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2009 2010 2011 2012
Time of Call NORMAL BUS WEEKEND/HOLIDAY
MONTH GOAL  |ACTUAL "m:JlI?F. GOAL Am““:lﬂ‘. so:mmmmgm GOAL No’:;x:::‘s HOlI;!R:F. GOAL ACTUAL | DIFF. GOAL ACTUAL ,;JTI:JFD GOAL NOR:"CA[LUBI«'.:_s mg:‘rsr GOAL Am::\'?!‘::s DIFF, G‘('JVA[:KEND :gflilnktv "I:I:‘Rs :TS:I‘.JT)SIFF (GOAL %&T
Plus 60 Min 1 0 0
60 Mifités 60 3| Y[16[ 0] Y [10[0]Y
January |45 Minutes 56 7| v | 1503 v]|olaly
30 Minutes 5151 Y[14[14] Y[ 88
Subtotal 62 A7 1 90
Plus 60 Min 0 0 0
60 Minutes 39 (W8l v | 12 [mon| Y [11[EaE] v
February |45 Minutes B3| Y[ 2]| Y |10][4]Y
30 Minutes B[4 vy[1o[H]Y |7
Subitotal 40 13 12 65
Plus 60 Min 0 0 0
60 Minutes BT Y[15[0] Y [17[o]Y
March 145 Minutes 31 4] Y |14 3] Y| 1510 v
30 Minutes 2820 Y| 13[18] Y| 14| 8
Sub total 34 16 18 68
Plus 60 Min 0 0 0 0 0 0
60 Minutes 55 1 Y 19 2 YT 13 [0 0 0 0
April 45 Minutes 51 3 Y 17 3| Y| 12]s 0 0 0
30 Minutes 47 53 Y 16 15 11 Y 0 0 0
Sub total 57 20 14 91 0 0 0 0
Plus 60 Min 0 0 0 0 0 0
60 Minutes 35 0 Y 17 0 Y 11 0 Y 0 0 0
May 45 Minutes 32 5 Y 15 28 Y 10 58 Y 0 0 0
30 Minutes 30 [ 81 | Y 14 [ 46| v [ o1 | 7 [m=aN 0 0 0
Sub total 36 18 12 66 0 0 0 0
Plus 60 Min 0 [ 0 0 0 0
60 Minutes 55 0 Y 25 1 Y 13 2 Y 0 0 0
June |45 Minutes 51 3 Y 22 Gl Y | 12 [mam Y 0 0 0
30 Minutes 47 54 Y 21 22 ¥ 11 8 0 0 0
Sub total 57 26 14 | o7 0 0 0 0
Plus 60 Min 0 0 1 0 0 0
60 Minutes 50 1 X 15 0 Y 8.5 3 0 0 0
July 145 Minutes 47 3 Y 14 Al Y 8 2 0 0 0
30 Minutes 43 [ 48 | Y 13 |2 e 7 |°s 0 0 0
Sub total 52 16 |Y 9 77 0 0 0 0
Plus 60 Min 0 0 0 0 0 0
60 Minutes 50 0 Y 16 0 Y 13 2 0 0 0
August 45 Minutes 47 3 ¥ 15 5 ¥, 12 3 0 0 0
30 Minutes 43 49 Y 14 12 11 9 0 0 0
Sub total 52 17 14 83 0 0 0 0
Plus 60 Min 0 Y 0 0 0 0
60 Minutes 63 4 Y 20 1 Y 18 3 Y 0 0 0
September|45 Minutes 59 12 Y 18 5 | Y 16 6 | Y 0 0 0
30 Minutes 53 | 49 (AW 17 [ 45 [Weaml 14 | Ao [nean] 0 0 0
Sub total 65 21 19 105 0 0 0 0
Plus 60 Min 0 0 0 0 0 0
. 60 Minutes 88 0 Y 38 3 Y 23 2 Y 0 0 0
October |45 Minutes 82 10 Y 34 11 Y 20 13| Y 0 0 0
30 Minutes 75 81 hi 32 26 18 9 0 0 0
Sub total 91 40 24 155 0 0 0 0
Plus 60 Min 0 ¢ 0 0 0 0
60 Minutes 97 1 Y 32 0 Y 43 6 i 0 0 0
November |45 Minutes 90 9 Y 29 9 Y 39 13 Y 0 0 0
30 Minutes 82 90 Y 27.2 25 35 27 0 0 0
Sub total 100 34 46 180 0 0 0 0
Plus 60 Min 0 0 0 0 0 0
60 Minutes 66 1 Y 21 1 Y 19 1 Y 0 0 0
December |45 Minutes 61 5 Y 19 7 o 17 9 G 0 0 0
30 Minutes 5 | 62 | Y 18| 14 H 15 [ 10 m 0 0 0
Sub total 68 22 20 110 0 0 0 0
YEAR 790 311 | | 252 | 714 260 213
1353 1187
|I' yellow represents those calls in which 60 minutes or more were recorded as response time
m red represents the number of calls each month that were missed that would have allowed the Company to achieve its goal for that Category -
E Example of Rolling 12
[C ]  green highlights the actual calls that came in during After Hours or Weekend/Holidays for 2009, 2010, 2011, 2012 gontns e Aol 1.
2012. NOTE the total
calls were 1187
RESULTS OF ACTUAL CALLS BASED ON ROLLING 12 MONTHS FOR APRIL 2011 THROUGH MARCH 2012
APRIL 2011 to MAR 2012
| Normal After Hours Weekends
YEARLY 60
Minutes 15 8 21
YEARLY 45 N
Minutes o 698 67 280 252 57 212 191 78
YEARLY 30
Minutes 631 195 113
— 939
PROPOSED PERFORMANCE GOALS REQUIRED MEASURED AGAINST HISTORICAL CALLS
APRIL 2011 to MAR 2012 | PROPOSED DG 11-196
I Normal After Hours Weekends MN Normal |After Hourd Weekends
YEARLY 60 Note Actual Calls exceed 98% 97% 96%
Minutes percentage thresholds on a 12 = = = 50
YEARLY 45 month Rolling Review ‘ A 252 204 93% 88% 86%
Minutes (BLACK numbers are greater than OF seq [INE 229 = 183 | 45
YEARLY 30 RED numbers) THUS NO o,
Minutes PENALTIES per Settlement Item o<t °”ﬁ ey so[MEERNE| NONE | NONE | 50%
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