
Kevin M. Shea
Vice President
Government Relations NH
900 Elm Street, Suite 1922
Manchester, NH 03101
603-641-1667

February 19,2010

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 January 2010 and is also filling the attached paper copy.

• Metric 1, POTS Premise Installation-we will measure the average time to repair Metric 2, POTS
Mechanized Installation - we will measure the average time to repair.

• Metric 3, POTS Combined Installation- we will measure the average time to repair.
• Metric 6, DSL Combined Installation - we will measure the average time to repair - this metric was not

required to be broken out premise vs. mechanized.
• Metric 4 & 5 will not be reported as discussed during the meeting, it does not make sense to try and break

alit DSL into premise and mechanized.

Metrics 1-3 & 6 -these will replace the original Metrics 1-6

There will not be any restatement for 2009 for these 4 metrics,

• Metric 7, we will continue to measure % Met commitment for POTS, combined premise and mechanized.

Metric 7

Restatement: will be done for Feb - Oct 2009 months in the February - March 20 I0 time frame.

Metric 8

• Metric 8, % Installation Appointments Met w/in 30 days.
The data as reported in 2009 has no value. The create date that was being used as the starting point of the 30 day count
is not valid.

Restatement: Results will be good for Dec. 2009 and January 2010. No restatement of prior months for this metric. due
to a new data field being sourced.

Metrics 9-12, 16-17 & 23

• Metric 9, Toll and Assist - Calls answered within 10 seconds
• Metric 10, D!A and Intercept - Calls answered within 10 seconds
• Metric 11, Repair Service - Calls answered within 20 seconds
• Metric 12. Business Office - Calls answered within 20 seconds
• Metric 16, Dial tone speed within 3 seconds
• Metric 17. % Call completion
• Metric 23, % Abandoned Calls - Repair

No changes expected for any of these metrics. Restatement: None needed for these metrics.



Metric 13, 15,21-22 & 24-26

• Metric 13, Customer trouble reports - rate per] 00 lines Network
• Metric 15,% Repair Commitments Met
• Metric 21, Number of Installation Orders
• Metric 22, Number of Access Lines Installed - Inward Movement only
• Metric 24, Mean Time to Repair
• Metric 25, Repeat Trouble Report
• Metric 26, Access Lines in Service.

Restatement: Feb - Oct 2009 time frame. Results available in the Feb - Mar time frame.

Metric 14

• Metric 14, % OOS Troubles cleared within 24 hours (excluding Sundays)

Beginning with the Jan 2010 results, these results are being reported from a new database. This change allows for more
accurate reporting of the OOS metric. An investigation is underway to determine if any historical results can be
accurately produced.

Metric 18, 19, 20 & 27

• Metric 18, Held Orders - Average Delay Days.
• Metric 19. Total Held Orders on Hand Month End.
• Metric 20, Average Delay days for Installation of Service.
• Metric 27, Held Orders Over 30 Days Due to Facilities Reasons.

Restatement: we will not be able to restate any of the previous months.

FairPoint reserves its right to argue that the proceedings requiring this report are stayed or should be stayed and to seek
appropriate relief with the Bankruptcy Court.

Please call if you have any questions.

Sincerely,

Kevin M. Shea

Attachments

cc: Meredith Hatfield
Peter Nixon
Janet Brack
Brian Lippold
Karen Mead
Michael Morrissey
Teresa Rosenberger



FairPolnt Corumunications - NNE

New Hampshire SQ! Results

January 2010

JAN FEB MAR APR MAY J N JUL AUG "EP o T NOV DEC AVG
POTs Premise lnstaHation 2007
Averaoe Time to Install YTO

2008
YTO
2009
YTO
2010 36
YTO 3.6 3.8

Baseline TBO

POTs Mechanized Ins lallation 2007
Averaee Time to Install YTO

2008
YTO
2009
YTO
2010 2.2
YTO 2.2 2.2

Baseline TBO

POTs Combined Installation 2007
everece Time 10 rostau YTO

2008
YTO
2009
YTO
2010 3.2
YTO 3.2 3.2

Basel1ne TBO
DSL Combined Installation 2007
Averaoe Time to Install YTO

2008
YTO
2009
YTO
2010 3.2
YTO 3.2 3.2

Baseline TBO
% Installation Services Orders 2007 97 98 97 97 91 97 97 97 97 9B 98 98

Met Commitment YTO 97 98 97 97 "7 97 97 97 97 97 97 97

2008 97 97 98 99 99 99 96 97 96 99 98 97

YTO 97 97 97 98 98 9B 98 98 98 98 98 98 98

2009 98 45 46 62 75 78 74 75 79 83 84 92

YTD 98 72 63 63 65 67 68 69 70 72 73 74 74

2010 96
YTO 96 96

Baseline 90

Baseline - Penaltv carecraucn- 2009 1. 2 26 37 37 35 33 32 31 30 28 27 26 26

Baseline ~Penalty Cafculatlon - 2010 10 4 4

% Installation Service Orders 2007 0 0 0 0 0 0 0 0 0 0 0 0

Mel- w/io 30 davs 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

YTO 0 0 0 0 0 0 0 0 0 0 0 0 0

2009 n/a 0 53 75 76 63 69 70 77 84 84 100
YTO n/. 0 27 43 51 54 56 58 61 63 65 68 68

2010 100
YTO 100 100

Baseline 95

Baseline ~Peneltv Calculation - 2009 5 rua 100 73 57 49 46 44 42 39 37 35 32 32

Baseline A Penattv Calcolallon - 2010 5 0 0

% TOll end Local Assistance 2007 97 96 94 96 94 9:> 95 94 96 94 94 95

Operator Calls answered within YTO 97 97 96 96 95 95 95 9:> 95 95 95 95 ~5

10 seconds 2008 97 97 95 98 9B 97 96 97 98 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
YTO 95 95

Baseline so

Baseline- Penalt Calculation ~ 2009 10 3 5 5 5 5 6 7 7 7 7 6 6 6

Baseline - Penattv Calculation - 2010 10 5 5

% Olrectorv Assistance and Intercect 2007 93 94 90 91 90 88 92 96 95 95 95 93

CalIS 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
YTO 93 93

Baseline 85

Baseline - Penattv Calculation - 2009 15 0 9 9 8 9 9 10 10 10 10 10 10 10

Baseline - Penalty Calculation - 2010 15 7 7
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FairPoint Communications - NNE

New Hampshire SOl Results

January 2010

JAN FEB MAR APR MAY JUN JUL AUG SEP CT NOV DEC AVG

% Reoair Service Calls answered within 2007 66 87 88 85 86 86 86 87 87 86 90 89

20 seconds YTD 86 87 87 87 86 86 86 86 86 86 87 87 B7
ZOOS sa 87 89 93 92 85 80 85 94 92 91 57
YTD sa 88 88 89 90 89 8B 87 88 89 89 86 B6
2009 81 25 30 26 31 51 30 68 91 9£ 93 93
YTD 81 53 45 41 39 41 39 43 48 53 57 60 60
2010 96
YTD 96 96

Baseline 85

Baseline ~Pe(1a~ Calculation ~ 2009 15 19 47 55 59 61 59 61 57 52 47 43 40 40

Baseline- Penattv Catculatlon - 2010 15 4 4 4 4 4 4 4 4 4 4 4 4 4

% Business Office and Other Calls 2007 75 75 76 74 68 65 65 72 67 62 65 56
Answered within 20 seconds YTD 75 75 75 75 74 72 71 71 71 70 69 69 69

2008 62 74 68 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 55 16 45 72 72 73 84 77 85 85 94

{b3~"l!O¢W"l:l.1"i lo2COli YTD 87 71 53 51 55 56 60 63 65 67 68 70 78
2010 90
YTD 90 90

Baseline 85

aasettne- PeniJitV Calculation - 2009 23 13 29 47 49 45 42 40 37 35 33 32 30 30

Baseline - Penaltv Calculation - 2010 15 10 10

Customer Trouble Reports 2007 1.47 0.71 116 251 153 113 180 150 1.30 1.51 094 085

Rate oer 100 lines-Network YTD 1.47 1.09 1.11 148 1.48 152 1.56 1.55 1.52 1.52 147 142 1.42
2008 085 138 1.11 1.00 0.93 156 1.97 183 130 1.28 111 3.3-1

YTD 0.85 1.12 111 109 1.05 1.14 1.26 133 1.33 132 130 1.47 1.47
2009 160 0.64 113 111 1.12 146 161 180 118 127 09£ 116

(ba:l.('ii,"*, W.(l~ ~.2S'" 'Z0091 YTD 1.60 1.12 1.12 1.12 1.12 118 1.24 131 1.29 1.29 126 1.25 1.25
2010 0.90
YTD 090 0.90

Baseline 1.12

% OOS Troubles cleared within 2007 68 83 70 48 6Q 67 65 69 69 73 76 79
24 hours {excludlM Sunda\i, YTD 68 76 74 67 66 68 66 66 67 67 68 69 69

2008 66 70 60 86 85 77 65 62 77 74 79 42
YTD 66 68 72 76 77 77 76 74 74 74 75 72 72
2009 62 98 94 99 100 99 100 100 76 73 77 76

(ba.:.el,~ Wil.!i 5t In 20QQl YTD 62 80 84 88 90 92 93 94 92 90 89 68 88
2010 78
YTD 78 78
87

,..
Baseline· Penalty Oelcuteuon- 2009 20 38 20 16 12 10 8 7 6 8 10 11 12 12
Baseline ~ PenaitVCalculation· 2010 13 22 22

% Renarr Commitments Mel 2007 77 86 77 69 76 81 81 81 79 81 86 83
YTD 77 82 80 77 77 78 18 79 79 79 79 80 80
2008 81 79 86 89 88 87 82 80 85 85 87 62
YTD 81 80 82 64 85 85 B5 84 84 84 84 83 83
2009 77 10 75 81 83 82 86 86 91 89 91 89

!'tl.:;sehl":<lw;:u65i"ZOCl'Qi YTD 77 44 54 61 65 68 71 72 74 76 77 78 78
2010 93
YTD 93 93
89

Basetlne - Pena~Calculation - 2009 15 23 56 46 39 35 32 29 28 26 24 23 22 22
Baseline - Penaltv Calculation - 2010 11 7 7

% Dialtone S eed wHhin 3 seconcs 2007 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
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 nla nla nla 100 100 100 100 100 100 100 100 100
YTD nla nla nla 100 100 100 100 100 100 100 100 100 100
2010 100
YTD 100 100
98

Baseline - Pen3~ Calculation - 2009 2 nla nla nla 0 0 0 0 0 0 C 0 0 0
Baseline - Penaltv Calculation - 2010 2 0 0

% Call Com teuon 2007 100 100 100 100 100 100 100 100 100 100 100 100
YTD 100 100 100 100 100 100 100 1C~ 1(}3 100 100 100 100
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 nla nla nla 98.13 97.23 9800 97.70 9750 100.00 9800 9800 97.90
YTO nI. nla nla 9813 97.68 9779 9777 9771 98.09 9808 9807 9805 98

2010 96
YTD 98 98
97

I
Baseline - Penaltv Calculation - 2009 3 nla nla nJa 2 2 2 2 2 2 2 2 2 2

Baseline - Penalt Calculation- 2010 3 2 2

Held Orders 2007 1240 7.79 1043 667 553 602 3.83 5.54 13.18 615 1000 1030
Averece Total Deja .•.Da~ YTD 1240 1010 1021 932 856 814 752 728 793 775 798 8.15 8.15

2008 B.78 8.38 1366 405 807 9.54 5.80 678 11.88 815 646 2.90
YTD 8.78 857 10.27 871 856 874 832 813 855 B.51 8.32 787 7.87
2009 nla 273 474 7.99 1460 000 000 000 2610 2425 2070 14.80

j~;!.!Odw,e ""~~ 7.113 in 2~~SI YTD n1a 273 374 515 752 601 501 429 7.02 8.93 10.11 1054 10.54

2010 12.30
YTD 1230 12.30

Baseline 6.46
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FairPoint Communications - NNE

New Hampshire SQI Results

January 2010

JAN FEB MAR APR MA' JUN JLL A SEP OCT NOV DEC AVG

Trackina Onl
Total Held Orders on Hand 2ClJ7 41 19 22 18 30 24 19 37 29 25 32 27
MonUl End YTD 41 30 27 25 26 26 25 25 27 26 27 27 27

2008 17 15 12 14 11 14 14 13 25 11 8 19
YTD 17 16 15 15 14 14 14 14 15 15 14 14 14
2009 9 424 6.511 9.620 3.060 0 0 a 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
YTD 3 3

Averaae Detav Da ~ for InslaUalion 2007 12.99 853 8.74 1492 850 548 554 1345 2304 2063 1341 1034
of Service YTD 1299 1076 10.09 1130 10.74 986 9.24 977 11.24 12.18 12.29 12.13 12.13

2008 8.69 1055 12.63 654 11.78 1038 6.28 10.84 14.73 1592 842 6.04
YTO 869 9.62 10.62 9.60 10.04 1010 955 9.71 10.27 1083 10.61 10.23 10.23
2009 697 271 469 7.61 1300 1140 930 7.10 9.30 7.10 2.90 3.80
¥TO 6.97 484 479 550 7.00 7.73 795 785 801 7.92 7.46 7.16 7.16
2010 7.10
YTD 710 7.10

Number of Installation Orders 2007 20.603 16.221 16.617 17.348 21.925 17.922 15.933 14.847I18.282 13.756 10.376
YTO 20.603 36.824 63.441 70.789 92.714 110.636 126.569§

1

173

.

056 186.812 197.188 197.188
2008 12.721 9,451 9.426 It!13.722 11.628 12.068 11.274
YTD 12.721 22.172 31.598 74.884 86.492 137.807 149.081 149.081
2009 400 21.470 21274 18.381 22.019 11.195 6.540
YTO 11.344 32.814 96.244 114.625 136.844 182.242 193,437 199.977 199.977
2010
YTO 7.902 7.902

Number of Access lines Installed 2007 MOO 5.501 5.719 5.604 6.838 8.331 6.114 ,m I .," 5.510 4.691 4.145
YTD 8.400 11.901 17.620 23.224 30.062 36.393 44.507 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 4691 4.426 4.067 2.991
YTD 4.805 8,765 1,""' 16.628 20.510 24.880 29.167 42.628 46.695 49.656 49.686
2009 3.482 380 15.190 19.749 4.483 2.167 2.052 2.541 2.712 1.504 1.580
YTD 3.482 3.862 19052 38.801 43.284 45.451 47.503 50.044 55.363 56.887 58.447 58.447
2010 1.249
YTO 1.249 1.249

% Abandoned Re air Calfs 2007 1.8 1..7 18 1.5 1.2 13 1.4 1.3 13 " 1.2 1.2

YTO 1.8 1.8 18 1.7 16 1.5 1.5 1.5 15 14 1.4 1.4 1.4
2008 12 1.4 1.1 1.4 13 16 14 1.5 16 11 12 16
¥TO 1.2 13 1.2 13 1.3 13 13 14 14 14 1.3 14 1.4
2009 14 254 26.2 17.8 15.8 10.7 23£ 60 1.2 06 1.0 07
¥TO 14 13.4 176 177 17.3 16.2 17.3 158 142 129 11.8 109 10.9
2010 05
YTO 0.5 1.0

Mean Time to Renalr 2007 2352 17.57 21.92 44 80 32.02 24.27 2467 2283 23.57 21.58 1990 18.33
All Service Problems ¥TO 23.52 2055 2100 26.95 27.97 2735 2697 2645 2613 2568 2515 2458 24.58

2008 2000 2111 18.58 1623 17.04 2025 2402 25.71 2163 2026 1937 54.13
YTO 20.00 2056 19.90 18.98 1859 1887 1960 20.37 2051 20.48 2038 2319 23.19
2009 33.22 2480 52.00 33.70 29.80 3070 2870 2550 2360 24.50 23.90 2220
YTO 33.22 2480 3640 36.83 3508 34.20 3328 3217 3110 3037 2972 29.04 29.04
2010 2060
¥TO 20.60 20.60

# Reoeat Trouble Reports 2007 882 490 986 1.619 1.436 1.399 1.341 1.114 1.017 1.114 502 518
YTO 882 1.372 2.358 3.977 5.413 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
¥TO 522 1.421 2.210 2.797 3.268 4.147 5.333 6.649 7.403 8.146 8.776 10.363 10.363
2009 nI. 129 347 338 339 516 602 620 637 647 395 475
¥TO nla 129 476 814 1.153 1.669 2.271 2.891 3.528 4.175 4.570 5.045 5.045
2010 369
¥TO 389 369

Access Lines in servce 2007 574.769 571.410•: 563.110•• 555.035 550.606 545.442 507.777 503.613 498.370 493.595 540.862
2008 486.109 482.104 1470.222 456.916 450.231 443.725 436.005 432.001 427.079 421.862 464.301
2009 415.671 358.314 379.243 366.836 360.244 353.995 343.970 337.499 298.431 293.404 355.758
2010 287.424

Held Orders over 30 Da~ 2007 1 1 1 0 2 0 1 4 4 2 2 4 2
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
¥TD 3 2 172 671 619 619 619 619 619 310 282 259 259
2010 1
YTO 1 1
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JAN FE MAR APR MAY JUN JUL A G SEP OCT N DE AVG

Footnotes
< 1/6110. Benchmarks undated to reflect transition benchmarks

.., trieU D riouon
12 BUSioe$S OffICe - C a lls answered wJin 20 seconds
13 Customer Trouble Reocrts- Rale oer 100 lines - Network
14 % 00$ Troubles cleared wltn24 tee-s excludina Suoct3v)
15 % ReoairCommitments Met
18 H(:Id orcea- averace <leiavdavs

'112 11 -p a caleus;tions uoda ed to mflect sa emethodol f calculettnc nenaltles as Maine

tM&rtad It toW f()r' each rnetrtc tMI wlll CAk:uLll;to tho ""Raltv ba&.od on "'It. not mer" - Mama rnethodo!oqy)

Metric» SOlO ri >on
1 % Installatloo Service Orders - Mal Commitments toen.::llt\l is % NOT MET
IS% Installation ScMco Orders- Met wfln 30 davc;.lnM1:ttv is % NOT MET
9 Toll and Assist· Operator calls answered wlin 10 eeccods loenak"VisNOT ANSWERED wlin 00 seccrde

10 Djrectcrv A$Slstance and lrseree I calls answered wfltl15 seconds altv is NOT ANSWERED Wflll85eeccrds

11 Re08irSer.ico.c.allsanswercdwfIll10seconds nalt Is NOT ANSWERED wflf190 seconds
12 Business Offce- CaUs answered w/in 20 seconds loenaltv is NOT ANSWERED wlin 60 seconds
14 % DOS Troubles cleared wflTl24 t'iolm; excludioa Sunda ("Oenall is NOT CLEARED

15%R irCommitmeotsMet foen.'Jlw ls NOT MET
16 Olartone Speed wJinJ.seoonds. penaltv is GREATER THAN z seccoos
17 % Call comeieuon lool\3!tv is GREATER THAN 3 seccrds
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