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May 11, 2012

Mr. Steven C. Reed

Secretary, Missouri Public Service Commission

Governor Office Building FILING VIA EFIS
200 Madison Street

P.O. Box 360

Jefferson City, MO 65102-0360

Re: Case Nos. GM-2000-43, GM-2000-500, GM-2600-502, GM-2000-503,
GM-2003-0238 and GO-2005-0019, Missouri Gas Energy

Dear Mr. Reed:

Pursuant to the Commission orders in the above-referenced cases, I hereby submit for
filing in Case Nos, GM-2000-43, GM-2000-500, GM-2000-502, GM-2000-503, GM-2003-
0238 and GO-2005-0019 a report containing assorted information for calendar year 2011,

If you have any questions regarding the enclosed information, please feel free to give
me a call at 816-360-5560.

Sincerely,

N

Michael R, Noack
Director, Pricing & Regulatory Affairs

C: Ron Crow
Paul Boudreau
Debbie Bernsen
Gay Fred
Lewis Mills, Jr,
Lera Shemwell

Enclosures




Missouri Gas Energy
A Division of Southern Union Company
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Missouri Gas Energy
Abandoned Call Rate

("ACR"} %
2000 2001 2002 2003
January 6.84% January 18.80% January 15.75% January 6.28%
February 7.51% February 2.68% February 7.22% Febsuary 11.09%
March 6.65% Maich 6.60% March 3.05% March 8.57%
YTD - Q1 6.99% YTD - Q1 8.68% YTD - Q1 8.67% YTD -1 8.65%
April 3.46% April 3.01% Anril 2.25% April 2.87%
May 2.21% May 4.49% May 0.74% May 4.73%
June 1.60% June 5.32% June 0.14% June 4.34%
YTD - Q1&2 | 4.99% YTD - Q1&2 | 7.56% YTD - Q18&2 | 517% YTD - Q182 | 6.46%
July 1.95% July 4.19% July 0.19% July 1.28%
August 4.57% August 9.37% August 0.28% August 1.83%
September 8.38% Seplember | 13.90% September 0.50% September 7.84%
Y10 - Q1.3 4.82% YTD - Q1-3 8.05% YTD - Q1-3 3.84% YTD - 1-3 5.73%
October 4.84% Oclober 15.00% Oclober 5.43% October 10.32%
November 5.66% November 13.78% November 7.83% November 27.69%
December 16.34% December 16.41% December 6.32% December 13.36%
Calendar Year 2000 6.08% Catendar Year 201 9.69% Calendar Year 2002 4.48% Calendar Year 2003 | 8.52%
Maximum Allowable 8.50% Maximum Allewable 8.50% Maximum Allowable 8.50% Maximum Allowable 8.50%
2004 2005 2008 2007
January 24.03% January 6.74% January 10.10% January 8.01%
February 28.31% February 11.25% February 20.04% February 9.99%
March 26.69% March 15.37% March 11.79% March 8.69%
YTD - Q1 26.39% YTD - Q1 11.63% YTD - Q1 14.22% YTD-Q1 8.89%
April 29.93% Agril 8.75% April 7.63% April 11.94%
May 8.72% May 6.80% May 1,91% May 7.11%
June 4.31% June 3.20% June 0.81% June 6.36%
YTD - M&2 | 24.75% YTD - Q1&2 | 9.27% YTD - Q1&2 | 9.54% YTD - QM&2 | 8.85%
July 0.77% Judy 4.10% July 4.42% July 3.72%
August 2.38% August 6.29% August 1.32% August 3.13%
September 1.91% September 3.40% September 0.61% September 5.38%
YTD - Q1-3 [ 16.97% YTD-Q1-3 | 8.02% YTD -Q1-3 | 7.61% YTD -Q1-3 | 7.58%
COciober 4.54% October 8.80% Oclober 4.26% October 6.40%
November 8.01% November 8.41% November 4,72% November 6.45%
December 4.01% December 7.32% December 1.31% December 1.58%
Calendar Year 2004 {14.32% Calendar Year 2006 | 8.06% Calendar Year 2006 5.67% Calendar Year 2007 | 6.98%
Maximum Allowable 8.50% Maximum Allowable 8.50% Maximum Allowable 8.60% Maximum Allowable 8.50%
2008 2009 2010 2011
January 5.57% Januvary 6.51% January 2.45% January 8.48%
February 8.17% February 15.15% February 5.47% February 10.79%
March 11.62% March 7.43% March 7.32% March 9.11%
YTD - @1 8.61% YTD - Q1 9.84% YTD -1 5.37% YTD - Q1 9.48%
Aprit 10.50% April 6.19% April 10.97% April 7.41%
May 10.99% May 2.07% May 3.32% May 6.37%
June 2.58% June 1.34% June 1.86% June 2.19%
YTD - Q182 | 8.46% YTH - Q182 | 6.92% YTD - Q1&2 | 5.83% YTD-Q1&2 | 7.56%
July 1.03% July 2.17% July 2.85% July 0.63%
August 3.47% August 1.48% August 1.58% August 1.19%
September 2.96% September | 0.84% September 3.88% September | 3.44%
YTD - Q1-3 6.79% YTO - Q1-3 5.40% YiD - Q1-3 4.93% YTD - Q1-3 5.89%
Qctober 1.99% Oclober 8.43% QOctober 8.29% Oclober 2.44%
November 3.35% November 6.59% November 14.26% November 4.11%
December 3.57% December 3.09% December 7.17% December 1.39%
Calendar Year 2008 | 5.93% Calendar Year 2009 | 5.59% Calendar Year 2010 6.20% Calendar Year 2011 5.14%
Maximum Allowable 8.50% Maximum Allowable 8.50% Maximum Allowable 8.50% Maximum Allowable 8.50%
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Missouri Gas Energy
Average Speed of Answer
{"ASA"}Yin Seconds

2000 2001 2002 2003
January 81 January 207 January 227 January 85
February 90 February x| February 98 February 159
March 78 March 84 March 38 March 123
YTD - Q1 83 YTD - Q1 107 ¥TD - Q1 121 YTD -1 122
April 42 April 43 April 29 April a8
May 25 May 67 May 12 May 66
June 20 June 84 June 4 June 57
YTD - Q1&2 | 56 YTD - Q182 | 86 YTD - Q182 | 68 YTD-Q1&2 | 88
July 21 July 59 July 5 July 20
August 49 August 140 August 5 August 26
September 58 September 161 Sentember 8 September 117
YTD - Q1-3 52 YTD - Q1-3 97 YTD - Q1-3 47 YTD - Q1-3 77
October 49 Qclober 200 Qctober 67 October 162
November 49 November 161 November 115 November 489
December 200 December 264 December 92 December 220
Calendar Year 2000 64 Calendar Year 2001 | 125 Calendar Year 2002 58 Calendar Year 2003 | 130
Maximum Allowable 81 Maximum Aliowable 75 Maximum Allowable 75 Maximum Allowable 75
2004 2005 2006 2007
January 351 January 59 January 98 January 62
February 392 February 94 February i62 February 92
March 390 March 145 March 1086 March 17
YTD-Q1 378 YTD - Q1 103 YTD - Q11 122 YTD - Q1 77
April 408 April 84 April 79 April 104
May 76 May 58 May 30 May 82
June 44 June N June 14 June 69
YTD - Q1&2 | 277 YTD - Q1&2 | 83 YTD - Q182 | 84 YTD - Q1&2 | 82
July 11 July 29 July 58 July 47
August 27 August 38 August 17 August 33
September 20 September 45 September 9 September 62
YTD - Q1-3 | 1¥1 YTD - Q1-3 70 YTD - Q1-3 69 YTD - Q1-3 72
Qctober 37 Cclober 82 October 49 October 68
November 46 November 69 November 57 November 65
December 34 December 65 December 16 December 20
Calendar Year 2004 | 153 Calendar Year 2005 71 Calendar Year 2606 62 Calendar Year 2007 67
Maximum Allowable 75 Maximum Aflowable 75 Maximum Allowable 75 Maximum Allowable 75
2008 2009 2010 2011
January 65 January 81 January 23 January 96
February 85 February 142 February 71 February 122
March 127 March 88 March 94 March 127
YTD - Q1 92 YT0 - Q1 103 YTD - Q1 66 YTD - Qf 117
April 123 April 84 April 1114 April 136
May 123 May 29 May 40 May 94
Juhe 35 June 20 June 30 June 33
YTD-Q1&2 | 94 YTD-Q18&2 | 77 YTD - Q1&2 | 67 YTD - 11&2 | 104
July 18 July 30 July 40 July 11
August 60 August 22 August 27 August 22
September 36 September 15 September 37 September 51
YTD - Q-3 78 YD - Q1-3 61 YTD - Q1-3 57 YTD - Q1-3 81
October 28 Qclober 92 QOctober 53 Ccotober 37
Novemher 49 November 68 November 96 November 55
December 45 December 32 December 79 December 20
Calendar Year 2008 69 Calendar Year 2009 62 Calendar Year 2010 52 Calendar Year 2011 71
Maximum Allowable 75 Maximum Allowable 75 Maximum Allowable 75 Maximum Allowable 75
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Personnel responsible for handling MoPSC After hours contact

complaints / inquiries personnel Home Cell
Shirley Bolden (816) 360-5528 Ron Crow {816) 781-7954 (816) 5560-4792
Rae Lewis (816) 360-5980 (1st back-up) Shirley Bolden {816) 795-6129 (818) 560-1656
Carlotta Roberts (816) 360-5556 (2nd hack-up)

Juanita Stewart (816) 676-6212 (3rd back-up)

Customer service management personnel

Ron Crow {816) 360-5504
Rochelle Robinson (816) 360-5624

Process and level of authority for discontinuance of service to a Registered Customer

1) Registered Customers are separated from daily non-pay shut off accounts. The Field Service orders are coded to
identify these customers. The Customer Advisors receive a monthly report showing all Registered Customers that will

be subject for disconnect.
2) Customer Advisor reviews account and makes contact with customer or designated 3rd party contact.
3) If decision is made to discontinue service, Customer Advisor contacts an officer of the company.

4) Our practice is not to discontinue service to Registered Customers during the Cold Weather Rule ("CWR") period
(November 1 through March 31).




Missouri Gas Energy
Missouri Jurisdictional Bad Debt Write-off

2011
January Fehrua March
MNumber of Numbar of Number of
Dollar armount accounls Dollar amount | accounis Dollar amount | accounts
written off wrilten off Revenus written off wrillen off Revenue weitten off writlen off Revenue
RSM (546,534) 5,225 3,955,858 {448,4562) 4,876 2,249 303 663,841 6,337 10,585,142
SGSM (9,165) 521 7,699,076 14,422 651 7,631,932 119,693 993 11,635,048
LGSM 8,603 9 1,600,845 - - 1,024,656 554 2 8,078,846
LV {6,702) - 2,052,472 - - 1,891,148 - - 1,706,698
Non-Service {131) 5 - 23 4 - 664 2 -
Total (553,729) 5,760 15,208,362 {434,037) 5,531 12,796,938 784,752 7,334 32,005,834
Year to Date - Q1 April May
Number of Number of Number of
Doltar amount accounts Qollaramount | accounis Dollar amount | accounts
written off written off Revenue written off vilten off Revenue wrillen off writlen off Revenue
RSM {331,175) 16,438 16,790,303 1,809,208 7,434 4,443,427 3,497,064 14,284 3,031,239
SGSM 24,850 2,165 26,866,055 178,242 1,122 7,337,830 239,789 1,455 4,639,094
LGSM 9,356 11 10,604,448 2,658 3 5,212,778 4,569 8 2,939,758
LVM (6,702) - 5,650,318 - - 1,069,140 - - 2,640,601
Non-Sarvice &57 11 - (2,630} 2 - 160 6 -
Total {203,014) 18,625 60,011,124 2,087,479 8,661 18,063,174 3,741,583 16,753 13,250,892
June Year to Date - Q1 & Q2 July
Number of Number of Number of
Dollar amount acecunis Dollar amount | acceunis Doflar amount | accounts
wrillen off written off Revenue wrillen off writlen off Revenue wrillen off written off Revenue
RSM 2,780,425 13,260 7,642,266 7,655,523 51,416 31,807,225 1,664,369 90,159 6,076,163
SGSM 144,509 1,227 3,661,695 687,491 5,869 42,604,673 46,738 830 3,382,336
LGSM 16,151 11 2,105,172 31.734 a3 20,862,154 3,404 3 1,863,152
LVM i - - 925,416 (6,702) - 10,285,675 185 1 930,285
Non-Service {166) 2 - (2,079) 21 - - - -
Total 2,939,919 14,500 14,334,538 8,565,867 57,439 105,669,728 1,714,748 11,093 12,251,916
August September Year to Date - Qf - Q3
Number of Number of MNumber of
Dollar amount accounts Dollar ameunt | accounts Dollar amount [ accounts
wiitten off written off Revenue written off written off Ravenue wrillen off written off Revenue
RSM 1,246,070 12,589 5,207,042 349,618 11,026 5,762,533 11,115,499 85,190 49,042,962
SGSM 43,111 1,352 3,167,665 {14,287) 1,000 3,294,080 763,043 9,251 52,448,765
LGSM 501 9 1,576,837 3,680 8 1,860,107 44,319 53 26,162,250
LV - - 664,919 {186} 1 659,323 (6,702) 2 12,640,183
Non-Service {3) 1 - 318 2 - (1.764) 24 -
Total 1,289,678 13,851 10,706,463 344,034 12,037 11,576,043 11,814,395 94,520 140,194,150
October November Decembe
Number of Number of Number of
Doflar amount accounts Deollar amount | accounts Dollar amount | accounts
wrilten off writlen off Revenua wirilten off wiillen off Revenus written off wiitten off Revenug
RSM (419,605) 13,230 7,904,085 {1.866,155) 14,053 6,246,002 (933,964} 7,113 11,496,082
SGSM {39,735) 894 3,718,622 (40,356) 914 5,259,756 {58,841} 708 9,115,253
LGSM 33 2 2,379,769 (1,176) 4 3,511,282 {281) k] 6,185,977
LVM - - 737,163 - - 977,002 - - 1,615,285
Non-Service ~ - - 201 3 - {10) 1 -
Total (459,308) 14,126 14,739,629 (1,807,486) 14,974 15,994,041 (993,096) 7,823 28,412,598
Calendar Year 2011
Mumbar of
Dotlar amount accounts
wiitten off wiilten off Revenue
RSM 7,895,776 119,586 74,689,131
SGSM 624,111 11,767 70,542,385
LGSM 42,895 60 38,239,279
LVM {6,702) 2 15,669,623 **The LVM Revenue for June was adjusted to the correct amount,
Nen-Service {1,572) 28 -
Total 8,554,607 131,443 199,340,418
Note:

Revenue amcunts shown do not include delayed payment charges or miscellaneous service charga revenue.
Negalive write-off amounts indicate nst recovery.

grateskim/excelBad Delt 2011 x5




Virtual Hold Executive Summary




VIRTUAL HOLD ™

¢ Queueinfo Reports

Dates: 17172011 00:00:00 Version 4.0

thru

Executive Summary

173172011 23:59:59 Results

Generated on: 4/27/2011 16:28:52 Queue

RC & Hold Return O/ % Return Calls
Options Calis calls Return Hold Hold Only
After
Calls VirtualQ DateBook Hours
50,141 33,960 67.7% 16,181 32,3% 2,684 2,684 a 0

%%
AlL Successful % %% % L] Call Event 0y
Return Reconnect Successful Connected Cancelled Abandon Not Unsuccessful

Calls Reconnect to an Agent Received
Total 36,644 31,513 86.0% 83.3% 0.7% 0.9% 1.0% 14.0%
VirtualQuaue 36,443 31,369 ©B6.1% Cgads T 0. CUUee%m U e T 13.9%
virtualQueue via Wab o 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment 198 T Thas 72.7% 67.2% R NS 25% iswn T 27.3%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Total 31,513 28,264 3,227 22 0 Successful Reconnect 31,369
VirtualQuous 31,369 TTzgize ¢ 3,208 22 Total Saved Minutes T T 837,730
VirtualQueue via Web 1] 4] 4] 0 0
Average Saved Minutes /
Return Call 27
Subtotal ¢ A 31,369 28,139 3,208 22 0
Appointment 144 a5 T T g 0 Total Dollar Savings @~ . . EEEE AT
0,02 T U $/minute) T $16,754.60
Appointment via Web 0 0 0 0 a
Subtotal e B 144 125 19 L] 0 Average Dollar Savings /
Return Call $0.50

Total CBDC % K % Xf % X o
a Yo Kept Yo Xfar to e Xfer to s Cancel Connected to
Calls Original Top Hold Original and
an Agent
Call Disconnect g Median Averaga
195 74.4% 16.9% 8.7% 0.0% 39,527 00:00:12 00:00:126

Page 1 of 4




VIRTUAL HOLD™

Queuelnfo Reports

Dates: 1/1/2011 00:00:00
thru

1/31/201% 23:58:59

472772011 16:28:52

Generated on:

RC & Hold Return %
Options Calls Calls Return
Calls

49,938 33,841 67.8%

Executive Summary

Results
Queue

Hold

16,097

En_Combo

%a Return
Hold Calls
Only
32.2% 2,684

Version 4.0

After
VirtvalQ DateBook Hours
2,684 0 0

%

All Successful % % % % Call Event %o
Return Reconnect Successful Connected Cancelled Abandon Mot Unsuccessful
Calls Reconnect to an Agent Received

Total 36,525 31,308 86.0% 83.3% 0.7% 6.9% 1,0% 14.0%
virtualQueue 36,324 31,254 86.0% §3.4% 0.7% U 0.9% 1.0% " 14.0%
VirtualQueue via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 198 144 72.7% 57.2% 1.5% 2.5% "1.5% 21.3%
Appointment via Web 0 ¢ 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

ist 2nd

Successful 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 31,398 28,165 3,212 21 0
VirtualQueue 31,254 Ce0e0 3,193 21 e
VirtualQueue via Web ¢ 4] 0 9 0
Subtotal « A 31,254 28,040 3,193 21 1]
Appointment 134 25 0 e 0 )
Appointment via Web i) 0 0 0 [+
Subtotal ¢ B 144 125 19 0 ]

Successful Reconnect 31,254
Total Saved Minutes 837,643
Average Saved Minutes /
Return Call 27
Totat Dollar Savings @ . [T
0.02 ($/minute) $16,752.36
Average Dollar Savings /

$0.50

Retura Calf

Total CBDC % Kept
Calls Original

Call

195 74.4%

% Xfer to %o Yfer to % Cancel
Top Hold Original and
Disconnect

16.9% 8.7% 0.0%

Page 2 of 4

Connected to

an Agent Hedian Average

30,423 ¢0:00:19 00:00:26




VIRTUAL HOLD ™

Gusuelnio Reporis

Executive Summary

Dates: 1/1/2011 00:00:00 Version 4.0
thru Results
1/31/2011 23:59:5% Queue
Generated on: 472772011 16:28:52 Sp Maiﬂ

RC & Hofd Return % % Return
Options Calls Calls Return Hold Hold Calls
After
Calls only VirtualQ DateBook Hours
111 66 59.5% 45 40.5% ¢ o 0 o

%

Al Successful % % % %o Call Event %
Return Reconnect Successiul Connected Cancelled Abanden Not Unsugcessful
Calis Reconnect to an Agent Recelved

Totat 66 83 95,59 89.4% 0.0% 6.1% 0.0% 4.5%
vittualQueue | 66 63 " 95.5% 89.4% 0.0% - 6.1% 0.0% Tasn
VirtualQueue via Web [+ ] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment ¢ e 0.0% 0.0% 0.0% ' 0.0% ) 0.0% 0.0%
Appointment via Web 0 [ 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 63 57 13 L] /]
VirtualQueue T e3 57 - & o o
VirtualQueue via Web 1] 0 0 0 0
Subtotal ¢« A 63 57 ] 43 13
Appolntment e S0 ¢ 0 0
Appolntment via Web L+ 4] ¢ Q 4]
Subtotal « B 0 L1 0 4] 0

Suceessful Reconnect 63

Total Saved Minutes R ST g

Average Saved Minutes /

Return Call 1
Total Doliar Savings @ .~ - L
0,02 (% /minute) $1.44
Average Dollar Savings /

, ° $0.00

Return Call

Total CBDC % Kept
Calls Originat

Call

0 0.0%

©/ Kfer to
Top

0.0%

%% Xfer to % Cancet
Hold Originat and
Disconnact

0.0% 0.0%

Page 3 of 4

Connected to

an Agent Medlan Average

59 00:01:26 00:01:55




VIRTUAL HOLD ™

Queuelnfo Reporis

Dates: 1/1/20411 00:00:00
thru

1/31/2011 23:59:59

Generated on:

4727/2011 16:28:52

RC & Hold Return %%
Options Calls Calls Return
Calls

92 53 57.6%

Executive Summary

Results
Queue

Sp_ServiceOrder

%% Return

Hold Hold Calls
Only

39 42.4% 0

O

Version 4,0

After
VirtualQ DateBook Hours
0 0 0

%

All Successful L% o ) Caill Event %%
Return Reconnect Successful Connected Cancelled Abandon Mot Unsuccessful
Calls Reconnect to an Agent Recejved

Total 53 52 28.1% 84.9% 0.0% 13.2% 0.0% 1.9%
virtuaiQueue 53 ‘B2 98.1% 84.9% 0.0% 13.2% 1'0.0% T 1.9%
VirtualQueue via Web 0 ¢ 0.0% 0.0% 0.0% 0.6% 0.0% 8.0%
Appolntment o o 0.0% " 0.0% Too% 00 T 0.0% 0.0%
Appolntment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 52 42 ] 1 L]
virtualQueue 52 42 % 1 o
VirtualQueve via Web 1] o} Q 0 Q¢
Subtotal ¢ A 52 42 9 1 o
Appointmant i} 9 0 o 0
Appointment via Web ¢ Q 0 ¢ 0
Subtotal ¢ B L] 0 0 0 0

Successful Reconnect 52
Total $aved Minutes 18
Average Saved Minutes /
Return Call o
Total Dollar Savings @ . SRR ‘
0.02 " ($/minute) - $0.30
Average Dollar Savings /

$0.00

Return Call

Total CBDC %% Kept
Calls Criginal

call

[} 0.0%

®% Xfer to
Top

6.0%

o/ Xfor to %% Cancel
Hold Original and
Disconnect

0.0% 0.0%

Page 4 of 4

Connected to

an Agent Median Average

45 00:01:42 00:02:39




VIRTUAL HOLD™

 Queueinfo Reports

Dates:  2/1/2011 00:00:00 . Version 4.0
i Executive Summary
2/28/2011 23:50:59 Results
Generated on: 472712011 16:30:45 Queue

RC & Hold Return % % Return Calls
Options Calls calls Return Hold Hold Only
After
Calls VirtualQ DateBook Hours
54,505 39,066 71.7% 15,439 28.3% 996 996 (] 0

%o

Al Successful o s % % call Event %
Return Reconnect Successful Connected Cancelled Abandon Not Unsuccessful
Calls Reconnect to an Agent Recelved

Total 40,062 33,945 84.7% 81.9% 0.7% 0.9% 1,1% 15.3%
VirtualQueue 39,768 7 3744 Ca4s% 0 821% 0 0% T SRR T LYSRRE S 15.4%
VirtualQueue via Web [4) 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 293 201 BB6% 64.5% T e w0 314%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempls
Total 33,9458 30,345 3,685 14 1 Successful Reconnect 33,744
VirtualQuaue az,744 30,47 0 'ssso T ia i Total Saved Minutes 1,080,476
VirtuaiQueue via Web [+ ¢ 0 4} 0
Average Saved Minutes /
Return Cali 32
Subtotal « A 23,744 20,179 3,550 14 1
Appaintment 201 T r1ee - o’ o Total Dollar Savings @ © - - R AR
0.02 7 U (S/minute) | o Tt $21,609.52
Appointment via Web 0 0 0 0 0
Subtotal e B 201 166 35 0 o’ Average Dollar Savings /
Return Call $0.60

Total CBDC 9, 9, O/ Xfi )
‘otal e Kept /e Xfer to e Xfer to ./a Cancef Connected to
Calls Ovlginal Top Hold Original and
an Agent
call Disconnect 8 Median Average
262 83.6% 11.5% 4.2% 0.8% 32,828 60:00:18 00:00:25

Page 1 of 4




VIRTUAL HOLD ™

Gueuelnfo Reports

2/1/2011 00:00:00
thru
2/28/2011 23:59:59

Dates:

Generated on: 4/27/2011 16:30:45

Executive Summary

Results
Queue

En_Combo

Version 4.0

RC & Hold Return %
Options Cails Calls Return
Calls

54,296 38,933 71.7%

%o Return

Hold Haold calls
Only

15,363 28.3% 994

After
VirtualQ DateBook Hours
294 0 0

%

Al Successful % £ % % Calf Event %
Return Reconnect Successful Connected Cancelled Abandon Not Unsuccessful
calls Reconnect to an Agent Received

Total 36,927 33,823 84.7% 81.9% 0.7% 0.9% 1.1% 15.3%
VirtualQueue 39,634 83,623 84.8% © 82.1% 0.7% 0.9% 1.2% 15.2%
VirtualQueue via Web 0 ) 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 292 ‘200 " 68.5% 64.7% 1.4% Tt T 1.0% " 3L.5%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful st 2nd 3rd  4.0r More

Reconnect Attempt Attemipt Attempt Attempls

Total 33,823 30,241 3,571 11 ]
VirtualQueve - 33,623 “30,076 ‘3,536 T TR
VirtualQueuea via Web ] o 1] 0 Q
Subtotal « A 33,623 30,076 3,536 11 a
Appointment 200 CU16 35 i ¢ -
Appointment via Web [} a 0 Q 0
Subtotal » B 200 165 35 4] 0

Successful Reconnect 33,623
Total Saved Minutes 1,080,442
Average Saved Minutes /
Return Call 32
Total Dollar Savings @ - -, L
0,02 ‘(& /minute) - '$21,608.84
Average Doliar Savings /

$0.60

Return Call

Total €BDC % Kept
Calls QOriginal

Call

262 83.6%

% Xfer to
Top

11.5%

% Xfer to % Cancel
Hold Original and
Disconnact

4.2% 0.8%

Page 2 of 4

Connected to

an Agent Median Average

32,719 00:00:18 00:006:25




VIRTUAL HOLD ™

+ Gueuelnfo Reporis

Dates: 2/1/2011 ¢0:00:00 ExeCUtlve Summary Version 4.0
thru Results
2/28/2011 23:59:59 Queue
Generated on: 4/27/2011 16:30:45 Sp Main

RC & Hold Return % % Return
Options Calls Calls Return Hold Hold Calis
After
Calls Only VirtualQ DateBook Hours
141 93 66.0% 48 34.0% 2 2 0 0

%
All Successiut % Yo Yo ) Calf Event %
Return Recannect Successful Connected Cancelled Abandon Not Unsuccessful
Catls Reconnect to an Agent Received

Total 95 88 92.6% 82.1% 0.0% 10.5% 0.0% 7.4%
VirtvalQuaue ' 94 gy 92.6% T83.0% 0.0% Tes% 0 wewn T
VirtualQueue via Web o o ¢.0% 0.0% 0.0% 0.0% 0.0% 4.0%
Appointment 1 1 " 100.0% 0.0% T 0.0% T1o00% 0 00%m C0.0%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or Maore
Reconnect Attermipt Attempt Attempt Attempts
Total :1:) 80 6 2 o Successful Reconnect 87
VirtualQueue - 87 Coigg g e 2 - 4] Total Saved Minutes : R S gy
VirtualQueue via Web [} 0 0 0 ¢
Average Saved Minutes /
o
Subtotal e A 87 79 6 2 0 Return Call
o 1 . g ‘o o g . . R
Appointment Total Dollar Savings @ . " P R
g T minate) ©c $0.52
Appointment via Web 4] Q o o 0 0.0 (#/minute)
Subtotale B 1 1 )] 1] 1] Average Dollar Savings /
£0.00

Return Call

Totat Cepc % Kept % Xfer to % Xfer to %% Cancel Connectad to
Calls Original Top Hold Original and an Agent Median Average
call Disconnect
)] 0.0% 0.0% 0.0% 0.0% 78 00:01:33 00:02:13

Page 3 of 4




VIRTUAL HOLD ™

Gueuelnfo Reports

Executive Summary

Version 4.0

Dates: 27172011 00:00:00

thru Results
2/28/2011 23:59:59 Queue
Generated on: 4/22/2011 16:30:45 Sp ServiceOrder

RC & Hold Return % Y% Return
Options Calls Ccalls Return Hold Hold Calls
After
Calls Only VirtualQ DateBook Hours
68 40 58.8% 28 41.2% o 0 o L}

%

Al Successful % %o % % Call Event %
Return Reconnect Successful Connected Cancelied Abandon Not Unsuccessiul
Calls Reconnect to an Agent Recelved
Total 40 34 85.0% 77.5% 0.0% 7.5% 0.0% 15.0%
VirtualQueua 40 S rag '85.0% 77.5% " 0.0% 7.5% 0.0% ' 15.09%
R

VirtualQueue via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appeintment 0 o 0.0% 0.0% 0.0% 0.0% 0.0% ' 0.0%
Appointment via Web 0 & 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or Mote
Reconnect Attempt Attempt Attempt Attempts
Total 34 24 [} 1 1 Succassful Reconneact 34
VirtualQueue 34 Tias g T SR Total Saved Minutes S BN
VirtuaiQueue via Web o a o] 0 o
Average Saved Minutes /
0
Sublotal ¢ A 34 24 8 1 1 Return Call
Appolntmant ‘g o R 0 o )
i Total Dollar Savings @ L e =
o0z I - 4044
Appointmeant via Web G 0 o 0 0 0.0 {3/ minuta)
Subtotal ¢ B ] 0 o 0 0 Average Doliar Savings / $0.00

Return Call

Total CBDC %% Kept % Xfer to O Xfer to %% Cancel Connected to
Calls Original Top Hold Original and an Agent Median Average
call Disconnect
] ©.0% 0.0% 0.0% 8.0% 31 00:01:17 00:01:53

Paga 4 of 4




Dates:
thru

VIRTUAL HOLD™

Gusuelnfo Reports

3/1/2011 00:00:00

3/31/2011 23:59:59

Generated on:

RC & Hold
Options Calis

75,057

£3,202

42772011 16:32:13

Return
Calls
Calls

Return

70.9%

Results
Queue
% Raturn Calls
Hold Hold only
21,855 29,1% o

Executive Summary

Version 4.0

After
VirtualQ DateBook Hours
[ 0 o

%

All Successful % % % % Call Event %
Return Reconnect Successful Connected Cancelled Abandon Not Unsuccassful
Calis Reconnect to an Agent Recelved

Total 53,202 45,404 85.3% B82.6% 0.8% 0.8% 1.2% 14.7%
virtualQueue 52,817 45,121 '85.4% C82.7% 0.8% " 0.8% X T 1.2% '14.6%
VirtualQueue via Web Q 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 385 283 73.5% §9.6% 1.6% 0.8% 2% " 26.5%
Appointment via Web 0 0 ¢.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or More

Reconneck Attermpt Attempt Attermpt Attempts

Totat 45,404 40,648 4,622 117 17
VirtualQueve 45,121 40,403 4,586 " 115 gy
VirtualQueue via Web 'y 0 0 ) 0
Subtotal + A 45,121 40,403 4,586 115 17
Appointmant 283 - 245 36 2 ¢
Appointment via Web [ 0 0 [4] a
Subtotal « B 283 245 36 2 i3

Successful Reconnect 45,121
Total Saved Minutes | © 1,266,604
Average Saved Minutes /

Return Call 28
Total Bollar Savings @... - - BT EE R
0.02 “{%$/minute) $25,332.08
Average Dollar Savings /

Return Call $0.60

Total CBEDC
Calis

337

%% Kept
Criginal
Call

79.5%

% Xfar to
Top

18.1%

% Xfer to % Cancel
Hold Original and
Disconnect

4.7% 0.6%

Page 1 of 4

Connected te

an Agent .
Median

00:00:18

Average

43,940 00:00:23




VIRTUAL HOLD ™

Gueuelnfo Reports

3/1/2011 00:00:00
thru
3/31/2011 23:59:59

Pates:

Generated on:

4/2772011 16:32:13

RC & Hold Return %
Options Calis Calls Return
Calls

74,727 53,026 70.9%

Executive Summary

Results
Queue

En_Combo

% Return

Hold Hofd Calls
only

21,751 29.1% 0

Verston 4.0

After
VirtualQ DateBook Hours
1} 1} 1}

%%

All Successful o Yo % % Call Event %
Return Reconnect Successfut Connected Cancelled Abandon Not Unsuccessiuf
calls Reconnect to an Agent Received

Total 53,026 45,243 85.3% 82.6% 0.8% 0.7% 1.2% 14.7%
VirtvalQueue 52,641 44,960 " 85.4% 82.7% 0.8% 0.7% 1.2% 14.6%
VirtualQueue via Web 0 0 .0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 385 283 73.5% 69.6% 1.0% 0.8% 2.1% 26.5%
Appointment via Web [i] i 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4.0r More

Reconnect Attempt Attempt Attempt Attempts

‘Total 45,243 40,509 4,602 115 17
VirtualQueus 44,960 " a0,264 " 4,566 n3 Ty
VirtualQueue via Web & 1] 1] 0 0
Subtotal ¢ A 44,960 40,264 4,566 113 17
Appointment 283 245 % I g
Appolntment via Web [ 0 0 V] ¢
Subtotal s B 283 245 36 2 ¢

Successful Reconnect 44,960
Yata! Saved Minutes © 1,266,553
Average Saved Minutes /
Return Call a8
Total Dollar Savings @ . S
0.02 {$/minute) $25,331.06
Average Dollar Savings /

$0.60

Return Call

Total CBDC % Kept
Calls Ortginal

Call

337 79.5%

%% Xfer to
Top

15.1%

o/ Xfer to % Cancel
Hold Criginal and
Pisconnect

A.7% 0.6%

Page 2 of 4

Connected to

an Agent Median Average

43,795 00:00:18 40:00:23




Gueuelnfo Reports

Executive Summary

Dates: 3/1/2011 00:00:00 Version 4.0
thru Results
3/31/2011 23:59:59 Queue
Generated on: 4/27/2041 16:32:13 Sp Main

RC & Hold Return % % Return
Options Calls Calls Return Hold Hold Calls
After
Calls only VirtualQ DateBook Haurs
192 120 62.5% 72 37.5% a o 0 4

%
All Successful % % s % Call Event o
Return Reconnect Successiul Cennected Cancelled Abandaon Not uUnsuccessful

Calls Recannect to an Agent Received
Total 120 109 90.8% 82.5% 0.8% 7.5% 0.0% 9.2%
VirtualQueue 120 o 108 '90.8% S 825% 0.8% 7.5% 0.0% T 9%
VirtualQueue via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment 0 e C0.0% 00% 0.0% U 00% T aem 0.0%
Appointment via Web 0 o 0.6% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Aftempts
Total 109 923 16 2 o Successfut Reconnect 109
VirtualQueue ’ Taee ey SRR T B SRR Total Saved Minutes -~ Tl ety
Virtuwalueue via Web o 0 0 L4} 1}
Average Saved Minutes /
o
Subtotal e A 109 01 16 2 o Return Call
Int oo S Cig L g g . a
Appointment Total Dollar Savings @ A R i
k mar . ] . 50,60
Appointment via Web 4] 0 0 4] v} 9.02 {($/minute}
Subtotal+ B a 0 [1] 0 L] Average Dollar Savings /
£$0.00

Return Call

Total CBDC %o Kept %% Xfer to % Xfer to % Cancel Connected to
Calls Original Top Hold Original and an Agent Median Average
Call Pisconnect
14 0.0% 0.0% 0.0% 0.0% 99 00:01:32 00:01:58

Page 2of 4




VIRTUAL HOLD ™

7 Queuelnfo Reports

Dates: 3/1/2011 00:00:00
thru

3/31/2011 23:59:59

Gengrated on:

4/27/2011 16:32:13

RC & Hold Return L]
Optlons Calls Calls Return
Calls

88 56 63.6%

Executive Summary

Results
Queue

Sp_ServiceOrder

% Return

Hold Hold Calls
Only

32 36.4% Y

Version 4.0

After
VirtualQ DateBook Hours
o 0 0

%

All Successful % % % % €all Event %
Return Reconnact Successful Connected Cancelled Abandon Not Unsuccessfui
Calls Reconnect to an Agent Recelved

Total 56 52 92,9% 82,1% 0.0% 10.7% 0,0% 7.1%
VirtualQueue 56 52 92.9% " 82.1% 0.0% 10.7% om0 am
VirtualQueve via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment [ o C00% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 [} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or Mora

Reconnect Attempt Attempt Attempt Attempts

Total 52 48 4 Q 0
VirtualQueue 52 - g g R T
VirtvaiQueve via Web fil ] 1] [+] 0
Subtotal « A 52 48 q 1] 0
Appointment : o il 0 0 0
Appointment via Web 4] 0 0 Ju] 1]
Subtotal « B 43 4] 0 0 0

Total CBDC %% Kept
Calls Qriginat

Call

] 0.0%

%% Xfar to 8% Xfar to % Cancel
Top Hold Original and
Disconnect

0.0% 0.0% 0.0%

Page 4 of 4

Successful Reconnect 52

Totdl Saved Minutes 0GR 1 1

Average Saved Minutes /

Return Call 0
Total Bollar Savings @ - - . " SR
0.02 “{$/minute) $0.42
Average Dollar Savings /

%$0.00

Return Call

Connected to

an Agent Median Average

46 00:01:19 00:01:55




VIRTUAL HOLD™

Queueinio Reports

Dates: 4/1/2011 00:00:00
thru

4/30£2011 23:59:59

71572081 14:51:32

Generated on:

RC & Hold Return %
Options Calls Calls Return Hold
Calls
67,653 45,271 66.9% 22,382

i Verston 4.0
Executive Summary ersion
Results
Queue
% Return Calls
Hold Cnly
After
VirtualQ DateBook Hotirs
33.1% o o o .

%%

All Successful %% % % %o Call Event %o
Return Reconnect Successful Connected Cancelled Abandon Not Unsuccessful
Calls Reconnect to an Agent Received

Total 45,271 41,915 92.6% 91.0% 0.7% 9% 0.0% 7.4%
VirtealQuoue 45,055 41,701 92.6% 91.0% 0.7% 0.9% 0.0% 7.4%
VirtualQueue via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment 256 214 83.6% 8CG.5% 1.2% 2.0% 3.0% 16.4%
Appolntment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or Mare
Reconnect Attempt Attempt Attempt Attempts
Total 41,915 36,628 3,816 1,229 242 Successful Reconnect 41,70%
VirtualQueue 41,701% 36,460 3,782 1,218 241 Total Saved Minutes 368,758
VirtualQueue via Web 1 ] o o] Q
Average Saved Minutes /
Return Call 2
Subtotal ¢« A 41,701 36,460 3,782 1,218 241
Appolntment 214 3168 34 i 8 1 ;I'otal Dollar Savings @
' 0.02 {$/minute) $7,375.16
Appolatment via Web 4] Q 0 0 0
Subtotal + B 214 168 349 11 1 Average Dotlar Savings /
Raturn Cal $0.20

Total CBDC
Calis

136

% Kept
Orlginat
Call

63,2%

% Xfer to
Top

33,1%

%o Xfer to % Cancel Connected to
Hold Orlginal and
Disconnect an Agent Median
2.9% 0.7% 41,175 00:00:21

Page | of 4

Average

00:00:27




VIRTUAL HOLD ™

Gueueinfo Reporis

Dates: 4/1/2011 00:00:00
thru

473072011 23:59:59

Generated on: 7715/2011 14:51:32

Executive Summary

Results
Queue

En_Combo

Version 4.0

RC & Hold Return %%
Options Calls Calls Return
Calls

67,224 44,996 66.9%

% Return
Hold Hold Calls
Only
22,228 33.1% o

After
virtualQ DateBook Hours
] o 0

%%

All Successful % % % % Call Event %
Return Reconnect Successful Connected Cancelled Abandon Not Unsuccessful
Calls Reconnect to an Agent Received

Total 44,996 41,658 892,6% 51.0% 0.7% 0.8% 0.0% 7.4%
VirtuaiQueue 44,740 41,444 42.6% 91.i% 0.7% . 0.8% 0.0% 7.4%
VirtualQueue via Web 0 ] 0.0% 0.0% 0.0% 0.0% 0.0% ¢.0%
Appointment 256 214 83.6% 80.5% 1.2% 2.0% 0.0% 16.4%
Appointment via Web 0 ] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful st 2nd 3rd 4 or Mare

Reconnect Attempt Attempt Attempt Attempts

Total 41,658 36,393 3,800 1,225 240
VirtualQuaue 41,444 36,225 3,766 1,214 239
VirtuaiQuaue via Web 43 a a 0 [+
Subtotal « A 41,444 36,225 3,766 1,214 239
Appointment 214 168 34 11 1
Appointment via Web Q 0 o ] 0
Subtotal « B 254 168 24 11 i

Successful Reconnect 41,444
Total Saved Minutes 368,603
Average Saved Minutes /
Return Call 9
Total Doltar Savings @ S
0.02 ($/minute) $7,372.06
Average Dotlar Savings /

o 9 %0.20

Return Call

Total CBDC % Kept
Calls Original

call

131 64.1%

%% Xfer to % Xfer to o Cancel
Top Hold Original and
Disconnect

32.1% 3.1% 0.8%

Page 2 of 4

Connected to

an Agent Median Average

40,942 00:00:21 00:00:27




Dates:
thru

Queueinfo Reports

4/1/2011 00:00:00

4/30/20%1 23:59:59

Generated on:

RC & Hold
Optlons Calis

7/15/2011 14:51:32

Return
Calls R
179 6

“VIRTUAL HOLD™

Ofs

eturn

Calls

1.7%

Executive Summary

Hold

111

Results
Queue

Sp_Main

% Return
Hold Calls
Only

18.3% ¢

VirtualQ DateBook

0 1]

Versicn 4.0

After

Hours

%

All Successful % % % % Call Event %%
Return Reconnect Sugcessful Connected Cancelled Abandon Not Unsuccessful
calls Reconnect to an Agent Received

Total 179 167 93.3% 86.6% 0.6% 6.1% 0.0% 6.7%
VirtualQueue 178 167 93.3% 86.6% 0.6% 6.1% 0.0% 6.7%
VirtualQueue via Web ¢ 0 0.0% 0.6% 0.0% 0.0% 0.0% 0.0%
Appointment 0 [ 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successtul st 2nd 3rd 40rMore

Reconnect Attempt Attempt Attempt Attempis

Total 167 152 12 2 1
virtualQueue 167 152 12 2 1
VirtualQueue via Web o Q V] 0 0
Subtotal « A 167 152 12 2 1
Appolntment 4] 0 4] 0 4]
Appointment via Web ] 0 Q 0 ]
Subtotal e B 13 1} 0 1] 1]

Successful Reconnect

Total Saved Minutes

Average Saved Minutas /
Return Call

Total Dollar Savings @
0.02 {$/minute)

Average Dollar Savings /
Return Call

167

a5

$1.90

$0.00

Total CBDC
Calls

%% Kept
Orlginal
Call

0.0%

% Xfer to
Top

100.0%

©/ Xfer to % Cancel
Hold Original and
DIsconnect

0.0% 0.0%

Paga 3of 4

Connected to

an Agent

155

Median

00:01:27

Average

00:01:56




VIRTUAL HOLD ™

Queueinfo Reports

Executive Summary

bates: 47172011 00:00:00 Version 4.0
thry Results
4/30/2011 23:59:59 Queue

Generated on:

RC & Hold
Options Calls

139

771572011 14:51:32

Return R
Calls Return
Calls

96 69.1%

Hold

43

Sp_ServiceOrder

% Return
Hold Calls
Only
30.9% o

VirtuaiQ DateBook

0 0

After
Hours

%

Al Successful % % % o Call Event %%
Return Reconnect Successlul Connected Cancelled Abandon Not Unsuccessiul
Calls Reconnect to an Agent Received

Total 96 S0 93,8% 81,3% 0.0% 12.5% 0.0% 6.3%
virtualQueue 96 %0 93.8% 81.3% 0.0% 12.5% 0.0% £.3%
virtualQueue via Web 0 ] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment 0 & 0.0% 0.0% 0.0% 0.0% 0.0% 8.0%
Appointment via Web 0 [} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 20 83 4 2 1
VirtualQueua 1] 83 4 2 1
VirtaalQueue via Web 1] h] G 0 0
Subtotal ¢ A a0 83 4 2 1
Appointment G 0 0 o a
Appolntment via Web [+ 0 0 & ¢
Subtotal « B [} 1] 0 0 0

Successful Reconnect

Tetal Saved Minutes

Average Saved Minutes /
Return Call

Total Dollar Savings @
0.02 {$/minute)

Average Dollar Savings /
Return Call

80

60

$1.20

$0.00

Total CBDC
Calls

% Kept
Original
call

50.0%

% Xfer to
Top

50.0%

%0 Xfer to %5 Cancel
Hold Original and
Disconnect
0.0% 0.0%

Page 4 of 4

Connected to
an Agent

78 00:0

Median

Average

1:57 00:02:17




VIRTUAL HOLD ™

© Queuelnfo Reports

Dates:  5/1/2011 00:00:00 . Version 4.0
- Executive Summary
5/31/2011 23:50:59 Results
Generated on: 7/15/2011 14:56:15 Queue

RC & Hold Return ©%o % Return Calls
Gptiens Calls calls Return Hold Hold only
After
Calis VirtualQ DateBook Hours
50,175 33,575 66.9% 16,600 33,1% 0 0 0 ‘o

%%

All Successful %% % % %o Call Event %
Return Reconnect Succassful Connected Cancelled Abandon Not Unsuccessful
Calls Reconnect to an Agent Received

Total 33,575 30,7486 91.6% 89.6% 1.0% 1.0% 0.0% 8.4%
VirtualQueue 33,359 30,580 91.7% 89.7% 1.0% . 1.0% 0.0% 8.3%
virtualQueue via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment 216 166 76.9% 73.1% 2.3% 1.4% 0.0% 23.1%
Appolntment via Web 0 0 0.6% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2ndd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Total 34,746 26,488 3,021 1,017 220 Succassful Reconnect 30,580
VirtualQueue 36,580 26,369 2,988 1,008 215 Total Saved Minutes 529,571
VirtualQueue via Web 4] 0 0 0 4]
Average Saved Minutes /
Raturn Call 17
Subtotal ¢ A 30,580 26,369 2,988 1,008 215
Appointment 168 ifg 33 o 5 Totat boliar Savings @
0.02 {$/minute) $10,591.42
Appolntment via Web [¢} o o [+] 0
Subtotal « B 166 119 33 9 5 Average Dellar Savings /
Return Cail $0.30

T BD 9 K K K
otal CBDC z’o. K.ept %o Xfar to % Xfer to %o Cancal Connected to
Calls Qriginal Top Rold Original and
an Agent
Call Disconnect g Median Average
164 69.5% 26.8% 3.7% 0.0% 30,084 00:00:18 00:00:24

Page [ of 4




VIRTUAL HOLD ™

7 Queuenfo Reports

Dates:
thru

5/1/2011 00:00:00

5/31/2011 23:59:59

Generated on:

RC & Hold
Options Calls

49,975

7/15/2011 14:56:15

Return %%
Calls Return
Calls

33,451 66.9%

Executive Summary

Hold

16,524

Results
Queue

En_Combo

L] Return
Hold Calls
Only

33.1% Y

VirtualQ
0

DateBook

o

Version 4.0

After
Hours
0

%

All Succassful % % % % Call Event %
Return Reconnect Successful Connected Cancelled Abandon Not Unsuccessful
Calls Reconnect to an Agent Received

Total 33,451 30,629 91.6% 89.6% 1.0% 1.0% 0.0% 8.4%
VirtualQueue 33,236 30,464 91.7% 89.7% 1.0% 1.0% 0.0% 5.3%
VvirtualQueus via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolintment 215 165 76.7% 73.0% 2.3% 1.4% 0.0% 23.3%
Appointment via Web 0 )] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 30,629 26,390 3,007 1,013 219
VirtualQueue 30,454 26,271 2,975 1,004 214
VirtvalQueue via Web Q 0 0 0 ¢
Subtotal ¢ A 30,464 26,271 2,875 1,004 214
Appointment 165 118 32 9 5
Appointment via Web o 0 Q 0 0
Subtotale B 165 119 32 g 5

Successful Reconnect

Total Saved Minutes

Average Saved Minutes /
Return Call

Total Dolfar Savings @
0.02

Average Dollar Savings /
Return Call

($/minute)

30,464

529,542

17

$10,500.84

$0.30

Total CBDC
Calis

163

%% Kept
Original
call

69.5%

% Xfer to
Top

26.8%

%% Xfer to %% Cancel
Hold Original and
Disconnest

3.7% 0.0%

Page 2 of 4

Connected to
an Agent

29,981

Medlan

00:00:18

Average

00:00:24




VIRTUAL HOLD ™

Queuelnfo Reports

Dates: 5/1/2011 00:00:80
thru

5/31/2011 23:59:59

Generated on: 7/15/2011 14:56:15

Executive Summary

Results
Queue

Sp_Main

Version 4.0

RC & Hold Return %
Options Calis Calls Return
Calis

119 81 68.1%

Hold

o Return

Hold Calls

Only

38 31.9% o

After
VirtualQ DateBook Hours
] 0 0

%o

Al Successful % % % % Call Event %
Return Reconnect Successful Connected Cancelled Abandon Not Unsuccessful
Calls Reconnect to an Agent Received

Total 81 78 97.5% 84.0% 0.0% 13.6% 0.0% 2.5%
VirtualQueue 81 79 97.5% 84.0% 6.0% 13.6% 0.0% 2.5%
virtealQueue via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment 0 0 0.0% 0.0% ©.0% 0.0% 0.0% 8.0%
Appointment via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 0rMore

Reconnect Attempt Attempt Attempt Attemipls

Total 79 64 11 3 1
VirtualQueue 78 64 it 3 1
VirtealQuaue via Web [+ 0 0 0 0
Subtotals A 79 64 1t 3 1
Appointment o] 4} L] 0 4]
Appointment via Web v} 0 o 0 0
Subtotal e B 0 [ 1] 0 4]

Taotal CBDC % Kept
Calls O¢lginal

Call

1} 0.0%

% Xfer to

Top

0.0%

% Xfer to % Cancel
Hold Original and
Disconnect

8.0% 6.0%

Page 3 of 4

Successful Reconnect 79

Totaf Saved Minutes 19

Average Saved Minutes /

Return Call o
Total Dollar Savings @
0.02 ($/minute) $0.38
Average Dotlar Savings /

g . $0.00

Return Call

Connected to

an Agent Median Average

68 00:01:41 00:01:54




VIRTUAL HOLD™

7 Queuelnfo Reporis

Executive Summary

Dates: 5/%/201%1 00:00:00 Version 4.0
thru Results
5/31/2011 23:59:59 Queue
Generated on: 7/15/2011 14:56:15 Sp ServiceOrder

RC & Hold Return % % Return
Options Calls Calls Return Hold Hold Calls
After
Calls Only VirtualQ DateBook Hours
81 43 53,1% 38 46.9% o o 0 a

%

All Successful o b o % Call Event %
Return Reconnect Successful Connected Cancelled Abandon Mot Unsuccessful
Calls Reconnect to an Agent Received

Total 43 as 88.4% 81.4% 0.0% 7.0% 0.0% 11.6%
VirtualQueue 42 37 88.1% 81.0% 0.0% 7.1% 0.0% 11.9%
VirtualQueua via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 1 t 100.0% 100.0% 0.0% 0.0% 0.0% 0.6%
Appointment via Web 0 G 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempis
Total 38 34 3 i 0 Successful Reconnect 37
VirtualQueue 37 34 2 1 0 Total Saved Minutes 10
VirtuaiQueue via Weh [ Q 0 0 0
Average Saved Minutes /
13
Subtotal ¢ A 37 34 2 1 0 Return Call
Appointment 1 0 i 0 1] ..
L ' Total Dollar Savings @
X i $0.20
Appointmant via Web 4 0 0 o a 0.02 (§/minute}
Subtotal» B 1 [} 1 0 0 Average Dollar Savings / $0.00

Raturn Cafl

Totat CBDC %% Kept % Xfer to %% Xfer to %% Cancel Connected to
Calls Original Top Hold Origlnal and an Agent Medlan Average
Call Dlsconnect
0 8.0% 0.0% £.0% 8.0% 35 00:01:04 00:01:41

Page 4 of 4




VIRTUAL HOLD ™

. Queuelnfo Reports

Dates: 6/1/2011 00:00:00 . Version 4.0
o Executive Summary
6/30/2011 23:59:59 Results
Generated on: 7/15/2011 14:58:00 Queue

RC & Hold Return % % Return Calls
Options Calls calls Return Hotd Hold only
After
Calls VirtualQ DateBack Hours
23,062 15,426 66.9% 7,636 33,1% /] 0 o 0

%

All Successful Ya % % %% Call Event %
Return Reconnect Successful Connected Cancelled Abandon Not Unsuccassful
Calis Reconnect to an Agent Received

Total 15,426 14,159 91.8% 89.7% 1.3% 0.7% 0.0% 8.2%
VirtualQueus 15,333 14,088 91.9% £9.8% 1.3% 0.7% 0.0% C 8%
VirtualQueua via Web 0 0 0.0% ¢.0% 0.0% 0.0% 0.0% 0.0%
Appolntment o3 71 76.3% 73.1% 1.1% 2.2% 0.0% 23.7%
Appointment via Web 0 [u] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Total 14,159 12,183 1,404 464 108 Successful Reconnect 14,088
VirtuaiQuene 14,088 12,122 1,397 453 106 Total Saved Minutes 267,158
VirtualQueose via Web [ ¥} 0 0 0
Average Saved Minutes /
Return Call 19
Subtotal » A 14,088 12,122 1,397 463 1056
Appeintmeant 7i 61 7 1 2 Total Dollar Savings @
0,02 ($/minute) $5,343.16
Appolntment via Web & L} 4] 0 1]
Subtotaf+ B 71 61 7 1 2 Average Dollar Savings /
Refurn Call £0.40

Total CBDC o/ o 9
otal ¢ 3 K.ept Yo Xfer to fo Xfer to %% Cancel Connected to
Calls Original Top Hold Qriginal and
an Agent
call Disconnect g Median Average
a8 62.5% 27.3% 8.0% 2.3% 13,843 00:00:18 00:00:24
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VIRTUAL HOLD™

Queuelnfo Reports

Datas:

6/1/201% 00:00:00
thru
6/30/2011 23:59:59

Generated on: 7715/2011 14:58:00

Executive Summary

Results
Queue

En_Combo

Version 4.0

RC & Hold Return %
Options Calls Calls Return
Calls

22,990 15,379 66.9%

% Return

Hold Heold Calls
Only

7,611 33.1% 0

After
VirtualQ DateBook Hours
G o 0

%%

All Successful % % % % Call Event %
Return Reconnect Successful Connected Cancelled Abandon Not Unsuccessiul
Calis Reconnect to an Agent Received

Total 15,379 14,116 91.8% 89.8% 1.3% 0.7% 0.0% 8.2%
VirtualQueue 15,287 14,046 91.9% 89.9% 1.3% 0.7% 0.0% 8.1%
virtualQueve via Web o ] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 92 70 76.1% 72.8% 1.1% 2.2% 0.0% 23.9%
Appelntment via Web 0 ¢ 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successiul 1st 2nd 3ed 4 or Mora

Reconnect Attempt Attempt Attempt Attempts

Total 14,116 12,145 1,399 464 108
VirtualQueue 14,646 12,085 1,392 463 146
VirtualQueue via Web [1] 1] 0 0 0
Subtotal e A 14,046 12,085 1,392 463 106
Appointment 70 60 7 1 2
Appointment via Web 0 o 0 0 o]
Subtotal e B 70 60 7 1 2

Successful Reconnect 14,046
Totat Saved Minutes 267,153
Average Saved Minutes /
Return Call 19
Total Dellar Savings @
0.02 ($/minute) $5,343.06
Average Dollar Savings /

$0,40

Return Call

Total CBDC % Kept
Calls Orlginal

call

86 62.8%

oo Xfer to
Top

20.7%

%% Xfer to % Cancel
Hold Original and
Distonnect

8,1% 2,3%

Page 2 of 4

Connected to

an Agent Median Average

13,804 00:00:18 00:00:23




VIRTUAL HOLD™

Queuelnfo Reports

Executive Summary

Version 4.0

Dates: 6/1/2011 00:00:00
thru ReSUItS
6/30/2011 23:59:59 Queue
Generated on: 771572011 14:58:00 5p Main

RC & Hold Return %% % Return
Options Calls calls Return Hold Hold Calls ;
After
Calls Only VirtualQ DateBook Houts
31 22 71.0% g 29.0% 0 0 0 a

%

All Successful % % % %o Call Event %
Return Reconnect Successful Connected Cancelled Abandon Not Unsuccessful
Calls Reconnect to an Agent Recelved

Total 22 21 95.5% 86.4% 0.0% 9.1% 0.0% 4.5%
VirtualQueue 21 20 45,2% 85.7% 0.0% 9.5% 0.0% 4.8%
VirtualQueue via Web 0 g 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 1 i 100.0% 100.0% 0.0% 0.0% 0.0% 0.0%
Appolntment via Web 0 3 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful st 2nd 3rd g0 More
Reconnect Attempt Attempt Attempt Attempts
Total 21 20 1 o 0 Successful Reconnect 20
VirtualQueue 20 19 1 Q 1] Total Saved Minutes t
virtualQuaue via Web 1] 0 0 0 0
Average Saved Minutes /
1]
Subtotal = A 20 19 s 0 0 Return Call
A intment i 1 1] 0 0 .
ppoiatmen Total Pollar Savings @ .
y £0.02
Appointment via Web 0 0 o 0 0 o0z ($/minute)
Subtotal ¢ B 1 1 L] 0 0 Average Dollar Savings / $0.00

Return Call

Total CBDC 9% Kept % Xfer to %% Xfar to %% Cancel Connected to
Calls Orlginal Top Hold Criginal and an Agent Median Average
Call Disconnect
0 0.0% 0.0% 0.0% 0.0% 19 00:01:17 00:01:45

Page 3 of 4




VIRTUAL HOLD™

Gueueainfo Reports

Executive Summary

Dates: G6/1/2011 00:00:00 Version 4.0
thru Results
6/30/2011 23:59:59 Queue
Generated on: 7/15/2011 14:58:00 Sp ServiceOrder

RC & Hold Return % % Return
Options Calls Calls Return Hold Hold Calls
After
Calls . Cnly virtualQ DateBook Hours
41 25 61.0% 16 39.0% o 0 o 9

%

Al Successtul %o % % % Call Event %
Return Reconnect Suceessful Connected Cancelied Abandon Not Unsuccessful
Calls Reconnect to an Agent Recelved

Total 25 22 88.0% 80.0% 0.0% B.0% 0.0% 12.0%
VirtualQueue ' 25 22 88.0% 80.0% 0.0% ' 8.0% 0.0% 17.0%
VirtualQueue via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Total 22 18 4 [1] 0 Successful Reconnect 22
VirtualQueue 22 18 4 o 0 Total Saved Minutes 5
VirtualQueua via Web G 0 [} 0 0
Average Saved Minutes /
L]
Subtotal s A 22 18 4 0 o Return Calt
Appointment . 1] 1} 0 0 L]
PP Total Dollar Savings @
$0,10
Appointment via Web 5] 0 4] 0 Q 0.0z ($/minute)
Subtotal ¢ B 0 4] 0 a ] Avarage Dollar Savings / $0.00

Return Call

Yotal CBDC %a Kept % Xfer to % Xfer to %4 Cancel Connected to
Calls Original Top Hold Criginal and an Agent Medlan Average
Call Dlscennact
2 50.0% 5¢.0% 0.0% 0.0% 20 00:01:33 00:02:00
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VIRTUAL HOLD ™

¢ Queuelnfo Reports

Dates:  7/1/2011 00:00:00 . Verslan 4.0
e Executive Summary
7/31./2011 23:59:50 Results
Generated on: 10/19/2011 16:17:32 Queue

RC & Held Return % % Return Calls
Options Calls Calls Return Hold Hold Oonly
After
Calls Virtualg DateBook Hours
5,434 3,062 56,3% 2,372 43,7% 0 ] (4] 0

Yo

Alt Successful % % % o Call Event %o
Return Reconnect Succassful Connected Cancelled Abandeon Not Unsuccessful
Calls Reconnect to an Agent Recelved

Total 3,062 2,831 92.5% 91.1% 0.8% 0.6% 0.0% 7.5%
VirtualQueue 3,056 2,825 '92.4% 91.1% 0.8% 0.6% 0.0% 7.6%
VirtualQuetue via Web 0 0 0.0% 0.0% 0.0% 0.0% .0% 0.0%
Appointment 6 6 106.0% 1643.0% 0.0% 0.0% 0.0% 0.0%
Appolntment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconneck Attempt Attempt Attempt Attempls
Total 2,831 2,547 217 59 13 Successful Reconnect 2,825
VirtualQueua 2,825 2,542 2i7 53 13 Total Saved Minutes 9,254
VirtualQueue via Web 1] 0 0 0 0
Average Saved Minutes /
Retura Call 3
Subtotal e A 2,825 2,842 217 53 13
Appointment ] 5 0 i 0 Total Dollar Savings @ . R
. ) 0.02 ($/minute) $185.08
Appointment via Web 0 0 ¢} i} o
Subtotal ¢ B 6 5 i} 1 0 Average Pollar Savings /
Return Call $0.10

Tatal CBDC % Kept % Xfer to % Xfer to )
o hep ° Yo Cancel Connected to
Calls Orlgtnal Tep Hold Qriginal and
an Agent
Can Dlsconnect Medlian Average
6 0.0% 100.0% 0.0% 0.0% 2,790 00:00:15 00:00:21
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Gueueinfo Reporis

Dates: 7/1/2011 00:00:00
thru

7/31/2011 23:59:59

Generated on:

10/19/2011 16:17:32

RC & Hold Return o
Options Calls Calis Return
Calts

5,415 3,048 58.3%

Executive Summary

Results
Queue

En_Combo

L Return

Hold Hold Calls
Only

2,367 43.7% ¢

Version 4.0

After
VirtualQ DateBook Hours
o [ o

Yo

All Successful %% % % o Call Event o
Retuin Reconnect Successful Connected Cancelled Abandon Not Unsuccessful
¢alls Recennect to an Agent Received

Total 3,048 2,817 92.4% 91.1% 0.8% 0.6% 0.0% 7.6%
VirtuaiQueue 3,042 2,811 92.4% 91.1% 0.8% 0.6% 0.0% 7.6%
VirtualQuaue via Web 0 ] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appeintment & [ 100.0% 100.0% 0.0% 0.0% 0.0% - 0.0%
Appointment via Web ] )] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Totat 2,817 2,535 215 54 13
VirtualQueue 2,881 2,530 215 53 13
VirtvalQuaua via Web 0 0 0 0 0
Subtotal e A 2,811 2,530 215 53 13
Appointment L 5 0 1 [¢]
Appointment via Web 1] ¢ V] 0 ¢
Subtotal + B [ 5 0 3 0

Successful Reconnect 2,811
Totat Saved Minutes 9,254
Average Saved Minutes /
Return Call 3
Total Dollar Savings @ L .
0,02 {&/minute) $185.08
Average Dollar Savings /

$0.10

Return Call

Total CBDC % Kept
Calis Qriginal

Call

6 0.0%

o/ Xfer to %% Xfer to ©/ Cancel
Top Hold Original and
BPisconnect

100.0% 0.0% 0.0%

Page 2 of 4

Connected to

an Agent Median Average

2,776 00:00:15 40:00:21




VIRTUAL HOLD ™

Gueuelnfo Reports

Executive Summary

Dates: 7/1/2011 00:00:00 Version 4.0
thru Results
7/31/201% 23:50:59 Queue
Generated on: 10/19/2011 16:17:32 Sp Main

RC & Hold Return % % Return
Options Calls calls Return Hold Held calls .
After
Calls Only virtualg DateBook Hours
9 8 88.9% 1 11.1% ¢ 0 0 ]

%

All Successful % o % % Call Event %
Return Reconnect Successiul Connected Cancelled Abandon Not Unsuccessful
Cails ' Recennect to an Agent Received

Total 8 g 100,0% 100.0% 0,0% 0.0% 0.0% 0.0%
virtualQueus 8 8 100.0% 100.0% 0.0%  0.0% 0.0% 0.0%
VirtualQueue via Web 0 & 0.0% 3.0% 0.0% 0.0% 0.0% 0.0%
Appolntment 0 3} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd g orMore
Reconnect Attempt Attempt Attempt Attempts
Total 8 6 2 Q 0 Successful Reconnect 8
VirtualQueue 8 [ 2 0 [} Total Saved Minutes 0
VirtualQueue via Web 4] 0 a 0 0
Average Saved Minutes / o
R 1
Subtotal » A 8 6 2 o 0 eturn Call
o o o o 0
Appolntment Total Dollar Savings @ : . _— ’
B $0.00
Appointment via Web [ 0 4] ] o 0.02 {$/minute)
Subtetale B L] Q0 ] 0 L] Average Dollar Savings / $0.00

Return Call

Total CBDC % Kept % Xferto % Xfer to % Cancel Cennected to
Calls Qriginal Top Hold Original and an Agent Medlan Average
call Dlsconnect
1] 0.0% 0.0% 0.0% 0.0% 8 00:00:20 00:00:33

Page 3 of 4




Giueueinfo Reporis

7/1/2011 00:00:00 EXECUtIVG Summary Version 4.0

thru Results
7/31/2011 23:59:59 Queue

Dates:

Generated on: 10/19/2011 16:17:32

Sp_ServiceOrder

RC & Hold Return % % Return
Options Calls Calls Return Held Hold Calls
After
Calls Onty VirtualQ DateBook Hours
10 [ 60.0% 4 40.0% o 0 a 0

%

Al Successfut % % % % Call Event %
Return Reconnect Successful Connected Cancelied Abanden HNot Unsuccessful
calls Reconnect to an Agent Recelved

Total 8 6 100.0% 100.0% 0.0% 0.0% 0,0% 0.0%
VirtualQueus 6 6 100.0% 100.0% 0.0% 0.6% 0.0% 0.0%
VirtualQueua via Web [} ] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 0 ] 0.0% 0.0% 6.0% 0.0% 0.0% 0.0%
Appeintment via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 o0rMore
Reconnect Attemipt Attempt Attempt Attempts
Total 6 6 1] 0 0 Successful Reconnect 6
VirtualQueue & 6 0 1] 0 Total Saved Minutes 0
VirtualQueue via Web <] o} 1] \] G
Average Saved Minutes /
[1]
Subtotale A 6 6 0 0 o Return Call
Appointment o 0 o [} a .
PP Total Dollar Savings @ - :
o $0.00
Appointment via Web O 0 4} 0 0.02 {3/ minute)
Subtotal + B o 0 L] 0 Average Dollar Savings /
$0.00

Total CBDC
Calls

% Kept
Original
call

0.0%

% Xfer to
Top

0.0%

Y% Kfier to

0.0%

% Cancel
Hold Original and
Disconnect

0.0%

Fage 4 of 4

Return Call

Connected o

an Agent Medlan Average

9] 00:00:10 00:00:24




