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Ms. Kathryn M. Bailey, PE \"¢ )\ S W
Telecommunications Division Director N e
New Hampshire Public Utilities Commission IS A

21 South Fruit Street, Suite 10
Concord, New Hampshire 03301

RE: Northern New England Telephone Operations LLC d/b/a FairPoint
Communications — NNE Quality of Service Report for September 2011

Dear Ms. Bailey:

In accordance with the Public Utilities Commission’s Electronic Report Filing program, Northern
New England Telephone Operations LLC d/b/a FairPoint Communications - NNE (“FairPoint”) has
electronically filed the Quality of Service Report for September 2011 and is also filing the attached

paper copy.

Please note that this report reflects the name change of the “Access Lines in Service” metric to
“Retail POTS Inventory in Service”, based on our discussion and agreement Tuesday, October 18,
2011. This name change will more accurately represent the definition of the reported metric, as well
as clear any potential confusion with other reports of access line equivalents.

There were forty-two (42) Exchanges that met or exceeded a 1.58 customer trouble report rate for three
consecutive months ending with the September 2011 report.

Please return the copy of this filing marked “Duplicate” with your stamp of receipt.

I can be reached at 603-656-8102 should you have any questions.
Yours truly,
i —_— £
Ry’
Ryan Taylor &

cc: Meredith Hatfield



FairPoint Communications - NNE

New Hampshire SQI Results

September 2011
JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC AVG
NH 7.2.1.a-9301 _|POTs Premise Installation
CAMP Average Days to Install YTD
2010f 3.8 41 4.0 3.9 4.3 5.0 3.8 4.4 4.4 4.5 42 43
YTD] 38 4.0 4.0 4.0 4.0 4.2 4.1 4.2 4.2 4.2 4.2 4.2 4.2
2011 4.2 43 43 4.6 4.6 5.8 4.7 49 5.0
YID| 42 43 43 44 44 4.6 46 47 47 4.7
Baseline T8D
NH 7.2.1.b-9301 _|POTs Mechanized Installation 2009
CAMP Average Days 1o Install YTD
2010] 22 2.0 3.0 2.2 27 24 20 2.1 2.0 24 24 2.0
YID| 22 2.1 2.4 24 24 24 24 23 23 23 23 23 2.3
2011 17 21 1.9 1.9 2.6 22 17 2.1 21
YID| 17 1.9 1.9 1.9 2.0 21 2.0 20 20 2.0
Baseline T8D
NH 7.2.1 -9301 POTs Combined Installation 2009
CAMP Average Days to Install YTD
2010f 3.2 3.1 3.6 3.2 3.5 3.8 3.1 33 3.2 33 3.1 3.0
YTD] 3.2 3.2 33 33 3.3 34 34 34 33 3.3 33 33 3.3
2011 3.0 3.2 3.1 33 3.6 4.0 33 3.5 3.7
YTD| 30 3.1 3.1 3.2 3.2 34 34 34 34 34
Baseline T8D
NH 7.19.1-9401 | % Installation Services Orders 2009 98 44 77 75 72 85 82 83 85 88 80 93
CAMP Met Commitment 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 98
YTD] 96 97 96 96 96 96 96 96 96 96 96 96 96
2011 97 97 97 97 99 98 97 95 96
YTID] 97 97 97 97 97 98 97 97 97 97
Baseli 90
Baseline - Penalty Calculation - 2009 10 2 29 27 26 27 25 24 23 22 21 21 20 20
Baseline - Penalty Calculation - 2010 10 4 3 4 4 4 4 4 4 4 4 4 4 4
Baseline - Penalty Calculation - 2011 10 3 3 3 3 3 2 3 3 3 3
NH 7.2.1.c-9022 |% Installation Service Orders 2009 n/a 100 47 25 24 37 31 30 23 16 16 100
CAMP Met - wiin 30 days 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
2011 100 100 100 100 99 99 100 100 100
YTD| 100 100 100 100 100 100 100 100 100 100
Baseli 95
Baseline - Penalty Calculation - 2009 5] nla 0 27 43 51 53 56 58 60 63 65 59 59
Baseline - Penalty Calculation - 2010 5 0 0 0 0 0 0 0 0 0 0 0 0 0
Baseline - Penalty Calculation - 2011 5 0 0 0 0 0 0 0 0 0 0
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FairPoint Communications - NNE

New Hampshire SQI Results

September 2011
JAN FEB MAR APR MAY JUN JUL AUG SEP oCT NOV DEC AVG
9 NH 7.6.2-9999  |% Toll and Local Assistance 2009 97 93 95 96 92 90 91 92 93 94 96 95
MM Operator Calls ed within YID| 97 95 95 95 95 94 93 93 93 93 94 94 94
10 seconds 2010 95 95 95 95 96 98 98 97 98 98 98 97
YID| 95 95 95 95 95 96 96 96 96 97 97 97 97
2011 97 98 98 97 96 97 98 98 98
YTD| 97 98 98 98 97 97 97 97 97 97
Baseline 90
Baseline - Penalty Calculation - 2009 10 3 5 5 5 5 6 7 7 7 7 6 [ 6
Baseline - Penalty Calculation - 2010 10 5 5 5 5 5 4 4 4 4 3 3 3 3
Baseline - Penalty Calculation - 2011 10 3 2 2 2 3 3 3 3 3 3
10 NH 7.7.2-9999 % Directory Assistance and intercept 2009] 100 82 92 92 91 86 85 89 90 93 93 91
MM Calls answered within YTD| 100 91 91 92 91 91 90 90 90 90 90 90 90
10 seconds 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
2011 93 95 95 91 90 90 93 91 95
YTD| 93 94 94 94 93 92 92 92 93 93
Baseli 85
Baseline - Penalty Calculation - 2009 15 0 9 9 8 9 9 10 10 10 10 10 10 10
Baseline - Penalty Calculation - 2010 15 7 6 7 7 6 6 7 7 7 7 7 7 7
Baseline - Penalty Calculation - 2011 15 7 6 6 6 7 8 8 8 7 7
11 NH 7.8.2-9999 % Repair Service Calls answered within 2008 81 25 30 26 31 51 30 68 91 96 93 93
MM 20 seconds YTD] 81 53 45 41 39 41 39 43 48 53 57 60 60
2010 96 71 94 97 97 91 89 95 97 93 92 91
YTD| 96 84 87 90 91 91 91 91 92 92 92 92 92
2011 94 92 92 91 86 88 89 80 90
YTD] 94 93 93 92 91 91 90 89 89 89
Baseli 85
Baseline - Penalty Calculation - 2009 15 19 47 55 59 61 59 61 57 52 47 43 40 40
Baseline - Penalty Calculation - 2010 15 4 16 13 10 9 9 9 9 8 8 8 8 8
Baseline - Penalty Calculation - 2010 15 6 7 7 8 9 9 10 11 11 11
12 NH 7.9.b-9999 % Business Office and Other Calls 2009 87 30 7 38 62 66 70 86 82 87 85 96
MM Answered within 20 seconds YTD 87 59 41 41 45 48 51 56 59 62 64 66 66
2010f 92 85 89 95 92 90 86 85 87 88 84 88
baseline was 83 in 2010)] YTD 92 89 89 90 91 91 90 89 89 89 88 88 88
2011 86 88 90 86 86 84 86 87 90
YTD| 86 87 88 88 87 87 87 87 87 87
Baseline 85
Baseline - Penalty Calculation - 2009 23 13 42 59 60 55 52 49 44 41 39 36 34 34
Baseline - Penalty Calculation - 2010 17 8 11 11 10 9 9 10 11 11 11 12 12 12
Baseline - Penalty Calculation - 2011 15 14 13 12 12 13 13 13 13 13 13
13 NH 7.12.1-9400 |Customer Trouble Reports 2009] 1.60 0.67 1.26 124 1.27 1.64 1.81 202 1.33 1.35 0.95 1.14
CAMP Rate per 100 lines-Network YTD| 1.60 1.14 1.18 1.19 1.21 1.28 1.36 1.44 1.43 1.42 1.38 1.36 1.36
2010 0.85 0.93 2.19 1.19 1.25 1.36 1.48 1.21 1.12 1.28 1.07 0.96
|baseline was 1.12in 2010)] YTD| 0.85 0.89 1.32 1.29 1.28 1.30 1.32 1.31 1.29 1.29 1.27 1.24 1.24
2011| 0.78 0.86 1.19 1.11 1.42 1.78 1.48 1.99 1.75
YTD| 0.78 0.82 0.94 0.99 1.07 1.19 1.23 1.33 1.37 1.37
Baseline 1.08
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FairPoint Communications - NNE

New Hampshire SQI Results

September 2011
JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC AVG
14 NH 7.13.c-9400 _ {% OOS Troubles cleared within 2009 62 76 67 72 67 64 61 63 74 70 68 73
FIRESTG 24 hours (excluding Sunday) YTD 62 69 68 69 69 68 67 66 67 68 68 68 68
2010 75 73 63 89 93 92 83 81 88 83 87 90
{baseline was 87 in 2010)] YTD 75 74 70 75 79 81 81 81 82 82 82 83 83
2011 90 92 93 96 96 89 89 86 80
YTD] 90 91 92 93 93 93 92 91 90 90
Baseline g 90
Baseline - Penalty Calculation - 2009 20 38 31 32 31 31 32 33 34 33 32 32 32 32
Baseline - Penalty Calculation - 2010 13] 25 26 30 25 21 19 19 19 18 18 18 17 17
Baseline - Penalty Calculation - 2011 10 10 9 8 7 7 7 8 9 10 10
15 NH 7.16.2-9400 _ ]% Repair Cc its Met 2009 77 75 69 77 80 81 85 86 90 89 91 89
CAMP YID] 77 76 74 75 76 77 78 79 80 81 82 82 82
20101 93 93 84 93 94 94 89 89 93 90 92 90
baseline was 89 in 2010)} YTD{ 93 93 90 91 91 92 91 91 91 91 N 91 91
2011 91 93 94 95 97 93 94 93 91
YTD] 91 92 93 93 94 94 94 94 93 93
Baseline 90
Baseline - Penaity Calculation - 2009 15 23 24 26 25 24 23 22 21 20 19 18 18 18
Baseline - Penalty Calculation - 2010 11 7 7 10 9 9 8 9 9 9 9 9 9 9
Baseline - Penalty Calculation - 2011 10 9 8 7 7 6 6 6 [} 7 7
16 NH 7.10-9999 % Dialtone Speed within 3 seconds 2009 n/a n/a nla 100 100 100 100 100 100 100 100 100
MM YTD{ nla 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
2011{ 100 100 100 100 100 100 100 100 100
YTD| 100 100 100 100 100 100 100 100 100 100
Baseline 98
Baseline - Penalty Calculation - 2009 2|l n/a n/a nla 0 0 0 0 0 0 0 0 0 0
Baseline - Penalty Calculation - 2010 2 0 0 0 0 0 0 0 0 0 0 0 0 0
Baseline - Penalty Calculation - 2011 2 0 0 0 0 0 0 0 0 0 0
17 NH 7.11-8999 % Call Completion 2009 n/a n/a nia 98 97 98 908 98 100 98 98 98
MM YTID| nla n/a n/a 98 98 98 98 98 98 98 98 g6 98
20101 98 98 98 98 98 98 99 98 98 99 98 98
YTD] 98 98 98 98 98 98 98 98 98 98 98 98 98
2011 98 98 98 98 98 98 98 98 98
YTD] 98 98 98 98 98 98 98 98 98 98
Baseline 97
Basaeline - Penalty Calculation - 2009 3| nia n/a n/ia 2 2 2 2 2 2 2 2 2 2
Baseline - Penalty Calculation - 2010 3 2 2 2 2 2 2 2 2 2 2 2 2 2
Baseline - Penalty Calculation - 2011 3 2 2 2 2 2 2 2 2 2 2
18 NH 7.4.b-9021 Held Orders 2009 n/a 2.73 4.74 7.99 14.60 N/A N/A N/A 26.10 | 2450 | 20.70 14.80
CAMP Average Total Delay Days YTD n/a 2.73 3.74 515 7.52 7.52 7.52 7.52 11.23 13.44 14.48 14.52 14.52
2010 12.30 10.50 2.00 9.00 10.50 7.43 8.50 4.71 4.40 4.67 2.83 9.60
{baseline was 6.46 in 2010)f YTD| 12.30 11.40 8.27 8.45 8.86 8.62 8.60 8.12 7.70 7.40 6.99 7.20 7.20
2011] 6.00 5.00 4.50 2.40 3.67 3.78 433 3.71 6.14
YTD| 6.00 5.50 517 4.48 4.31 4.23 4.24 4.17 4.39 4.39
Baseli 6.21
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FairPoint Communications - NNE

New Hampshire SQI Results

September 2011
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 2009 9 424 6,511 9,620 | 3,060 0 0 0 42 3 5 1
CAMP Month End YTD 9 217 2,315 | 4141 3,925 | 3,271 2803 | 2453 | 2,185 1,967 1,789 | 1,640 1,640
2010 3 2 1 4 6 5 2 2 9 8 11 8
YTD 3 3 2 3 3 4 3 3 4 4 5 5 5
2011 7 5 5 5 9 5 8 5 6
YTD 7 6 6 6 6 6 6 6 6 6
20 NH 7.4.a-9022 Average Delay Days for installation 2009| 6.97 17.30 4.60 5.60 11.80 6.60 5.40 3.10 2.90 3.40 3.50 3.60
CAMP of Service YTD] 697 12.14 9.62 8.62 9.25 8.81 8.32 7.67 7.14 6.77 6.47 6.23 6.23
2010f 7.10 3.10 2.86 1.86 270 2.34 243 2.01 2.10 241 2.64 2.55
YTD[ 710 5.10 4.35 3.73 3.52 3.33 3.20 3.05 2.94 289 2.87 2.84 2.84
2011| 2.00 2.58 1.61 1.70 4.70 3.89 4.69 2.08 2.43
YTD| 200 2.29 2.06 1.97 2.52 275 3.02 2.91 2.85 2.85
21 NH 7.5-9022 Number of Installation Orders 2009| 10,944 149 1426 | 8692 | 3515 ]10,128 | 7,922 | 7,840 | 12,004 | 11,626 | 8,105 | 7,162
CAMP YTD| 10,944 | 11,093 | 12,519 | 21,211 | 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 | 6,777 | 7,662 | 6,309 | 6,756 | 6,925 | 8,804 | 7,905 | 6,041
YTD| 7902 | 19,125 § 27,275 | 35,002 | 41,779 | 49441 | 55,750 | 62,506 | 69,431 | 78,235 | 86,140 [ 92,181 | 92,181
2011| 6,359 | 5,315 5778 | 6575 | 7539 | 6,846 | 4,701 5044 | 55614
YTD] 6,359 | 11,674 | 17,452 | 24,027 | 31,566 | 38,412 | 43,113 | 48,157 | 53,671 53,671
22 NH 7.5.a-9022 Number of Access Lines Installed 2009] 3,482 0 82 1,254 709 2,420 2,017 1,874 1,917 2,051 1,671 1,586
CAMP YTD| 3,482 | 3482 3,564 | 4818 | 5527 | 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 1,625 1,907 1,800 1,669 1,596 1,413 1,490 1,351
YTD| 1,249 | 2686 | 4,156 | 5710 | 7,235 | 9142 {10,942 | 12611 | 14,207 | 15,620 | 17,110 [ 18,461 | 18,461
2011[ 1,048 1,181 1,406 1,401 1,477 1,639 1,313 1,458 1,444
YTD| 1,048 | 2,229 3,635 | 5036 | 6513 | 8,152 | 9465 | 10,923 | 12,367 12,367
23 NH 7.8.a-9999 % Abandoned Repair Calls 2009] 14 254 262 17.8 15.8 10.7 23.6 5.8 1.2 0.6 1.0 0.7
MM YID| 14 134 17.6 17.7 17.3 16.2 17.3 15.8 14.2 12.8 11.8 10.8 10.8
2010 05 11.0 0.7 04 0.3 0.8 0.8 04 04 0.8 0.7 0.5
YID| 05 58 4.1 3.2 2.6 23 21 1.9 1.7 1.6 1.5 1.4 1.4
2011] 08 0.8 0.9 0.8 1.7 1.3 1.2 3.7 1.2
YID] 08 0.8 0.8 0.8 1.0 1.1 1.1 1.4 1.4 1.4
24] |NH 7.15.a-9500 |Mean Time to Repair (Hours) 2009] 3322 | 38.40 55080 | 3570 | 28.80 | 31.70 | 2880 | 25.50 | 2320 | 2460 23.90 | 22.20
CAMP All Service Problems YTD] 3322 | 3840 | 4715 | 43.33 | 39.70 | 3810 | 36,55 | 34.97 | 33.50 | 32.51 31.65 | 30.79 30.79
2010 2060 | 19.90 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 19.06 18.98 18.89 18.50 18.47 18.28 18.02 18.02
2011| 15.86 15.01 13.63 11.53 12.53 15.55 13.76 16.00 19.49
YTD| 15.86 15.44 14.80 13.98 13.69 14.00 13.97 14.22 14.81 14.81
25 NH 7.14-9400 # Repeat Trouble Reporis 2009] n/a 198 591 552 552 774 903 951 685 636 394 475
CAMP YTD] nia 198 789 1,341 1,893 | 2,667 | 3,570 | 4.521 5206 | 5842 | 6,236 | 6,711 6,711
2010 369 282 1,029 532 497 567 581 526 469 513 432 325
YTD] 369 651 1680 | 2212 | 2709 | 3,276 | 3,857 | 4383 | 4,852 | 5,365 5797 | 6,122 6,122
2011] 259 296 397 398 523 655 475 644 789
YTD| 259 555 952 1,350 1,873 | 2,528 | 3,003 | 3,647 | 4436 4,436
26 NH 7.17-9400 Retail POTS Inventory in Service 2009]1415,671 | 352,237 | 346,160 | 339,453 [336,102 §332,140 [325,953 | 319,910 | 310,287 {304,249 | 298,441 [293,404 | 331,167
CAMP 2010| 287,424 |1 283,201 | 278,422 1277,044 | 276,305 {274,473 | 270,811 [ 266,471 | 263,152 | 257,274 | 252,309 | 248,630 | 269,626
2011] 245,881]243,621 | 240,851 ] 240,018 | 240,442 [ 240,088 | 238,597 [ 236,648 | 233,799 239,994
27 NH 7.4.1-9022 Held Orders over 30 Days 2009 3 0 512 2,169 412 0 0 0 0 1 4 7
CAMP (for facility reasons) YTD 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
YTD 1 1 1 1 1 1 1 1 1 1 1 1 1
2011 3 2 2 1 2 2 0 0 0
YTD 3 3 2 2 2 2 2 2 1 1
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FairPoint Communications - NNE

New Hampshire SQI Resuits

September 2011

JAN FEB MAR APR MAY JUN [ JuL [ AUG SEP OoCT NOV DEC AVG

1/2011

(inserted a row for each metric that will calculate the Ity based on "% not met'

* - Maine methodology)

.n

Metric #] SQI Description

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

8]% Installation Service Orders - Met w/in 30 days (penalty is % NOT MET)

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

Directory Assistance and Intercept calls answered wi/in 15 seconds (penalty is NOT ANSWERED wiin 85 seconds)

Repair Service calls answered w/in 10 seconds (penalty is NOT ANSWERED w/in 90 seconds)

Business Office - Calls answered wiin 20 seconds (penalty is NOT ANSWERED w/in 80 seconds)

14| % OOS Troubles cleared w/in 24 hours (excluding Sunday) (penalty is NOT CLEARED)

15|% Repair Commilments Met (penalty is NOT MET) | |

on

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

17| % Call Completion (penalty is GREATER THAN 3 seconds) _

Page 5 of 5



Mopep
YHpaJoiN
0Joqliepy

UoIN
PJIOSIIN
2WAq
uogsn
Jajsedue
uoueqal
eluode
uo1s8uny
ENEEN
3||IAstIIeH

J13A0UBH

9|epsulH

peaisdweH
uoldweH

UOJaA0ID)
TR
ENITEETT)

depuso

uojbuiwie 4
uipjue.d
J9)91Xg
(30
wosdgy
playu3
Kieg
weyinQg

Piei9aQ

Angueq
Aingiayuen

uoydwen
3001g3|09)

uMo}saleyD
ueeue)
Eipued
|0isug
uojbuiieg
juowag
*9IUDIUBAUOIUI SIY1 4104 sazISojode JulogJiey plojpag
uosubjly
"Hodas TTOT ‘07 49qWIAON 8yl yum Suiuuisag puelysy
‘uolssiwwod saiNN 21jand HN 3y3 03 papiroad Ajsnoiaaad pesis|y
Se Jew.oy ayl ul papiaoad aq |im Bunsi| siy) :910u aseald T110¢/02/0T

85T < sH0d9Y 9[qNOJL YIM SO [843U3)



UMOISHIEMD]S 1S9
udJiep
131S3YdUIM
pue|3J0WISaM
3jodjem
010q}IOM
PISJ2UYM
yoeag SJIam
Aouy
yuomuwe]
uoyiL
aadeung
pioyods
3002uUng
UBAl|INS
3||1IAuioques
)00.qeas
wajes
puowAey
yoeag oAy
19159420y
Asuwny
yiInowsuod
PIsisnid
8ungsig
3003eUdd
moisie|d
Mid
Hodman
poomyuon
19)JeWMIN
piojiens yuon
uojsog mapn
SIIN UOIN
NIeWILN

PINURUO) 8G'T < SH0doy 9[qNOJ] UHM S0 [el3ua)



