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Telecommunications Division Director “f"\} N DL I
New Hampshire Public Utilities Commission Lol e

21 South Fruit Street, Suite 10 P
Concord, New Hampshire 03301 S T

RE: Quality of Service Report for October 2010

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 October 2010
and is also filing the attached paper copy.

There were seventeen (17) exchanges that met/exceeded a 1.58 customer troubles report rate for
three consecutive months ending with the October 2010 report.

Please call if you have any questions,

Sincerely,

éﬂwa vz

ﬁTeresa R. Rosenberger

Attachments

cce: Meredith Hatfield
Peter Nixon
Karen Mead
John Lunny
Ryan Taylor



FairPoint Communications - NNE

New Hampshire SQI Results

October 2010
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NH 7 21.a-8301
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NH 7 2.1.b-8301

POTs Mechanized Installation
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Average Days 10 Install
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NH 7 2 1-9301

POTs Combined Installation
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Average Days to Install
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DSL Combined Installation
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3.2
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NH 7 15 1-5401

% Installation Services Orders

57

98
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Met Commitrnent

97

97
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Baseline

Baseline - Penalty Calculation - 2009

21

20

Basaline - Penalty Calculation - 2010




_JAN FEB MAR APR MAY JUN JUL AUG SEP oCcT NOV DEC AVG |
B NH 7 2.1 c-8022 |% Installation Service Orders 2007 0 0 D Q 0 D 0 0 0 0 0 0
CAMP Met - wiin 30 days YTD 0 0 0 Q 0 0 0 0 0 0 1] a Q
2008 Q 0 0 0 0 Q 4] o 0 0 0 0
YTD 0 Q Q 0 0 4] Q 0 1] 0 o o 0
2009 n/a 100 47 25 24 37 31 30 23 18 16 100
YTD[ nfa 100 74 57 49 47 44 42 40 37 35 4 4
2010f 100 100 100 100 100 100 100 100 100 100
YTD| 100 100 100 160 100 100 100 100 100 100 100
Baseline 95
Basasline - Penalty Calculation - 2009 5 nia 0 27 43 51 53 56 58 60 53 65 59 59
Baseling - Penaity Calculation - 2010 s 0 0 0 0 Q 0 Y 0 0 0 0
9 NH 7.6.2-9999 % Toll and Local Assistance 2007 97 96 94 96 94 95 95 94 96 94 94 95
MM QOperator Calls answered within YTD 97 87 86 96 95 55 95 95 95 95 95 95 95
10 seconds 2008 97 97 95 98 98 97 8 a7 98 98 98 96
YTD 97 97 96 97 a7 97 97 97 97 97 97 97 97
2009 o7 93 95 96 92 90 91 92 93 94 96 85
YTD 97 95 95 95 95 94 a3 93 93 93 94 94 94
2010 95 85 95 95 26 98 98 97 98 93
YTD 95 85 95 85 95 56 96 96 96 97 a7
Baseline 30
Basaline - Penalty Calculation - 2009 10 3 5 5 5 5 § 7 7 7 7 § 6 B
Baseline - Penalty Calculation - 2010 10 5 5 5 5 5 4 4 4 4 3 3
10 NH 7 7 2-9999 % Directory Assistance and intercept 2007 93 94 g0 91 90 88 52 98 95 95 95 93
MM Calls answered within YTD 53 94 92 92 52 91 91 92 92 92 93 93 93 |
10 seconds 2008 92 93 85 96 58 98 97 100 100 100 100 99
YTD 92 93 93 94 95 95 96 96 97 97 97 a7 97
2008 100 82 92 92 91 86 85 B9 90 93 93 91
YTD) 100 91 91 92 91 91 90 90 90 90 90 80 90
2010 93 94 9 94 o7 93 91 91 93 95
YTD 93 94 a3 93 94 94 93 93 93 93 93
Baseline 85
Baseline - Penalty Calculation - 2009 15 0 9 9 ] 9 9 10 10 10 10 10 10 10
Baseline - Penalty Calculation - 2010 15 7 3] 7 7 6 [+ 7 7 7 7 7
11 NH 7 8.2-9999 % Repair Service Calls answered within 2007 86 87 88 85 86 a8 86 a7 87 BB S0 85
MM 20 secends Y1D 86 87 87 87 86 86 86 8§ 86 BE 87 87 87
2008 88 87 89 93 92 85 80 85 94 92 91 57
YTD B8 88 88 89 90 89 88 87 B8 8¢ 89 86 86
2009 81 25 30 28 N 51 30 68 91 96 93 93
YTD 81 53 45 4 38 41 39 43 48 53 57 60 60
2010 96 71 94 97 97 N 89 95 97 93
Y10 96 B4 87 90 91 91 91 91 92 92 92
Baseline 85
Baseline - Penalty Calculation - 2009 15 19 47 85 59 61 59 §1 57 52 47 43 40 40
Baseline - Penalty Calculation - 2010 15 4 16 13 10 9 9 9 9 [ 8 ]




JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC AVG
12{R |NH 7 9.b-9939 % Business Office and Other Calls 2007 75 75 76 74 68 65 BS 72 67 62 65 58
MM Angwered within 20 secands YTD 75 75 75 75 74 72 71 71 71 70 69 69 69
2008 62 74 B6 56 49 [ 75 93 86 B9 77 75
YTD 62 68 57 65 61 B3 64 68 70 72 72 73 73
2009 87 30 7 38 B2 66 70 86 82 87 85 96
{baseline was 77 in 2009)] YTD 57 59 41 41 45 48 51 56 59 62 64 53] 66
2010 92 88 89 95 92 90 86 85 B7 88
YTD 92 B9 89 90 gt 91 90 B9 BY B9 8%
Baseline 83
Baseling - Penalty Calculation - 2009 23 13 42 59 60 55 52 49 44 41 39 36 34 kL)
Baseline - Penalty Calculation - 2014 17 8 11 11 10 9 9 10 11 1 " 11
13|R |NH 7.12 1-8400 | Customer Trouble Reports 2007  1.47 071 116 2.51 1.53 1.73 1.80 1.50 1.30 151 0.94 085
CAMP Rate per 100 ines-Netwark YTD| 147 109 1.1 1.46 1.48 1.52 1.96 1.55 1.52 152 1.47 142 1.42
2008 085 1.38 1.11 1.00 0.93 1.56 197 1.83 130 1.28 111 3.34
YTD| ao85 1.12 111 1.09 1.05 114 126 133 1.33 1.32 1.30 1.47 1.47
2009] 180 0.67 1.26 124 127 1.64 1.81 2.02 1.33 135 095 1.14
{baseline was 1.26in2009)) YTD] 160 1.14 1.18 1.19 121 1.28 1.36 1.44 1.43 1.42 1.38 1.36 1.36
2010{ Q.90 0.98 237 1.27 1.33 1.44 1.56 1.27 1.19 136
YTDb| 0890 094 142 1.38 1.37 1.38 141 1.38 1.37 137 1.37
Baseline 1.12
14|R |NH 7.13.c.9400  j% OOS Troubles cleared within 2007 68 83 70 48 60 67 65 69 89 73 i 79
FIRESTG 24 hours {excluding Sunday) YTD 58 76 74 67 66 66 66 66 67 57 68 80 68
2008 66 70 80 g6 85 77 65 62 77 74 79 42
YTD 66 68 72 76 77 77 76 74 74 74 75 72 72
2009 62 76 67 72 67 64 61 63 74 70 [ 73
(baseline was 80 in 2009)[ YTD 52 L] 68 64 69 68 67 66 67 66 68 68 68
2010 73 67 70 87 92 G2 83 81 B7 B3
YTD 73 7t 70 74 78 80 81 81 81 B2 82
B7
Baseline - Penalty Calculation - 2009 20 38 31 32 3 kXl 32 33 34 33 32 3z 32 32
Baseline - Penalty Calculation - 2010 13 27 30 30 26 22 20 19 18 19 18 18
15|R |NH 7.16.2-9400 % Repair Commitments Met 2007 77 86 77 69 76 81 81 B1 79 81 86 83
CAMP YTD 77 82 B 77 77 78 78 79 79 79 79 80 80
2008 -4 78 86 89 28 87 82 80 85 85 87 62
YTD 81 8O 82 84 85 85 -] 84 84 B4 84 83 83
2009 77 75 [] 77 80 81 85 B8 20 B9 81 89
{baseline was 85 in 2003)] YTD 77 76 74 75 76 77 78 79 80 81 82 82 82
2010 93 93 B4 93 94 94 :1¢] BY 93 90
YTD a3 93 9c 91 91 92 91 9 91 91 91
89
Basaline - Penalty Calculation - 2009 15 23 24 26 25 24 23 22 21 20 19 18 15 18
Baseline - Penalty Calculation - 2010 11 7 7 10 g 9 8 9 9 9 9 9




JAN FEB MAR APR MAY JUN JUL AUG SEP oCcY NOV DEC AVG
16 NH 7 10-9999 % Dialtone 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 1400 100 100 100 100 100 100 100 100 100 100 100
YTD{ 100 100 100 100 100 100 100 100 100 100 100 150 100
2009 nfa nia n/a 100 100 100 100 100 100 100 100 100
YTD| nfa nia n‘a 100 100 100 100 100 100 100 100 100 100
2010] 100 400 100 100 100 100 100 100 100 100
YTD| 100 100 100 100 100 100 100 100 100 140 100
98
Baseline - Penalty Calculation - 2009 2| nia na na 0 Q 0 ] 0 o] Q 0 D 0
Baseline - Penalty Calculation - 2010 2 0 0 0 0 0 0 ] 0 [1] [1] a
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
XYTD| 100 100 100 100 100 100 100 100 100 100 100 100 100
2009 n/a nia n/a 98 57 98 98 98 100 98 98 98
YTD| n/a nia nia 98 98 98 a3 98 98 98 98 98 98
2010 98 98 55 98 98 98 99 93 58 EE)
YTD 48 98 94 98 98 98 98 98 98 98 98
97
Baseline - Penalty Calculation - 2009 3 nia nia na 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
18 NH 7 4 b-9021 Held Orders 2007| 1240 7.79 10 43 B.67 563 502 383 5.54 1318 6.15 10.00 10.30
CAMP Average Total Delay Days YTD| 1240 10.10 10.21 9.32 8.56 8.14 7 52 7.28 7.93 775 7.96 8.15 8.15
2008) B8 8.36 13.66 4 05 BO7 9.54 5.80 6.78 1188 8.15 6 46 2.90
YID| 878 8.57 10.27 871 858 8.74 832 8.13 8.55 8.51 832 7.87 7.87
2009 n/a 273 474 799 14.60 N/A N/A N/A 2610 24.50 2070 14.80
{baseline was 7.18in 2009)| YTD| n/a 2.73 374 515 7.52 7.52 752 752 11.23 13.44 14.48 14.52 14.52
2010] 12.30 26 50 200 9.00 10 50 7.43 8 50 4.71 440 470
YTD| 12.30 19.40 13 60 12.45 12 06 1129 10 89 10.12 9.48 9.00 9.00
Baseline §.46
Tracking Only
19 NH 7.3-9022 Total Held Orders on Hand 2007 41 19 22 18 30 24 19 37 28 25 32 27
CAMP Manth End YTB 41 30 27 25 26 26 25 26 27 26 27 27 27
2008 17 15 12 14 11 14 14 13 25 Al ] 19
YTD 17 16 15 15 14 14 14 14 15 15 14 14 14
2009, 9 424 8,511 9,620 3.060 0 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 B 5 2 2 9 8
YTD 3 3 2 3 3 4 3 3 4 4 4
20|R |NH 7.4 a-9022 _ |Average Delay Days for Installation 2007 12.99 8.53 8.74 14.92 8 50 5.48 5.54 13.45 2304 20.63 13 41 10.34
GAMP of Service YTD| 1299 1076 10.09 11.30 10.74 9.86 9.24 977 11.24 12.18 1229 12.13 12.13
2008] 869 10 55 1263 6.54 11.78 10.38 6.28 10.84 1473 15.92 B42 6.04
YID| 869 9.62 10 62 9.60 10.04 10.10 9 §5 9.71 10.27 10.83 10.61 023 10.23
2000 697 17.30 460 5.60 11.80 6 60 5.40 3.10 2490 3.40 350 3.60
YTD| 8&.97 12.14 9 62 8.62 525 881 8.32 7.67 7.14 677 647 6.23 6.23
2010 710 310 2.86 1.86 270 2.34 2.43 2.01 2.10 2.41
YTD| 7.10 5.10 4.35 3.73 3.52 333 3.20 305 2.94 289 2.89




JAN FEB MAR APR MAY JUN JUL AUG SEP OCcT NOV DEC AVG
21|R |NH 7 5-9022 Number of Instatlation Orders 2007] 20603 | 16,221 | 16617 | 17,348 | 21925 | 17,922 | 45033 | 14,847 | 13,358 | 18,282 | 13,756 | 10,376
CAMP YTDj 20603 | 36,824 | 53441 | 70,789 | 92,714 | 110,636 | 126,569 | 141,416 | 154 7741 173,056 | 186,812 | 197,188 197,188
2008) 12,721 9,451 9,426 12,868 16676 | 13,722 | 11,628 10,561 12,549 | 16,137 12,068 | 11,274
YTD] 12,721 ] 22172 | 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 1,426 8,692 3,515 | 10,128 | 7922 7840 | 12004 | 11,626 | 8,105 7,162
YTD| 10944 | 11,093 | 12519 | 21,211 | 24,726 [ 34,854 | 42776 | 50616 | 62,620 | 74,246 | 82351 | 89513 89,513
2010 7,902 | 11,223 | 8,150 7,727 6777 7.662 6,309 6,756 6,925 8,804
YTD| 7,902 19,125 | 27,275 | 35,002 | 41,779 | 49,441 | 55750 | 62,506 | 62431 § 78,235 78,235
22|R |NH 7.5.a-5022 Nurnber of Access Lines Installed 2007| 6,400 5,501 5719 5604 6,838 B, 331 6,114 6,776 5.020 5510 4,691 4,145
CAMP YTD| 6,400 11,901 17,620 | 23,224 | 30,062 | 38393 | 44,507 | 51,283 | 56,303 | 61,813 | 66,504 | 70,649 70,643 |
2008] 4,805 3,960 3.896 3,967 3.8682 4370 4,287 4,344 4.691 4,426 4,067 2,991
YTD| 4,805 8765 | 12661 | 16,628 | 20510 | 24,880 | 29,167 | 33,511 | 38,202 | 42628 | 46,695 | 49,686 49,686
2008] 3,482 0 82 1.254 709 2,420 2,017 1,874 1,917 2,051 1,571 1,586
YID| 3482 3,482 3,564 4,318 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 1,625 1,907 1,800 1,669 1,586 1413
YTD| 1.249 2,686 4,156 5,710 7,235 9,142 10,942 ] 12,611 | 14,207 | 15620 15,620
23 NH 7 8 2-9999 | % Abandoned Repair Calls 2007 1.8 1.7 1.8 15 1.2 1.3 1.4 1.3 13 1.4 1.2 1.2
MM YTD 18 1.8 18 1.7 1.6 15 1.5 1.5 15 1.4 1.4 14 1.4
2008 1.2 1.4 11 1.4 1.3 1.6 1.4 1.5 1.6 1.1 1.2 1.8
YTD 1.2 1.3 12 1.3 1.3 1.3 13 1.4 14 14 13 1.4 1.4
2009 14 254 26.2 17.8 15.8 10.7 23.6 5.8 12 06 1.0 0.7
YTD 14 13.4 17.6 17 7 17.3 16.2 17.3 15.8 14 2 12.8 11.8 108 10.3
2010 05 110 0.7 04 03 0.8 08 0.4 0.4 .8
YTD 0.5 58 4.1 3.2 26 23 21 19 17 16 186
24|R |NH 7.15 a-8500 |Mean Time to Repair {Hours) 2007| 23 52 17 57 21.92 44.80 32 02 24.27 24 67 22.83 23.57 21 58 19.90 18.33
CAMP All Service Prablems YTD} 23.52 20 55 2100 26.95 27.97 27.35 26 97 26.45 26.13 2568 25.15 24 58 24.58
2008] 20.00 2111 18 58 16 23 17.04 20.25 24 02 25.71 21.63 2026 19.37 54.13
YTD{ 20.00 20 56 19.90 18.98 18.59 18.87 19 60 20.37 20 51 20 48 20.38 2319 2319
2009 33.22 38.40 55.90 35.70 28 B8O 3170 23.80 25 50 2320 24 60 23.90 2220
YTD| 33,22 38.40 47.15 43.33 3970 3810 36.55 34,97 3350 3251 3165 3079 30.79
2010 20.60 18.50 27.949 18.70 14 25 15.01 18.50 18 28 15.35 18.19
YTD] 2060 20.25 22.80 21.28 19 87 19.06 18 98 18.89 18.50 18 47 18.47
25| R |NH 7 14-9400 # Repeat Trouble Reports 2007) 882 490 586 1,619 1,436 1,399 1,341 1.114 1,017 1,114 502 518
caMP YTB| 882 1.372 2,358 3,977 5413 6,812 8,153 9267 | 10,284 | 11,398 | 11,900 | 12418 12,418
2008] 622 799 789 587 471 879 1,186 1.316 754 743 630 1,587
YTD| 622 1.421 2.210 2797 3,268 4,147 5333 6,649 7,403 8146 B,778 10,363 10,363
2008 rva 198 591 552 552 774 a3 951 685 636 394 475
YIDj nr/a 198 789 1,341 1,893 2.667 3.570 4,524 5,206 5,842 6,236 6,711 6,711
2010] 369 282 1,029 532 497 567 581 526 469 513
YTD| 369 651 1,660 2,212 2,709 3,276 3.857 4,383 4,852 5,365 5365
26[R [NH 7 17-9400 Access Lines in Service 2007] 574,769 | 571,410 | 567,321 | 563,110 | 550,298 | 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 | 456,016 | 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 | 319,890 | 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 | 257,274 273,458
27} |NH 7.4 1-9022 _ |Held Orders over 30 Days 2007 1 1 1 0 2 0 1 4 4 2 2 4 2
CAMP (for facility reasons) 2008 1 2 2 1 2 0 2 2 3 2 2 4 2
2008 3 0 512 2,169 412 0 0 0 0 1 ] 7
YTD 3 2 172 671 619 819 619 619 619 310 282 259 259
2010 1 1 i 1 2 2 0 0 0 1
YTD 1 1 1 1 1 1 1 1 1 1 1
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[Held Orders > 30 days Attachment 2
. 2010 & REMAINING OF 2009 REPORT Item 4
: | <2010 2009>
01/20/10 [ o02/19/10 | 03/19/10 | 04/20/10 [ 05/20/10 | 06/22/10 | o07/20/10 | o08/20/10 | 09/20/10 | 10/20/10 11/20/09 | 12/21/09
N/A Canaan Grantham *Merrimack  Bethlehem N/A ' N/A NIA Newport Plaistow Plaistow
*Pike Conway I Sunapee
Walpole
Whitfield

Laconia




