL AUG oCT NOV DEC AVG
NH 7.2.1 a-9301 [POTs Premise 2007
CAMP Average Days to Install YTD
2008
YTD
2009
YTD
2010 38 4.1 40 39 43 5.0 38 44 4.4 45 42 43
YTD 38 40 4.0 4.0 40 4.2 41 42 42 42 42 4.2 4.2
Baseline TBD
NH 7 2.1 b-9301 |POTs d ) 2007
CAMP Average Days to Install YTD
2008
YTD
2009
YTD
2010] 2.2 20 3.0 2.2 27 24 20 21 2.0 24 2.4 20
YTD| 22 21 24 2.4 24 24 24 23 2.3 23 23 2.3 23
Baseline TBD
NH 7 2 1-9301 POTs Combined | ion 2007
CAMP Average Days to Install YTD
2008
YTD
2009
YTD
2010 3.2 31 36 3.2 3.5 38 21 33 3.2 33 31 3.0
YTO 832 3.2 3.3 33 33 34 34 34 33 33 33 33 3.3
Basatine TBD
NH721-9302 [DSL Combined 1 2007
CAMP Average Days to Install YTO
2008
YTD
2008
YTD
2010 32 28 3.2 34 3.5 32 27 28 27 28 2.6 28
YID| 32 3.0 31 32 32 32 31 91 31 3.0 3.0 30 3.0
Baseline TBD
NH 7 18.1-9401 | % Installation Services Orders 2007 97 98 97 97 97 97 97 97 o7 98 98 98
CAMP Met Commitment YID| 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 FF3 75 72 85 82 83 85 88 80 93
YTD| S8 71 73 74 73 75 7% 77 78 79 79 80 80
2010 96 87 95 95 95 96 96 94 97 a8 98 98
YTD 96 97 96 96 96 96 96 96 96 96 96 96 96
Basel 90
Baseline - Penalty Calculation - 2009 10 2 28 27 26 27 25 24 23 22 21 21 20 20 100
- Penaity Calculation - 2010 10 4 3 4 4 4 4 4 4 4 4 4 4 4 -60
NH 7.2.1 c-9022 | % Installation Service Orders 2007 o] 0 0 o] 0 0 0 0 0 0 Q0 0
CAMP Met - w/in 30 days YTD 0 0 0 0 0 0 0 [*) 4] 0 0 0 a
2008 0 0 0 0 0 0 1] 0 0 0 0 0
YTD 0 0 o] 0 0 0 0 0 0 0 0 Q 0
2009 n/a 100 47 25 24 37 31 30 23 16 16 100
YTD n/a 100 74 57 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
Baseline - Penalty Cal ion - 2009 5| n/a 0 27 43 51 53 56 58 80 63 65 59 59 1080
line - Penalty Calculation - 2010 5 0 4] 0 0 0 0 0 o] 0 0 0 0 [ -100
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FairPoint Communications - NNE .
New Hampshire SQl Results
December (Version 1)
JAN FEB | MAR | APR | MAY | JUN UL AUG SEP OCT | NOV | DEC AVG
NH 7 6.2-999¢  |% Toll and Local A 2007 97 96 94 96 94 95 95 94 96 94 94 85
MM Operator Calls answered within YTD 97 87 96 96 95 85 95 95 35 95 95 95 95
10 seconds 2008 97 97 95 98 98 97 96 97 28 99 98 96
YTD| 97 97 96 97 97 97 97 97 97 o7 97 97 97
2009| 97 93 95 96 92 90 91 92 93 94 96 95
YTD] 97 95 g5 95 95 94 23 93 93 93 94 94 94
2010 95 95 g5 g5 96 98 98 97 98 98 98 87
YTD 95 95 95 95 95 96 96 96 96 97 a7 97 97
Baseli 90
Basellne - Penalty Caiculation - 2009 10 3 & 5 5 5 & 7 7 7 7 6 6 6 -40
Baseline - Penalty Calculation - 2010 10 5 5 5 5 5 4 4 4 4 3 3 3 3 70
NH 7.7.2-9999 % Directory Assistance and Iniercepl 2007 93 94 90 91 80 58 g2 96 95 a5 95 93
MM Calls answered within YTD a3 94 92 92 92 91 91 92 92 92 93 93 93
10 secands 2008] 82 93 95 96 98 8 97 100 100 100 100 99
YTD 92 a3 93 94 95 35 98 96 97 g7 97 97 97
2009 100 82 92 92 N 5 85 89 S0 93 93 91
YTD| 100 91 91 92 91 9N 30 S0 90 20 90 90 90
2010] 93 94 91 94 97 93 91 91 93 95 94 93
YTD] 93 94 93 93 94 94 93 93 93 93 93 93 93
B 85
Baseline - Penalty Calculation - 2003 15 0 9 g 8 9 2 10 10 10 10 10 10 10 -33
B - Penalty Calculation - 2010 15 7 6 7 7 B8 8 7 7 T 7 i 7 7 -53
NH 7.8.2-9999 % Repair Service Calls answered wathin 2007 86 87 88 85 86 86 86 87 87 86 90 83
MM 20 seconds YTD 86 87 87 87 88 86 86 86 86 86 87 87 87
2008 88 87 88 93 92 85 80 85 94 92 91 57
YTD 88 88 88 89 90 89 88 87 88 89 89 86 86
2008 81 25 30 26 31 51 30 5! 91 ES 93 93
YTD 81 53 45 41 39 41 38 4 48 53 57 80 60
2010] 96 71 94 97 97 91 89 85 97 93 92 N
YTD| 96 84 87 90 9 91 21 91 92 92 92 82 92
|Baseline 85
ine - Penalty Calculation - 2009 15 19 47 55 59 61 59 61 57 52 47 43 40 40 167
line - F y Cal - 2010 15 4 16 13 10 g 9 9 9 8 8 8 8 8 -7
NH 7 9.b-9998  |% Business Office and Other Calls 2007 75 75 76 74 68 65 65 72 67 62 65 58
MM A d within 20 d YTD 75 75 75 75 74 72 71 71 71 70 69 69 69
2008| 62 74 66 56 49 69 75 93 86 89 77 75
YID| &2 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
[Dasaline was 77 in 32009)] YTD 87 59 41 41 45 48 51 56 59 62 84 66 66
2010, 74 85 89 95 92 90 86 85 87 88 84 88
YTD] 92 89 89 90 91 g1 90 89 89 89 88 88 a8
Baseline a3
B. ine - Penalty C: fon - 2009 23 13 42 59 60 55 52 49 44 41 39 36 34 34 48
- Penalty C: fation - 2010 17 8 11 11 10 g 9 10 11 11 11 12 12 12 -29
NH 7.12.1-8400 _|Customer Trouble Reports 2007 147 071 1.16 2.51 1.53 1.73 1.80 150 1.30 1.51 094 0.85
CAMP Rate per 100 lines-Network YTD| 147 109 111 1.46 1.48 152 1.56 1.55 1.52 1.52 147 142 1.42
2008| 0.85 138 111 1.00 0.93 156 187 183 130 1.28 111 3.34
YID| 0.85 112 111 108 1.05 1.14 126 133 1.33 132 1.30 147 147
2008] 1.60 0.67 126 1.24 127 1.64 181 2.02 133 135 0.85 114
{hasates was 128 2009)) YTD| 160 1.14 1.18 1.19 1.21 128 136 1.44 1.43 1.42 1.38 1386 1.36 8.80
2010| 085 093 2.19 119 125 1.36 148 121 112 128 1.07 0.96
YTD| 0.85 0.89 132 129 128 130 1.32 131 129 129 127 124 1.24 1071
Basell 1.12
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FairPoint Communications - NNE

New Hampshire SQI Results

December (Version 1)

_JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC AVG
1414 |NH 7.13 ¢-9400 % COS Troubles cleared within 2007 68 83 70 48 60 67 65 69 69 73 76 79
FIRESTG 24 hours (excluding Sunday) YID 68 76 74 67 66 66 66 66 67 67 68 69 69
2008 668 70 80 86 85 77 65 62 77 74 79 42
YTD 66 68 72 76 77 77 76 74 74 74 75 7] 72
2008 62 76 67 72 67 64 61 63 74 70 68 73
(baseline was 10 in 2008)| YTD| 62 68 68 69 69 68 67 66 67 68 58 68 €8
2010 75 73 63 89 93 92 83 81 88 83 87 90
YTD 75 74 70 75 78 81 81 81 82 82 82 83 83
87
Baseline - Penalty Gatculation - 2009 20 38 31 32 31 3 32 a3 34 33 82 32 32 32 60
Baseline - Penalty Calculation - 2010 13 25 26 30 25 21 19 18 19 18 18 18 17 17 31
15[ [NH 7 16 2-9400 (% Repaw Commitments Met 2007 77 86 i 69 76 81 81 81 79 81 86 83
CAMP YTD 77 82 80 77 77 78 78 79 79 79 79 80 80
2008 81 78 86 89 88 87 82 80 85 85 87 62
YID| 81 80 52 84 85 85 85 84 84 84 84 83 83
2009 77 75 9 77 80 81 85 86 90 89 91 89
flmetine was 85 200%)| YTD 77 75 74 75 76 77 78 79 80 81 82 82 82
2010 83 93 84 93 o4 94 89 89 93 90 92 90
YTD 93 93 90 91 9 92 91 91 g1 91 N 91 91
88
- Penalty C: tation - 2009 15 23 24 26 25 24 23 22 21 20 19 18 18 18 20
Baseline - Penalty C jon - 2010 11 7 & 10 9 9 8 E) 9 9 9 9 £l 9 -18
16 NH 7 10-9899 % Dialtone Speed within 3 d! 2007 100 100 100 100 100 100 100 100 100 100 100 100
MM YTD 100 100 100 100 100 100 100 100 100 100 100 100 100
2008| 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
2009 n/a n/a n/a 100 100 100 100 100 100 100 100 100
YTD na n/a n/a 100 100 100 100 100 100 100 100 100 100
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
98
- Penalty Calculation - 2009 2| nja n/a nfa 0 Q 4] 0 0 0 0 4] 0 0 -100
Baseline - Penalty Cal jon - 2010 2 Q0 0 Q 4] 0 0 0 ] 0 0 Q 0 0 -100
17 NH 7 11-9989 % Call C 2007 100 100 100 100 100 100 100 100 100 100 100 100
MM YTD| 100 100 100 100 100 100 100 100 100 100 100 100 100
2008 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
2009 nva nia n/a 98 97 98 98 98 100 98 98 98
YTD| n/a nia nfa 98 98 98 98 98 98 98 98 98 98
2010 98 98 98 98 98 98 99 98 98 99 98 28
YTD| 98 98 98 98 98 98 98 98 98 98 98 98 98
97
Basellne - Penalty Calculation - 2009 3l nfa nfa nfa 2 2 2 2 2 2 2 2 2 2 -33
Baseline - Penalty C: ion - 2010 3 2 2 2 2 2 2 2 2 2 2 2 2 2 33
18 NH 7.4.6-8021 __IHeld Orders 2007| 12.40 7.79 10 43 6.67 5.53 602 3.83 5.54 13.18 615 10 00 10.30
CAMP Average Total Delay Days YTD]| 1240 10.10 10.21 932 856 8.14 7.52 728 793 775 7.96 8.15 8.15
2008f 878 8.36 13,66 4.05 8.07 9.54 5.80 6.78 11.88 815 648 2.90
YTD| 878 8.57 10.27 8.71 8.58 874 8.32 813 8.55 8.51 8 32 7 87 7.87
2009 n/a 2.73 474 .99 14.60 N/A N/A N/A 2610 24.50 20.70 14.80
{hasaline was 718 m2009)) YTD| nfa 273 374 515 7.52 7.5 7.52 752 11.23 1344 14.48 14.52 14.62 102.23
2010| 12.30 10 50 2.00 900 10.50 7.43 8.50 4.71 4.40 4.67 283 960
YTD] 12.30 1140 8.27 8.45 8.86 8.62 8.60 8.12 770 7.40 6.99 7.20 7.20 11 46
B 6.46
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FairPoint Communications - NNE
New Hampshire SQl Results
December (Version 1 )
JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC AVG
Tracking Only
19 NH 7 3-9022 Total Held Orders on Hand 2007 41 18 22 18 30 24 19 37 29 25 32 2r
CAMP Month End YTD 41 30 27 25 26 26 25 26 27 26 27 27 27
2008 1z 15 12 14 11 14 14 13 25 11 8 18
YTD 1Z 16 15 15 14 14 14 14 15 15 14 14 14
2008 9 424 6,511 9,620 3,080 8] 0 0 42 3 5 11
YTD 9 217 2,315 4,141 3,925 3.271 2,803 2,453 2,185 1,967 1,789 1,640 1,640
2010 3 2 1 4 8 5 2 2 e 8 11 8
YTD 3 3 2 3 3 4 g 3 4 4 5 5 5
Z0|F [NH7 429022 [Average Delay Days for Installation 2007 1299 8.53 874 14.92 8.50 5.48 5.54 13.45 23.04 2063 13.41 10.34
CAMP of Service YTD{ 12.99 10.76 10.08 11.30 1074 9.86 9.24 977 1124 1218 12.28 1213 12.13
2008 869 10.55 12.63 6.54 1178 10.38 628 10.84 14.73 15.92 8.42 6.04
YTD| 869 9.62 10.62 960 1004 1010 955 871 1027 10.83 10.61 10.23 10.23
2009| 6.97 17.30 4 60 5.60 1180 6.60 540 3.10 2.90 340 3.50 3.60
YTD| 697 1214 9.62 8.62 9.25 8.81 8.32 767 714 6.77 547 6.23 6.23
2010f 710 310 286 1.86 270 2.34 243 201 210 2.41 264 2.5%
YTD| 710 510 4.35 373 3.52 3.33 3.20 3.05 294 2.89 2.87 2.84 2.84
21|F |NH 7 5-9022 Number of Ir Orders 2007| 20603 [ 16,221 | 16617 | 17,348 | 21,925 | 17,922 | 15933 | 14,847 | 13.358 | 18,282 | 13,756 | 10.376
CAMP YTD| 20,603 | 36824 | 53,441 | 70,789 | 82,714 | 110,636 126,569 | 141,416 | 154,774 | 173.056 | 186,812 | 197,188 197,188
2008] 12,721 9,451 9,426 12,868 | 16,676 | 13,722 | 11628 | 10561 | 12549 | 16,137 | 12,068 | 11,274
YTD| 12,721 | 22,172 | 31,598 | 44,466 | 61,142 | 74,864 | 86492 | 97,053 | 109,602 | 125,739 137,807 [ 149.081 149,081
2009| 10,944 149 1,426 8,692 3,515 10,128 | 7,922 7,840 12,004 | 11,626 | 8,105 7,162
YTD| 10,944 | 11.093 | 12519 | 21.211 | 24726 | 34854 | 42776 | 50616 | 62620 | 74,246 | 82351 | 89,513 89,513
2010f 7,902 | 11,223 8,150 7,727 68,777 7.662 6,309 6,756 6,925 8,804 7,905 6.041
YTD| 7,902 19,125 | 27.275 | 35002 | 41,779 | 49,441 [ 55750 | 62506 | 69,431 | 78,235 | 86,140 | 92,181 92,181
22|/ |NH 7 5 a-9022 Number of Access Lines Installed 2007| 6,400 5,501 5719 5,604 6,838 8,331 6,114 6,776 5,020 5.510 4,691 4,145
CAMP YTD| 6.400 11,901 | 17,620 | 23,224 | 30,062 | 38,393 | 44,507 | 51,283 | 56,303 | 61,813 | 66504 | 70,649 70,649
2008| 4,805 3,960 3,896 3,967 3,882 4,370 4,287 4,344 4691 4,426 4,067 2,991
YTD| 4,805 8,765 12,661 | 16,628 | 20,510 | 24,880 | 29,167 | 33,511 | 38,202 | 42,628 | 46695 | 49,686 49,686
2009| 3,482 o] 82 1,254 709 2,420 2,017 1,874 1,917 2,051 1,571 1.586
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
YTD| 1.249 2,686 4,156 5710 7.235 9,142 10,842 | 12611 14,207 | 15620 | 17,110 | 18,461 18,461
23 NH 7 8.a-9989 % Abandoned Repair Calls 2007 1.8 1.7 18 15 1.2 12 1.4 1.3 13 1.4 12 12
MM YTD 18 1.8 18 17 1.6 15 15 1.5 15 14 14 1.4 1.4
2008 12 14 5.1 14 13 16 14 1.5 16 11 1.2 16
YTD 1.2 1.3 12 1.3 1.3 13 13 14 1.4 14 13 14 1.4
2009 14 254 26.2 17.8 15.8 107 236 58 1.2 0.6 1.0 0.7
YTD 14 134 176 17.7 17.3 16.2 173 15.8 14 2 12.8 118 10.8 10.8
2010 0.5 110 0.7 04 0.3 0.8 0.8 04 04 0.8 a7 05
YTD 05 58 41 3.2 26 23 2.1 19 17 16 15 14 1.4
24| 7 INH 7.15.a-9500 [Mean Time lo Reparr (Hours) 2007| 2352 17 57 2192 44 80 32.02 24.27 2467 22.83 2357 21.58 1890 18.33
CAMP All Service Problems. YTD| 23.52 20.55 21.00 26.95 27 97 27.35 26.97 2645 26.13 25.68 2515 24 58 24.58
2008} 20.00 21.11 18.58 16.23 17 04 20.25 24.02 2571 21863 20.26 18.37 54 13
YTO| 20.00 20.56 19.90 18.98 18.59 18.87 19.60 20.37 20.51 20.48 20 38 2319 23.19
2009| 3322 38 40 55.90 35.70 28.80 3170 28.80 25.50 23.20 24.60 23.90 22.20
YTD| 3322 38.40 47 15 43.33 39.70 38 10 36.55 34.97 33.50 3251 31.65 3079 30.79
2010| 20.60 19.80 27.90 16.70 14.25 15.01 18 50 18.28 15.35 18.19 16.38 15.20
YTD| 20.60 20.25 22 80 21.28 19 87 18 06 18.98 18 89 18 50 18.47 18.28 18 02 18.02
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FairPoint Communications - NNE

New Hampshire SQI Results

Decamber (Version 1

L JAN FEB MAR APR MAY JUN JUL AUG SEP oCT NOV DEC AVG
2517 NH 7 14-9400 # Repeat Trouble Reports 2007| 882 490 986 1,619 1,438 1.399 341 1,114 1,017 1,114 502 518
CAMP YTD| 882 1.372 2,358 3,977 5,413 6,812 8,153 9267 | 10,284 | 11,398 | 11,900 | 12,418 12,418
2008| 622 799 789 587 471 879 186 1,316 754 743 630 1.587
YID| 622 1,421 2210 2,797 3,268 4,147 5,333 5,649 7,403 8,146 8776 | 10,363 10,363
2009{ n/a 198 591 552 552 774 903 951 685 836 384 475
YTD| n/a 198 789 1,341 1.893 2,667 3,570 4,521 5,206 5842 6,236 6.711 6,711
2010| 368 282 1,028 532 497 567 581 526 469 513 432 328
YTD| 389 651 1.680 2,212 2,709 3,276 3,857 4,383 4,852 5,365 5797 6,122 6,122
2615 |NH 7 17-8400 Access Lines in Service 2007| 574,769 1 571,410 | 567,321 | 563,110 | 559,298 | 555,035 | 550,606 | 545,442 | 507,777 | 503,613 | 498,370 | 483,595 540,862
CAMP 2008} 488,108 | 482,104 | 477,012 | 470,222 | 464,350 | 456,916 | 450,231 | 443,725 | 438,005 | 432,001 | 427,079 | 421,862 454,301
2008| 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 | 267,274 | 252,309 | 248,630 269,626
27 NH 7 4 1-9022 Held Orders over 30 Days 2007 1 1 1 0 2 [§] 1 4 4 2 2 4 2
CAMP (for facilily reasons) 2008 1 2 2 1 2 0 2 2 3 2 2 4 2
2008 3 0 512 2,169 412 0 Q Q 0 1 4 7
YTD. 3 2 172 871 619 619 618 619 819 310 282 259 259
2010 1 1 1 1 2 2 0 0 0 1 1 0
Y1D 1 1 1 1 1 1 1 1 1 1 1 1 1
Footnotes
"11/6/10 - Benchmarks updated to reflect transition benchmarks
Metric #§S§| Desantlon [ |
12|Business Office - Calls answered wiin 20 seconds
13| Customer Trouble Reports - Rate per 100 lines - Network
14| % OOS Troubies cleared wi/in 24 haurs g Sunday)

15| % Repair Commitments Met

18]Held orders - average delay days

~11/20/10 - Penalty calculations updated to reflect same methodology of calculating penalties as Maine
(Inserted a row for each metric that will the ity based on "% not met"” - Maine methedology)
M S ]
Metric #]SQl Description | 1=

7| % Installation Service Orders - Met Commitments (penalty is % NOT MET)

B|% Ir Service Orders - Met wfin 30 days (g

Ity i1s % NOT MET)

9| Toll and Assist - Operator calls answered w/in 10 seconds (penalty is NOT ANSWERED wfin 90 seconds)

10| Directory Assistance and Intercept calls answered w/in 15 seconds (penalty is NOT ANSWERED w/in

85 seconds

y

11]Repair Service calls

wiin 10

ity 1s NOT ANSWERED w/in 80 seconds)

12|Business Office - Calls answered wftn 20 seconds (penally is NOT ANSWERED w/in 80

)

14| % OOS Troubles cleared wiin 24 hours (excluding Sunday) (penally is NOT CLEARED!

15| % Repair C

Met (penally is NOT MET)

i

16| Dialione Speed w/in 3 seconds (penalty is GREATER THAN 2 seconds)

y is GREATER THAN 3 seconds)

17|% Call Completi

P

I I

|
[
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Central Offices with Customer Trouble Reports > 1.58 and 2.5

Anachment 1

2010 Report Item 12a
01/20/10 02/19/10 03/19/10 04/20/10 ~05/20/10 06/21/10 07/20/10 08/20/10 09/20/10 10/20/10 11/20/10 12/21/10
Bethlehern Canaan Alstead Bedford * Alstead Alstead Alstead Bedford Candia Alstead Alstead Colebrook
Candia Center Sandwich Atkinson Canaan ¥ Ashland Ashiand Belmont Center Sandwich Atkinson Atkinson UmerTveld
Center Sandwich Charfestown Barrington ¥ Candea *Afkinson Atkinson Tianbury Bedford Candia Francania
Fitzwiliam Fitzwiliam Bedford Center Sandwich Rodlord Barrington Fitrwiliarm Bethlehem Center Dssipee Hinsdale
Franconia Franconia Belmont Charlesiown .Bethiehem wia Bartiett enier Sandwich G0fnam Bristol Center Sandwich laffrey
Hanover Greenfield Bristol Colebrook Bristol Canterbury Bethiehem Tanbury Grovetan Campton Danbury Ringaton
Jefferson Greenville Campton Danbury Canaar Center Ossipee Bristol Dutdin : Canaan Doerfield Lsban
Littieton Hanover ¥ Canaan Deerfield Tandim Center Sandwich Canann Durham Candsa Hampton Lyms
Lyme Lyme * Candia Dublin Claremant Colebrook Canterbury Epsom Canterbury Hanawer Marlow
Milan Milan Canterbury Durham * Danbury Conway Center Harbor Exeter Tentnr sandwich Keens Milan
Pittsburg New Boston Center Sandwich Enfield ¥ Enfield Danbury Center Ossipee Fitzwiliam JENDEINy Kingstor Miltcn
Plaistow Newport Charlestown “Epsom * Epping Deerfield Center Sandwich Franconia Deerlield Lyme “Witon M
Rumney North Stratford Claremant Errol Epsom Dover Charlestown [T Dublin Madison Nortth Haverhill_|
Seabrook Rumney Concord tunter Dublin Conway Groveion Durham Maoredith Penacook
Sunapee Deerfield ; Tmm Exetar Durham Tanbury Hampstead Farmingtan “Wilan Pike
L Derry senifiale Farmington Epoing Dublin Hampton Fitewillsam MEon WE Pittsburg
Dover Greenvive Fitrwaliam Epsom Durham I Plaistow Frankin North Stratford Hurmney
Durham *Groveton [ | Franconia Eoping Waymond Gorha Pittsburg Suncook |
- Epping Hampstead Gaorham Glendale trrol Greenfield Rumriey Tamworti
* Epsom * Hampton Gorham Exeter Groveton Rye Beach Whitefield
Errol Hancock L raWeton Fitawiliam Hampstead alivan
Exeter Hinsdale A pERtEa Hempton Slandsle Hanover Sunapee
[ Farmington * Jefferson Hampioe Hanover Gorham Newmarkst Hinsdale Tamworth
Fitzwiliam Kingston ¥ Hancock Harrisville Greenfield Pelham Walpole
Goffstown * Lancaster * Hanover Greenville Peterborough Whitefield Winchester
Greenfield Lyrmie Hinsdale Grovelon Pike Winchesies
* Greenvilie Marlow Kimgston AMMOION Raymand Ligte
Groveton *Milton Mills Laconia Hanower Rummney Mariow
Hampstead * Newmarket Lebanon Lyme darrisville Rye Beach Wlan
Hampton Newpart Gisbon Meredith Hinsdale Somersworth Milford
Hanaowver * Pilon Lyme ~Milan Jeffarson Sullivan Milton Mills _
¥ Jefferson Pittsfield Marlboro New Boston Kingston Warren Moultonboro
Kingston * Portsmouth Mitford Newmarket Lancaster West Stewartstown Nashua
Lancaster * Raymond ¥ Milton Newport Lelimnon New Boston
Lyme Rindge * Moultenboro North Stratford Penacook
Manchaester Rochester Pelham Pelham Fike
Merrimack Seabrook Pittsburg Penacook Teayrmond
Milford Somersworth Agymond Pike “Humney
Milton Mills Spofford Rendge Pittsburg Milton Mills Spofford
Moultonboro Suncook Rye Beach Pittsfield Newmarket Sulivan
Nashua Tamworth * Sanbornville Plaistow Newport Sunapee
* New Boston *Warren Spoftord Plymouth North Haverhill Tamworth
* Newmarket Westmoreland Tamworth Portsmouth Peterborough Walpale
Newport "West Stewartstown| Troy faymon ike Warren
Northwood * Woodsville Twin Mountain Rindge — Plymouth West Stewartstown
Pelham Warren Rye Beach Partarmauth Winchester
Penacook Wastmareiang Sanbornville Faymand
Pike Winchester Seabrook Tindge
Pittsfield “Woodsville Somersworth Aumney
* Plaistow Suliivan ftye Asack
Portsmouth Sunapee Lanbornviis
¥ Raymond T frrwarth Sullivan
Rindge Twin Mauntain Sunapee
Rochester Warren Suncook
Rye Beach “Westmarelang Tamweith
Salem Whitefield Twiin MoUntsIr
Sanbornville Wolfeboro Warren
Seabrook Wesl Stewartstown
Somersworth Westmoreland
¥ Sunapee Whitefield
Suncook Wolfeboro
Tilton Woodsville_
Troy
Twin Mountain
Westmoreland

Winchester




Held Orders > 30 days

|

2010

'
1

|

|Attachment 2
Item 4

Il

il

01/20/10 | 02/19/10 [ 03/19/10 | 04/20/10 | o0s/20/10 | 06/22/10 | 07/20/10 | ©08/20/10 | 09/20/10 | 10/20/10 [ 11/20/10 | 12/21/10
Laconia _N/A Canaan ' Grantham  *Merrimack  Bethlehem N/A N/A | N/A | Newport Portsmouth NA -
*Pike Conway




FairPoint Communications - NNE
New Hampshire SQl Resulis
December 2010 {version 2 with Stomm Waiwar)
JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC AVG
NH 7.2.1.a-8301_|POTs Premuse Ir ) 2007
CAMP Average Days 1o install YTD
2008
YTD
2008
YTD
2010] 38 41 40 3.9 43 5.0 38 44 4.4 45 4.2 4.3
YTD 3.8 40 4.0 40 4.0 4.2 4.1 4.2 42 4.2 42 42 4.2
Baseline TBD
NH 7 2 1 b-9301_[POTs Mechanized Installation 2007
CAMP Average Days to Install YTD
2008
YTD
2008
YTD
2010 22 20 3.0 22 27 24 2.0 21 20 24 24 20
YTD| 22 21 24 24 2.4 24 24 23 23 23 23 23 23
Baseline TBD
NH 7 2.1 -9301 POTs Combined Ir 2007
CAMP Average Days to Install YTD
2008
YTD
2009
YTD
2010 32 31 3.6 3.2 35 3.8 31 33 3.2 3.3 31 3.0
YTOD 3.2 ) 33 3.3 33 34 3.4 3.4 33 3.3 3.3 | 33
Baseline TBD
NH721-9302 |DSL Combined installation 2007
CAMP Average Days (o Install YTD
2008
YTD
2009
YTD
2010| 32 2.8 32 34 35 3.2 2.7 2.8 27 28 26 2.8
YiDj 32 3.0 31 3.2 B2 3.2 31 X 31 3.0 3.0 3.0 3.0
Baseli TBED
i INH7191-9401 [% lation Services Orders 2007 97 98 97 97 87 97 97 97 97 98 98 98
CAMP Met C i L YTD 97 S8 97 97 87 97 97 97 97 87 97 97 97
2008| 97 97 98 99 99 99 98 97 98 99 98 97
YID| 97 97 97 98 98 98 98 98 98 98 98 98 98
2008| 98 44 77 75 72 85 82 83 85 88 80 33
YTD| 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 28
YTD| 96 g7 96 96 96 298 96 96 96 96 96 96 96
Baseline 90
Ine - Penalty Cal ion - 2008 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
NH 7 21 ¢-8022 [% Installation Service Orders 2007 o] Q 0 Q 0 0 0 0 0 0 0 0
CAMP Met - win 30 days YTD 0 0 0 0 0 0 0 0 0 0 0 0 Q
2008 0 o 0 0 0 Q 0 0 0 0 0 0
YTD 0 0 0 0 0 0 [4] 0 0 0 0 0 0
2008| nfa 100 47 25 24 37 31 30 23 16 16 100
YTD nfa 100 74 57 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
i 95
Baseline - Penalty C lon - 2009 5| nla 0 27 43 51 53 56 58 80 63 65 59 59 1080
Baseline - Penaity Calculation - 2010 5 0 0 0 0 0 o] 0 0 0 8] 0 [} 0 -100
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FairPoint Communications - NNE

New Hampshire SQI Results

December 2010 (Version 2 wilh Storm Walvar)

JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC AVG
NH 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 YTD 97 97 96 96 95 95 95 95 a5 g5 95 95 95
10 seconds 2008 97 97 95 98 98 97 96 97 28 99 98 96
YTD 97 97 96 97 97 g7 97 97 97 97 97 87 97
2009| 97 93 95 96 92 90 91 92 93 94 96 85
YTD 97 95 95 95 95 94 93 93 93 93 94 94 94
2010 95 85 95 85 96 98 98 97 98 98 98 97
YTD 95 95 @5 95 g5 96 96 96 96 97 97 97 97
Basaeline 90
Baseline - Penalty Calculation - 2009 10 3 5 5 5 5 6 7 7 7 7 5] 5] ] -40
Ine - Penatty Calculation - 2010 10 5 5 5 5 5 4 4 4 4 3 3 3 3 -70
NH 7.7 2-8999 | % Directory Assisiance and Intercept 2007 93 94 S0 91 90 88 92 96 95 95 S5 93
MM Calls answered wilhin YTD 93 94 92 92 92 91 91 92 92 92 93 S3 93
10 seconds 2008 92 93 85 56 98 S8 g7 100 100 100 100 99
YID| 92 a3 93 94 95 95 96 96 97 97 97 97 97
2008 100 82 92 92 91 86 85 89 90 93 93 91
YTD| 100 91 91 92 9 91 90 90 90 S0 90 90 90
2010 93 94 21 94 7 93 91 91 93 95 94 93
YTD 93 94 a3 93 94 94 93 k] 93 93 93 93 93
Basall 85
Baseline - Penalty C: ion - 2008 15 0 9 9 8 ) 9 10 10 10 10 10 10 10 -33
Ine - Penalty Calculation - 2010 15 7 6 g 7 6 6 7 T 7 7 7 7 7 -53
NH 7 8.2-9999 % Repair Service Calls answered waithin 2007 86 87 88 85 86 86 86 87 87 86 90 89
MM 20 seconds YTD 86 87 87 87 86 86 86 86 86 8€ 87 87 87
(Eimvrn waiver) 2008 88 87 89 83 92 85 80 85 34 92 91 57
YTD 88 88 88 89 90 89 88 87 88 89 89 86 88
2009 81 25 30 26 31 51 30 68 9 96 93 93
YTD| 81 53 45 41 39 41 39 43 48 53 57 60 60
2010 96 nfa 94 97 97 91 EE] 895 97 93 92 91
YTD] 96 n/a 95 96 96 95 94 94 95 94 94 94 94
Baseline 85
Baseline - Penalty Calculation - 2009 15 18 nia 55 59 61 59 81 5 52 47 43 40 40 167
Baseline - Penalty Calculaticn - 2010 15 4 n/a 5 4 4 5 6 [ 5 6 & 6 6 -60
NH 7.9 b-9995 | % Business Office and Other Calls 2007 75 75 76 74 68 85 65 72 67 62 65 58
MM Answered willin 20 seconds YTD 75 75 75 75 74 T2 71 71 71 70 69 69 69
Jadorm waiver) 2008 62 74 66 56 49 69 75 93 86 89 77 75
YTD| 62 68 67 65 61 63 64 68 70 72 72 73 73
2009| 87 30 7 62 86 70 86 82 87 85 96
{banaline was 77 in 2009)] YTD| 87 59 41 41 45 48 51 56 59 62 64 66 66
2010 92 n/a nia 95 92 90 86 85 87 88 84 88
YTD{ 92 nia nfa 94 93 92 91 90 90 89 89 89 83
Baseline 83
B: Ine - Penalty Calgulatlon - 2008 23 13 n/a n/a 60 8556 52 49 44 41 39 36 34 34 48
Basellne - Penalty Calculation - 2010 17 8 n/a nfa 6 7 8 g 10 10 1 11 11 1 -35
NH 7 12 1-8400 _|Customer Trouble Reporis 2007 147 0.71 1.16 2.51 1.53 1,13 1.80 1.50 130 1.51 094 0.85
CAMP Rale pa 100 kne L YTD| 147 109 1.1 1.46 1.48 1.52 1.56 155 1.52 1.82 147 1.42 1.42
{strm waiver) 2008| 0.85 1.38 111 1.00 083 156 1.97 183 130 1.28 1,11 334
YTD| 0.85 112 1.11 1.09 105 114 1.26 133 1.33 132 130 147 1.47
2009 160 0.67 1.2€ 1.24 1.27 164 1.81 2.02 1.33 135 085 114
oaseline was 128 In2009)| YTD| 160 114 118 1.19 1.21 1.28 136 1.44 1.43 142 138 1.36 1.36 8.80
2010| 085 0.93 nia 118 125 1.36 148 121 112 128 1.07 0.96
YTD| 085 0.89 nfa 0.99 1.06 1.12 118 1.18 117 118 117 145 1.15 2.68
Basel 1.12
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FairPoint Communications - NNE

New Hampshire SQi Results

Decembor 2010 (Versbon 2 with Starm Wabver)

JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC AVG
14[5 |NH 7.13.c-9400 _[% OOS Troubles cleared within 2007 68 83 70 48 60 67 65 69 69 73 76 79
FIRESTG 24 hours (excluding Sunday) YTD 68 76 74 67 66 66 66 66 67 67 68 €9 69
(atarm walver} 2008 66 70 80 86 85 77 65 62 77 74 79 42
YTD 66 &8 72 76 77 77 76 74 74 74 75 72 72
2009 62 76 67 72 87 B84 61 83 74 70 68 73
(paseline was 80 in zes)|  YTD 62 69 68 69 69 68 67 66 67 68 68 68 68
2010 75 nia n/a 89 93 92 83 81 88 83 87 30
YTD 75 nia n/a 82 86 87 86 86 86 88 86 86 86
87
B Ine - Penalty Calculation - 2009 20 38 n/a nia 31 31 32 33 34 33 32 32 32 32 60
Baseline - Penalty C: jon - 2010 13 25 nfa na 18 14 1 14 14 14 14 14 14 14 8
152 |NH 7 16.2-9400 |% Regsr Commiiments Met 2007 77 86 77 69 76 81 81 81 79 81 86 83
CAMP {storm walvar) YTD 77 82 80 77 77 78 78 79 79 79 79 80 80
2008 81 79 86 89 88 87 82 80 85 85 87 62
YTD 81 80 82 84 85 85 85 84 84 84 84 83 83
2009 77 75 69 77 80 81 85 86 90 89 1 CE]
Runaiine wes 85 2008)] YTD 77 76 74 75 76 7 78 79 80 81 2 82 82
2010 93 93 nfa 93 94 94 89 89 83 S0 92 90
YTD 93 93 nfa a3 93 93 93 92 R 92 92 92 92
89
Basaline - Penaity Cal lon - 2009 15 23 24 n/a 25 24 23 22 21 20 19 18 18 18 20
- Penalty C: lation - 2010 11 7 7 n/a 7 7 7 7 8 8 8 8 8 8 -27
16 NH 7 10-8999 % Dialione Speed within 3 seconds 2007 100 100 100 100 100 100 100 100 100 100 100 100
MM YTD 100 100 100 100 100 100 100 100 100 100 100 100 100
2008 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
2009 nia n/a n/a 100 100 100 100 100 100 100 100 100
YTO n/a na n/a 100 100 100 100 100 100 100 100 100 100
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
98
B: - Penalty C: ion - 2008 2 nfa n/a nia 0 0 0 0 0 [} [} 0 0 0 -100
line - Penalty Ci ion - 2010 2 0 0 0 o] 0 0 0 ] Q 0 0 0 0 -100
17 NH 7.11-9999 % Call Completion 2007 100 100 100 100 100 100 100 100 100 100 100 100
MM YTD| 100 100 100 100 100 100 100 100 100 100 100 100 100
2008 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
2009 n/a n‘a n/a 98 97 98 98 98 100 98 98 98
YTD| n/a nia nfa 98 98 98 98 98 98 98 98 98 98
2010 98 98 98 98 98 98 99 98 98 98 28 98
YTD 98 98 98 98 98 98 98 98 98 98 98 98 98
97
B: - Penalty C lon - 2009 3| nfa nfa n/a 2 2 2 2 2 2 2 2 2 2 -33
Baseline - Penalty Calculatlon - 2010 3 2 2 2 2 2 2 2 2 2 2 2 2 2 -33
18 NH 7.4 b-9021 Held Crders 2007] 12.40 7.79 10.43 6.67 53 6.02 3.83 5.54 1318 615 10.00 10.30
CAMP Average Total Defay Days YTD| 12.40 1010 10.21 9.32 .56 B8.14 7.52 7.28 7.93 7.75 7.96 8.15 8.15
2008| 8.78 8.36 13.66 4.05 807 9,54 5.80 6.78 1188 8.15 646 2.90
YID| 878 8.57 1027 871 8.58 874 8.32 8.13 8.55 851 832 7.87 7.87
2008 nfa 273 474 7.99 14.60 N/A N/A N/A 26.10 24 50 2070 14.80
(hasating was 7.18 in 2009))  YTD n/a 273 374 515 7.52 7.52 752 .52 11.23 13.44 14.48 14.52 14.52 102.23
2010| 12.30 10 50 2.00 900 10.50 743 8.50 471 4.40 467 283 9.60
YTD| 1230 11.40 827 8.45 886 8.62 8.60 812 770 7 40 6.99 720 7.20 1146
B 6.46
2008 Penalty
2010 Penalty
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FairPoint Communications - NNE
New Hampshire SQI Results
December 2010 (version 2 with Sto rm Walver)
JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC AVG
Tracking Only
19 NH 7.3-9022 Total Held Orders on Hand 2007 41 S 22 8 30 24 19 37 29 25 32 27
CAMP Month End YTD| 41 0 27 25 26 26 25 26 27 26 27 27 27
2008 17 5 12 4 11 14 14 13 25 11 8 19
YTD 17 16 15 15 14 14 14 14 15 15 14 14 14
2008 9 424 6,511 9,620 3,060 0 0 0 42 3 5 11
YTD g 217 2,315 4141 3,925 3,271 2.803 2,453 2,185 1,867 1,789 1,640 1,640
2010 3 2 1 4 5] 5 2 2 S 8 11 8
YTD 3 3 2 3 3 4 3 3 4 4 5 5 5
2007 [NH 7.4.2-9022 _|Average Delay Days for Inslallation 2007] 1299 853 874 14 92 8.50 548 5.64 13.45 2304 20.63 13.41 10.34
CAMP of Service YTD| 1288 10.76 10.09 11.30 1074 .86 9.24 9.77 11.24 1218 12.29 1213 12.13
2008 869 10.55 12.63 6.54 1178 10.38 6.28 10.84 14.73 15.92 B8.42 6.04
YTD| 868 8.62 10.62 9.60 10.04 10.10 9.55 871 1027 10.83 10.61 10.23 10.23
2009 6.97 17 30 4.60 5.60 1180 6.60 5.40 310 290 3.40 3.50 3.60
YTD| 6.97 12.14 9.62 862 9.25 8.81 8.32 767 7.14 877 6.47 6.23 6.23
2010| 710 310 2.86 186 270 2.34 2.43 2.01 2.10 249 2.64 2.55
YTD| 710 510 435 373 3.52 3.33 320 3.0 294 2.89 287 2.84 2.84
21[H |NH 7 5-9022 Number of Insiallation Orders 2007| 20,603 | 16,221 | 16617 | 17.348 | 21925 | 17922 [ 15933 | 14,847 | 13,358 | 18,282 | 13,756 | 10,376
CAMP YTD| 20,603 | 36824 | 53441 | 70,789 | 92,714 | 110,636 126,569 | 141,416} 154.774 | 173,056 | 186,812| 197,188 197,188
2008| 12,721 9,451 9,426 | 12868 | 16676 | 13722 | 11628 | 10,561 | 12,549 | 16,137 | 12,068 | 11,274
YTD| 12,721 | 22172 | 31,698 | 44466 | 61,142 | 74.864 | 86,492 | 97,053 | 109,602 | 125,739 | 137,807 | 149,081 149,081
2009( 10,944 148 1,426 8,692 3515 | 10,128 | 7,922 7.840 | 12004 § 11626 | 8,106 7,162
YTD| 10,944 | 11,083 [ 12519 | 21211 | 24,726 | 34,854 | 42,776 | 50,616 | 62,620 [ 74,246 | 82,351 | 89,513 89,513
2010{ 7,902 | 11,223 | 8,150 7.727 6777 7,662 6,309 6,756 6,925 8,804 7,905 6,041
YTD| 7,902 18,125 | 27,275 | 35,002 | 41,779 | 49,441 | 65,750 | 62,506 [ 69,431 | 78,235 | 86,140 | 92,181 92,181
22| 5 |NH 7.5.2-9022 Number of Access Lines Installed 2007 6,400 5,501 5719 5,604 6,838 8,331 6,114 6,776 5,020 5,510 4,691 4,145
CAMP YTD| 6400 | 11,801 | 17,620 | 23,224 | 30,062 | 38,393 | 44,507 | 51,283 | 56,303 | 61,813 } 66,504 | 70,649 70,649
2008] 4,805 3,960 3,896 3,967 3,882 4,370 4,287 4,344 4,691 4,426 4,067 2,991
YTD| 4,805 8,765 | 12661 | 16628 | 20,510 | 24,880 | 29167 | 33,511 | 38202 | 42628 | 46,695 | 49685 49,686
2009| 3,482 0 82 1,254 709 2,420 2,017 1,874 1,917 2,051 1,571 1,586
YTD| 3,482 3,482 3,564 4,818 5,527 7,947 9,964 11,838 | 13,755 | 15806 | 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
YTD| 1,248 2,686 4,156 5,710 7,235 9,142 | 10,942 | 12611 | 14,207 | 15620 { 17,110 | 18,461 18,461
23 NH 7 8.2-9999 | % Abandonad Repair Calls 2007 18 1.7 1.8 15 1.2 13 14 i3 1.3 1.4 1.2 12
MM {ﬂtw;'n.tl waliver) YTD 1.8 18 1.8 17 16 15 15 15 15 1.4 14 14 1.4
2008 12 14 1.1 14 13 1.6 14 15 16 i1 12 16
YTD 12 13 12 1.3 13 1.3 1.3 1.4 14 14 13 1.4 1.4
2008 14 254 26.2 178 158 10.7 236 58 1.2 0.6 10 07
YTD 14 13.4 176 17.7 173 16.2 17.3 158 142 12.8 118 108 10.8
2010 05 n/a 07 04 03 0.8 0.8 04 0.4 0.8 0.7 0.5
YTO 05 nfa 0.6 05 0.5 0.5 0.6 0.6 05 0.6 06 06 0.6
241 % |NH 7.15.8-9500 _[Mean Time 1o Reparr (Hours) 2007| 23.52 17.57 21.92 44.80 32.02 24.27 24 67 22.83 23.57 2158 19.90 18 3.
CAMP All Sarvios P YTD| 2352 20.55 21.00 2685 27.97 27.35 2697 26.45 26.13 2568 2515 24.5! 24.58
{atarm walver) 2008 20.00 2111 18.58 16.23 17 04 20.25 24.02 2571 21.63 20.26 1937 54.1
YTO| 20.00 20.56 19 80 18.98 18.59 18 87 19.60 20.37 2051 20.48 20.38 2319 23.19
2009| 33,22 3840 55.90 3570 28.80 31.70 28.80 25.50 23.20 2460 2390 22.20
YTD| 3322 38 40 47 15 4333 3970 38 10 36.55 34.97 33.50 32.51 3165 3079 30.79
2010[ 2060 nfa n/a 16.70 1425 15.01 18.50 18.28 15.35 18 18 16.38 15.20
YTD} 20.60 nfa n/a 18.65 17.18 16.64 17 01 17 22 16.96 17 11 17.03 16.85 16.85
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FairPoint Communications - NNE

Mew Hampshire SQI Results

December 2010 (version 2 with Storm Waiver)

JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC AVG
NH 7 14-3400 # Repeat Trouble Reporis 2007 882 490 986 1,619 1,436 1.398 1,341 1.114 1,017 1,114 502 518
CAMP ((utarm waiver) YTD| 882 1,372 2,358 3,977 5413 6,812 8,153 9267 | 10,284 | 11,398 | 11,800 | 12,418 12,418
2008| 622 799 789 587 471 879 1,186 1,318 754 743 630 1,587
YTD| 622 1.421 2,210 2,797 3,268 4,147 5333 6,649 7,403 8,146 8,776 | 10,363 10,363
2009| nla 198 591 552 552 774 903 951 685 636 394 475
YTD| n/a 198 789 1,341 1,893 2,667 3,570 4,521 5,206 5,842 6.236 6711 6,711
2010] 369 282 nia 532 497 567 581 526 469 513 432 325
YTD| 369 651 n/a 1,183 1,680 2,247 2,828 3,354 3823 4,336 4,768 5,093 5,093
NH 7.17-9400 Access Lines n Service 2007| 574,769 [ 571,410 | 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 | 482,104 | 477,012 | 470,222 | 464,350 | 456,916 | 450,231 | 443.725 | 438,005 | 432,001 | 427,079 | 421,862 454,301
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 | 263,152 | 257,274 | 252,309 | 248,630 269,626
NH 7 4 1-9022 Held Orders over 30 Days 2007 1 1 1 0 2 0 1 4 4 2 7 4 2
CAMP (for facility reasons) 2008 1 2 2 1 2 Q 2 2 3 2 2 4 2
2008 3 o} 512 2,169 412 0 Q 0 0 1 4 7
YTD 3 2 172 871 618 619 618 618 619 310 282 259 259
2010 1 1 1 1 2 2 0 0 Q 1 1 0
YTD 1 1 1 1 1 1 1 1 1 1 1 1 1
Footnotes
'11/8/10 - Benchmarks updated to reflect transition benchmarks
Metric #| SQI Description I ]
12|Business Office - Calls answered w/in 20 seconds
13| Customer Trouble Reporis - Rate per 100 lines - Network
14| % OOS Troubles cleared wiin 24 hours (excluding Sunday)
15|% Repair C Met
18 Held orders - average delay days
|
*|1/20/10 - Penalty calculation dated to reflect same methodology of calculati enaities as Maine
inserted a row for ealch metric that will the penalty based on "% not met" - Maine methodology)
Metric #SQi Description | il I 1
7| % Installation Service Orders - Met Commitments (penalty is % NOT MET)
8(% ion Service Orders - Met wiin 30 days (penalty is % NOT MET)
9| Toll and Assist - Operalor calls answered w/in 10 seconds (penaity is NOT ANSWERED w/in 90 ds)
10 Directory Assistance and Intercept calis answered w/in 15 ds {penalty is NOT ANSWERED wiin 85 seconds)
11| Repair Service calls ar d wiin 10 ds (penalty is NOT ANSWERED wiin 90 )

12|Business Office - Calls answered w/in 20 seconds {penalty is NOT ANSWERED w/in 80 seconds)

14{% QOS Troubles cleared w/in 24 hours (excluding Sunda enalty 1Is NOT CLEARED)
15|% Repair Commitments Met (penalty is NOT MET) | 1

16| Dialtone Speed wiin 3 seconds (penalty is GREATER THAN 2 seconds)

17| % Call C (penalty is GREATER THAN 3 seconds) ]

| IR i DA [ o
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Attachment 1

T

rt 3 _Item 12a |
01/20/10 02715710 03/19/10 20/11 05/20/10 06/21710 07720710 08/20/10 09/20/10 10/20/10 11/20/10 12/21/10
Bethiehem Canaan Alstead Bedford *Alstead Alstead Atear Bedford Candia Alstead Alstead Calebrook
Candia Center 5andwich Atkinson Canaan ¥ Ashfand Ashland Ashland Belmont CEnter sandwich Atkinson Atkinsan Desrneid
Center Sandwich Charlestown Barrington ¥ Tandia * Alkinson Bedlord Atkinson Canaan Tenbury Bedford Candia Franconia
Fitzwiliam Fitzwiliam Bedford Conter Sandwich Radlord Canaan Barrington Candia Fitzwilsam Bethlehem Center Ossipee Hinsdale
Franconia Franconia Belmont Charlestown Bethlehem Candia Bartlett Center Sandwich Garharm Bristol Centor Sandwich Jaffray
Hanover Greenfield Bristo! ‘Colebrook Aristol Canterbury Bethlehem Duanibury Bravetor Campton Danbury Kingstan
Jefferson Greenville Campton Danbury Lanamn Center Ossipee EBristol Duiblin Ha Canaan Deerfield Lisbon
Littleton Hanover ¥ Canaan Deerfield Canain Center Sandwich Canann Dusham Fan Candia Hampton Lyme
Lyme Lyme * Candia Dublin Claremant Colebrook Canterbury Epiom Canterbury Hanover Mariow
Milan Milan Canterbury Durham * Danbury Conway Center Harbor Exeter Kengsion Center Sancwich Wilan
Pittsburg New Boston Center santwich Enfield * Enfield Danbury Center Ossipee Fitzwillam incaste Danbury Milton
Plaistow Newport Charl ) * Epsomn * tpping Deerfield Center Sandwich Franconia yrme Deerfield Ly Milton Mils
Rumney North Stratford Claremont Errol Eptom Dover Charlestown Garham Marlow Dublin Madison orth Haverhill |
Seabrook Rumney Concord Exeter ol Dublin Conway Groveton Milan Durham Meradith Penacook
Sunapee Deerfield Flerwiliam Txnter Durham Danbury Hampstead Milton Mills Farmington TWiTan Pike
Derry Greenfiesd Farmington Dublin Hampton e Feiwillanr Miltan R Pittsburg
Dover Greenvilie Fitpwillam Epaoen Durham " Flaisiow Franklin North Stratford Romney |
Durham *Groveton Glendale Franconia Tppng Wayrnand Gorham Fittsburg Suncaok
Epping Hampstead Gorham Glendale errol Kingston Greenfield Mamney amwarth
* Epsorn * Hampton Greenville Gorham Lancaster Grovelan Rye Heach ‘Whitefieid
Errol Hancock STV [ Lyme Hampstead sullivan
Exeter Hinsdale Harmp Hampton Milan Hanover Sunapee
Farmington * Jefferson Harmgpion Hanover Gorham Newmarkel Hinsdale Tamworth
Fitzwiliam Kingston * Hancock Harrisville Greenfield Pelham Warren Jaffrey Walpole
Goffstown * Lancaster * Hanover Jefferson Greenvibe Peterborough Whitefield Kingston Winchester
Greenfield Lyme Hinsdale Ringston Groveton ke Winchester Lancaster
* Greenville Markow Kingston Lebanan Hamgion Raymand Tyme
Groveton *Miiton Mills Laconia Lishon FHamzve Rumney Marlow
Hampstead ¥ Newmarket Cebanon Lyme Harrisville e Beach T
Harmplon Newport Lishan Meredith Hinsdale Somersworth Milford
AnaveT Pike Lyme Milan lefferson Sullsan Milton Mills
* Jefferson Pittsfield Marboro New Boston Kingston Warren Moultonboro
o Kingston _* Portsmouth Milford Newmarket Lancaster West Siewaristown Nashua
Lancaster * Raymond ¥ Milton Newport Lebanar New Boston
Lyme Rindge * Moultonboro North Stratford Lishon Penacook
Manchester Rochester Pelham Pelham Lyrme ke
Merrimack Seabrook Fittsburg Penacook Marlboro i
Milford Somerswarth Rayrmond Pike Marlow Y
_ Milton Mills Spofford Tindge Pittsburg Miiton Mills Soofford
= Moultonboro Suncook Rye Beach Pittsfield Newmarket Tl an j—
= Nashua Tamworth * Sanbornville Plaistow Newport Sunapee
¥ New Boston " Warren Spofford —Plymouth North Haverhill Tamwarth
¥ Newmarket Westmoreland TJamworth Portsmauth Peterborough Walpoia
Newport *West Stewartstown Troy Raymond Pike Warren
Northwood ¥ Woodsville Twin Mountain Himtge Plymouth West Stewartstown
Pelham Warren Rye Beach Portsmouth Winchester
Penacaok Westmoreland Sanbornville Raymond
Pike Winchester Seabrook Rindge
Pittsfield *Woodsville Somersworth Rumnay
* Plaistow Sulfivan Tiye Beach
Portsmouth Sunapee Sanhormille
* Raymond Tamworth Suliivan
Rindge Twin Mountain Sunapee
Rochester Watren Sunceok |
Rye Beach Westmorelang Tamworth
Salem Whitefield Tl Maoumtaan
Sanbornville Wolfeboro Warren
Seabrook West Stewartsiown
Somersworth Westmoraland
¥ Sunapee Whitefiald
Suncock Wolfeboro
Tilton Woodsville
Troy
Twin Mountain
Westmoreland |
Winchester




Held Orders > 30 days ~ R ] |Attachment 2
_ L 2010 ' . [tem 4 ‘
1 | ! | |
01/20/10 [ 02/19/10 | 03/19/10 | 04/20/10 | 05/20/10 | 06/22/10 | 07/20/10 | o08/20/10 | 09/20/10 [ 10/20/10 | 11/20/10 | 12/21/10
_Laconia ! N/A Canaan Grantham | *Merrimack | Bethlehem ' NA Newport  Portsmouth N/A

N/A N/A

*Pike Conway




