
Granite State Elcctric 
Dockct No. DG 06-1 07 

Ratc Plan Settlement 
Page I of I 

Granite State Electric 
Call Answering, Pre-CSS Conversion 

12 Months Ended October 2007 

Calls Answcrcd Total Calls % Calls Answered % Calls Answered 
Month Year in 20 Seconds Answercd in 20 Scc for Month in 20 Scc 12 MTD 

Novembcr 2006 4,533 4,923 92.1% 91.8% 

Dcccmbcr 2006 4,435 4,758 93.2% 91.7% 

January 2007 7,554 8,378 90.2% 91.3% 

February 2007 4,106 4,569 89.9% 91.0% 

March 2007 4,634 

April 2007 7,560 

May 2007 5,537 

June 2007 6,3 1 1 

July 2007 5,413 

August 2007 6,283 

Scptcmbcr 2007 4,655 

October 2007 4,464 

12 Month Total 65,485 

Note: "Total Calls Answered" includc calls answcred by a customcr scrvicc rcpresentativc (CSR) and calls completed within the 
Voicc Response Unit (VRU). Thc timc to answcr is rncasured oncc the customcr makes a selection to eithcr speak with a CSR or use 
thc VRU. 
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National Grid-Keyspan 
Energy North Calls Answered 

September 2007 - December 2007 

Calls Answered Total Calls %Calls Answered %Calls Answered 
Month Year in 30 Seconds Answered in 30 Sec for Month in 30 Sec 12 MTD 

September* 2007 

October 2007 

November 2007 

December 2007 

12 Month Total 19,894 25,532 77.9% 

Note: "Total Calls Answered" include calls answered by a customer service representative (CSR) and calls completed within the Voice 
Response Unit (VRU). The time to answer is measured once the customer makes a selection to either speak with a CSR or use the VRU. 
* September 2007 results have been restated using the same methodology that Granite State uses to report the percentage of calls 
answered in 20 seconds. 


