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yellow represents those calls In which 60 mInutes or more were recorded as response time

red represents the number of calls each month that were missed that would have allowed the Company to achieve its goal for that Category

green highlights the actual calls that came in dunng After Hours or WeekendiHolidays for 2009, 2010, 2011, 2012

RESULTS OF ACTUAL CALLS BASED ON ROLLING 12 MONTHS FOR APRIL2011 THROUGH MARCH 2012
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Example of Rolling 12
months from April 1
2011 to March 31
2012. NOTE the total
calls were 1187

PROPOSED PERFORMANCE GOALS REQUIRED MEASURED AGAINST HISTORICAL CALLS

Note Actual Calls exceed
percentage thresholds on a 12
month Rolling Review
(BLACK numbers are greater than
RED numbers) THUS NO
PENALTIES per Settlement Item
2 8 second sentence
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