FairPoint Communications - NNE

New Hampshire SQI Results

March 2009
JAN FEB MAR APR MAY JUN JUL AUG SEP OCT Nov DEC AVG
1[POTs Premise Installation - % Aptmts 2007 90.04 90.26 90.18 90.24 90.53 90.91 91.28 91.52 91.81 92.10 92.03 92.25
Met - Company Reasons YTD| 90.04 90.15 90.16 90.18 90.25 90.36 90.49 90.62 90.75 90.89 90.99 91.10 91.10
2008 92.23 93.33 94.06 95.10 94.69 92.86 90.56 90.10 93.55 93.19 91.11 84.76
YTD| 92.23 92.78 93.21 93.68 93.88 93.71 93.26 92.87 92.94 92.97 92.80 92.13 92.13
2009 34.88 39.79
YTD| 0.00 34.88 37.34 37.34 37.34 37.34 37.34 37.34 37.34 37.34 37.34 37.34 37.34
Basline TBD
2|POTs Mechanized Installation 2007 99.91 99.92 99.92 99.92 99.92 99.93 99.93 99.93 99.94 99.94 99.94 99.94
% Appointments YTD| 99.91 99.92 99.92 99.92 99.92 99.92 99.92 99.92 99.92 99.93 99.93 99.93 99.93
Met - Company Reasons 2008 99.94 99.93 99.92 99.95 99.94 99.93 99.93 99.81 99.77 99.90 99.73 99.83
YTD| 99.94 99.94 99.93 99.94 99.94 99.94 99.93 99.92 99.90 99.90 99.89 99.88 99.88
2009 61.24 63.19
YTD| 0.00 61.24 62.22 62.22 62.22 62.22 62.22 62.22 62.22 62.22 62.22 62.22 62.22
Baseline TBD
3|POTs Combined Installation 2007 97.77 97.80 97.76 97.76 97.81 97.88 98.05 98.11 98.19 98.26 98.24 98.29
% Appointments YTD| 97.77 97.79 97.78 97.77 97.78 97.80 97.83 97.87 97.90 97.94 97.97 97.99 97.99
Met - Company Reasons 2008 98.30 98.58 98.76 99.03 99.02 98.44 97.90 97.54 98.25 98.53 97.98 97.39
YTD| 98.30 98.44 98.55 98.67 98.74 98.69 98.58 98.45 98.42 98.44 98.39 98.31 98.31
2009 45.04 45.67
YTD| 0.00 45.04 45.36 45.36 45.36 45.36 45.36 45.36 45.36 45.36 45.36 45.36 45.36
Baseline TBD
4|DSL Premise Installation - % Aptmts 2007 93.09 91.54 91.72 86.06 89.74 88.13 88.36 88.99 91.56 91.65 89.41 92.56
Met - Company Reasons YTD| 93.09 92.32 92.12 90.60 90.43 90.05 89.81 89.70 89.91 90.08 90.02 90.23 90.23
2008 92.13 88.24 93.50 93.55 95.80 96.05 94.01 87.86 95.41 93.78 94.44 82.69
YTD| 92.13 90.19 91.29 91.86 92.64 93.21 93.33 92.64 92.95 93.03 93.16 92.29 92.29
2009 40.00 39.86
YTD| 0.00 40.00 39.93 39.93 39.93 39.93 39.93 39.93 39.93 39.93 39.93 39.93 39.93
Basline TBD
5|DSL Mechanized Installation 2007 99.86 99.58 99.87 99.92 99.83 99.86 99.77 99.73 99.84 99.91 99.69 99.74
% Appointments YTD| 99.86 99.72 99.77 99.81 99.81 99.82 99.81 99.80 99.81 99.82 99.81 99.80 99.80
Met - Company Reasons 2008 99.87 99.66 99.89 99.80 99.92 99.94 99.87 99.79 99.76 99.71 99.81 99.90
YTD| 99.87 99.77 99.81 99.81 99.83 99.85 99.85 99.84 99.83 99.82 99.82 99.83 99.83
2009 100.00 [ 37.50
YTD| 0.00 100.00 [ 68.75 68.75 68.75 68.75 68.75 68.75 68.75 68.75 68.75 68.75 68.75
Baseline TBD
6|DSL Combined Installation 2007 98.47 98.51 99.01 98.25 98.73 98.25 98.25 98.10 98.65 98.66 98.22 98.73
% Appointments YTD| 98.47 98.49 98.66 98.56 98.59 98.54 98.50 98.45 98.47 98.49 98.46 98.49 98.49
Met - Company Reasons 2008 98.74 98.07 98.98 98.93 99.42 99.39 98.96 98.08 99.12 98.89 99.13 98.19
YTD| 98.74 98.41 98.60 98.68 98.83 98.92 98.93 98.82 98.85 98.86 98.88 98.83 98.83
2009 41.79 39.79
YTD| 0.00 41.79 40.79 40.79 40.79 40.79 40.79 40.79 40.79 40.79 40.79 40.79 40.79
Baseline TBD
7(% Installation Services Orders 2007 97 98 97 97 97 97 97 97 97 98 98 98
Met Commitment YTD 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 47 56
YTD 98 73 67 67 67 67 67 67 67 67 67 67 67
Basline 90
8|% Installation Services Orders >30 Days 2007 0 0 0 0 0 0 0 0 0 0 0 0
Not Met - Company Reasons YTD 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
YTD 0 0 0 0 0 0 0 0 0 0 0 0 0
2009 100.00 [ 46.53
YTD| 0.00 100.00 | 73.27 73.27 73.27 73.27 73.27 73.27 73.27 73.27 73.27 73.27 73.27
Baseline 5
9|% Toll and Local Assistance 2007 97 96 94 96 94 95 95 94 96 94 94 95
Operator Calls answered within YTD 97 97 96 96 95 95 95 95 95 95 95 95 95
10 seconds 2008 97 97 95 98 98 97 96 97 98 99 98 96
YTD 97 97 96 97 97 97 97 97 97 97 97 97 97
2009 97 84 95
YTD 97 91 92 92 92 92 92 92 92 92 92 92 92
Baseline 90
10(% Directory Assistance and Intercept 2007 93 94 90 91 90 88 92 96 95 95 95 93
Calls answered within YTD 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
YTD 92 93 93 94 95 95 96 96 97 97 97 97 97
2009 100 82 94
YTD| 100 91 92 92 92 92 92 92 92 92 92 92 92
Baseline 85
11[% Repair Service Calls answered within 2007 86 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 87
2008 88 87 89 93 92 85 80 85 94 92 91 57
YTD 88 88 88 89 90 89 88 87 88 89 89 86 82
2009 81 25 40
YTD 81 53 49 49 49 49 49 49 49 49 49 49 49
Baseline 85
12|% Business Office and Other Calls 2007 75 75 76 74 68 65 65 72 67 62 65 58
Answered within 20 seconds 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
YTD 62 68 67 65 61 63 64 68 70 72 72 73 73
2009 87 34 4
YTD 87 60 42 42 42 42 42 42 42 42 42 42 42
Baseline 72




13[Customer Trouble Reports 2007 1.47 0.71 1.16 2.51 1.53 1.73 1.80 1.50 1.30 1.51 0.94 0.85
Rate per 100 lines-Network YTD| 1.47 1.09 1.11 1.46 1.48 1.52 1.56 1.55 1.52 1.52 1.47 142 142
2008 0.85 1.38 1.11 1.00 0.93 1.56 1.97 1.83 1.30 1.28 1.11 3.34
YTD| 0.85 1.12 1.11 1.09 1.05 1.14 1.26 1.33 1.33 1.32 1.30 147 147
2009 1.60 0.64 1.13
YTD| 1.60 1.12 1.12 1.12 1.12 1.12 1.12 1.12 1.12 1.12 1.12 1.12 1.12
Baseline 1.36
% OOS Troubles cleared within 2007 68 83 70 48 60 67 65 69 69 73 76 79
24 hours (excluding Sunday) YTD 68 76 74 67 66 66 66 66 67 67 68 69 69
2008 66 70 80 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
YTD 62 80 84 84 84 84 84 84 84 84 84 84 84
73
15[% Repair Commitments Met 2007 77 86 77 69 76 81 81 81 79 81 86 83
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 10 75
YTD 77 44 54 54 54 54 54 54 54 54 54 54 54
82
16(% Dialtone Speed within 3 seconds 2007 100 100 100 100 100 100 100 100 100 100 100 100
(not available at this time - working YTD| 100 100 100 100 100 100 100 100 100 100 100 100 100
through manual metric process) 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
YTD| 0.00 #DIV/O! | #DIV/0! | #DIV/O! | #DIV/O! [ #DIV/O! | #DIV/O! | #DIV/O! | #DIV/O! | #DIV/O! | #DIV/Q! | #DIV/O! #DIV/0!
98,
17(% Call Completion 2007 100 100 100 100 100 100 100 100 100 100 100 100
(not available at this time - working YTD| 100 100 100 100 100 100 100 100 100 100 100 100 100
through manual metric process) 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
YTD| 0.00 #DIV/0! | #DIV/0! | #DIV/O! | #DIV/O! [ #DIV/O! | #DIV/O! | #DIV/O! | #DIV/O! | #DIV/O! | #DIV/Q! | #DIV/O! #DIV/O!
97
18[Held Orders 2007 12.40 7.79 10.43 6.67 5.53 6.02 3.83 5.54 13.18 6.15 10.00 10.30
Average Total Delay Days YTD| 12.40 10.10 10.21 9.32 8.56 8.14 7.52 7.28 7.93 7.75 7.96 8.15 8.15
2008 8.78 8.36 13.66 4.05 8.07 9.54 5.80 6.78 11.88 8.15 6.46 2.90
YTD| 8.78 8.57 10.27 8.71 8.58 8.74 8.32 8.13 8.55 8.51 8.32 7.87 7.87
2009 273 4.74
YTD| 0.00 2.73 3.74 3.74 3.74 3.74 3.74 3.74 3.74 3.74 3.74 3.74 3.74
Baseline 7.82

2008 Penalty

Tracking Only

19|Total Held Orders on Hand 2007 41 19 22 18 30 24 19 37 29 25 32 27
Month End YTD 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
YTD| 17 16 15 15 14 14 14 14 15 15 14 14 14
2009 9 424 6,511
YTD 9 217 2,315 2,315 2,315 2,315 2,315 2,315 2,315 2,315 2,315 2,315 2,315
20[Average Delay Days for Installation 2007] 12.99 8.53 8.74 14.92 8.50 5.48 5.54 13.45 23.04 20.63 13.41 10.34
of Service YTD| 12.99 10.76 10.09 11.30 10.74 9.86 9.24 9.77 11.24 12.18 12.29 12.13 12.13
2008| 8.69 10.55 12.63 6.54 11.78 10.38 6.28 10.84 14.73 15.92 8.42 6.04
YTD| 8.69 9.62 10.62 9.60 10.04 10.10 9.55 9.71 10.27 10.83 10.61 10.23 10.23
2009| 6.97 271 4.69
YTD| 6.97 4.84 4.79 4.79 4.79 4.79 4.79 4.79 4.79 4.79 4.79 4.79 4.79
21[Number of Installation 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

YTD| 20,603 | 36,824 | 53,441 | 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 | 12,868 | 16,676 | 13,722 | 11,628 | 10,561 | 12,549 | 16,137 | 12,068 | 11,274

YTD| 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| 10,944 400 21,470

YTD| 10,944 | 11,344 | 32,814 | 32,814 | 32,814 | 32,814 | 32,814 | 32,814 | 32,814 | 32,814 | 32,814 | 32,814 32,814

N

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

YTD| 6,400 | 11,901 | 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 | 12,661 | 16,628 | 20,510 | 24,880 | 29,167 | 33,511 | 38,202 | 42,628 | 46,695 | 49,686 49,686

2009| 3,482 380

YTD| 3,482 3,862 3,862 3,862 3,862 3,862 3,862 3,862 3,862 3,862 3,862 3,862 3,862
23(% Abandoned Repair Calls 2007 1.8 1.7 18 15 1.2 13 14 13 13 14 1.2 1.2
YTD 18 18 18 17 16 15 15 15 15 14 14 14 14
2008 1.2 14 11 14 13 16 14 15 16 11 1.2 16
YTD 12 13 12 13 13 13 13 14 14 14 13 14 14
2009] 14 25.4 26.2
YTD 14 13.4 17.6 17.6 17.6 17.6 176 17.6 17.6 17.6 176 176 17.65
Mean Time to Repair 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
All Service Problems YTD| 23.52 20.55 21.00 26.95 27.97 27.35 26.97 26.45 26.13 25.68 25.15 24.58 24.58
2008| 20.00 21.11 18.58 16.23 17.04 20.25 24.02 25.71 21.63 20.26 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 23.19 23.19
2009| 33,22 23.55 40.09
YTD| 33,22 23.55 31.82 31.82 31.82 31.82 31.82 31.82 31.82 31.82 31.82 31.82 31.82
25(# Repeat Trouble Reports 2007| 882 490 986 1,619 1,436 1,399 1,341 1,114 1,017 1,114 502 518

YTD| 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

YTD| 622 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 129 347
YTD 0 129 476 476 476 476 476 476 476 476 476 476 476
26[Access Lines in 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

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 | 358,314 | 386,153

27|Held Orders over 30 Days 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
YTD 3 2 172 172 172 172 172 172 172 172 172 172 172
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