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Personnel responsible for handling MoPSC After hours contact
complaints / inquiries personnel Home Cell

Alicia Johnson (816) 360-5631 Ron Crow (818) 6550-4792

Customer service management personnel

Ron Crow (314) 499-5679
David Hendershot (8186) 360-5634

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

1) Registered Customers are separated from daily hon-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

2017
January February March
Number of Number of Number of
Dollar amount accounts Dollar amount | accounts Dollar amount | accounts
written off written off Revenue written off written off Revenue written off written off Revenus
Reslidential 134,494 51,870,307 253,340 40,051,351 484,682 31,073,632
Comlind 8,332 18,888,672 16,898 14,032,484 40,478 10,339,639
Non-Service 1,906
Total 142,826 - 70,758,879 272,144 - 54,083,836 525,160 - 41,413,171
Year to Date - Q1 April May
Number of Number of Number of
Doltar amount accounts Dollar amount| accounts Doilar amount| accounts
written off written off Revenue written off written off Revenue written off written off Revenue
Residential 872,516 - 122,995,191 701,888 25,166,926 913,717 18,502,107
Com/ind 65,708 - 43,260,695 27,931 8,241,398 37,296 5,670,975
Non-Service 1,906 - -
Total 940,130 - 166,255,886 729,819 - 33,408,324 951,013 - 24,173,082
June Year to Date - Q1 & Q2 July
Number of Number of Number of
Dollar amount accounts Dollar amount| accounts Doliar amount| accounts
wiitten off written off Revenue written off written off Revenue written off written off Revenue
Residential 446,526 16,647,745 2,934,647 - 183,311,969 466,813 15,181,012
Com/ind 23,399 4,945 977 154,334 - 62,118,045 26,143 4,854,078
Non-Service 1,906 - -
Total 469,925 - 21,593,722 3,080,887 - 245,431,014 492,956 - 20,035,090
August September Year to Date - Q1 - Q3
Number of Number of Nurnber of
Doliar arount accounts Dollar amount| accounts Dollar amount| accounts
written off written off Revenue written off wiitten off Revenus wrltten off written off Revenue
Residential 170,070 14,817,775 215,880 15,157,108 3,787,420 228,467,864
Comlind 32,648 4,616,626 16,919 4,595,600 230,045 76,185,348
Non-Service 1,906 -
Total 202,718 - 19,434,400 232,810 - 19,752,709 4,019,371 304,653,213
October November December
Number of Number of Number of
Dollar amount accounts Dollar amount| accounts Doftar amount| accounts
wrltten off wrilten off Revenue written off written off Revenue written off written off Revenue
Residential 174,307 16,001,571 (79,497) 28,526,466 (25,150) 35,428,645
Coml/ind 26418 4,950,207 14,472 8,425,769 7,761 11,830,293
Non-Service
Total 199,728 - 20,951,778 (65,026} - 36,951,236 (17,389) - 47,058,938
Calendar Year 2017
Number of
Doliar amount accounts
written off written off Revenue
Residential 3,857,080 - 308,423,546
Comlind 277,696 - 101,191,618
Non-Service 1,808 - R
Total 4,136,681 - 409,615,163
Note:

Revenue amounts shown do not include delayed payment charges or miscellaneous service charge revenue,
Negatlve write-off amounts indicate net recovery.
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Generated on:  2/20/2017 2:53:23 PM Queue

RC 8 Hold Return % Return Hold % Hold Return Callg VirtualQ DateBook

After Hours
Options Calls Calls Calls Only

7,577 5,238 69.1% 2,339 30.9% [}

All Successful Y %o Connected % Cancelled %% % % Unsuccassful
Return R t S ful to an Agent Abandon Call Evant:
Calls Reconnect Not
Raceivad
Taotal 5,238 4,654 88.9% B87.1% 1.7% 0.0% 0.0% 11.1%

ASAP Callbacks via Web 0 0

0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Appointment 0 0 0.0% 0.0% 0.0% 0.0% 0.0%

0.0%

Succassful ist 2nd ard 4 or More
Recannact Attempt Attempt Attempt Attempts
Successful 4,654
Total 4,654 3,769 578 215 92 - .
ASARCallby 4 ,
ASAP Callbacks via Web 1] 0 0 0 [

Average Saved Minutes /
Return Call 17

Appointment o 0 0 0 [

Average Dollar Savings /
Return Call $0,30

Connected to Median Average
Total CBDC %h Kept % Xfer to % Xfer to % Cancel
Colls Original Top Hold original and an Agent
Call - Disconnack
. 4,563 00:00:00 00:00:00
252 59.9% 26.6% 12,7% 0.8%
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Dates 1/1/2017 12:00:00 AM

H thru
1/31/2017 11:59:59 PM

Genarated 2/20/2017 2:53:23 PM
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Vht Queueinfs Report

Executive Summary

RC & Hold Return % Raturn
Optlons Calls Cally
7,402 5,152 69.6%

Version 4.0
Results
Queue
English
Hold % Hold Return VirtualQ DateBook After
Calls Hours
Only
2,250 30.4% 1] 0 0 0

n of Return Calls:and the Retu
% % Connected %

“All
Return St sful to an Agent Cancelled Abandon Call Event Unsuccessful
Calls Reconnect Not
Receaived
Total 5,152 4,575 88.8% 87.0% 1.8% 0.0% 0.0% 11.2%

ASAP Callbacks.
ASAP Callbacks via Web

Appolntment

; i ‘ Y 2%
0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
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
Successful 4,575
Tatal 4,575 3,708 564 214 B89 Reconnect

Averaga Saved Minutes /

Return Call 17

Average Dollar Savinge /
Return Call

$0.30

Total CBDC % Kept
Calls Orlginal
Call

246 60.2%

% Xfer to % Xfer to % Cancel Connected to Meadian Averaga
Top Hold Originnf and an Agent
. Disconnact
26,0% 13.0% 0.8% 4,484 o 0




Vht Gueauelnfo Report

Executive Summary

Dates 1/1/2017 12:00:00 AM Verslon 4.0

' thru Results

1/31/2017 11:50:59 PM Queue
Generated 2/20/2017 2:53:23 PM Spanish
[+}1 M

RC & Hold Return % Return Hold % Hold Return VirtualQ PateBook After

Optlons Calls Calls Calls Calls Hours
Only

175 86 49.1% 89 50.9% 0 0 0 0

% Connected %

O %
Return R t s ful to mn Agent Cancalled Abandon Call Event Unsuccessful
Calls Raconnect Not
Received
Total 86 79 91.9% 91.9% 0.0% 0.0% 0.0% 8.1%

ASAP Callbacks 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% 0.0% 0.0%

“Appointiient via Web

Successfal ist 2nd 3rd 4 or More
Reconnect Attempt Attempt  Attempt Attempts
Successful 78
Total 79 61 14 1 3 Raconnect

ASAP.Callbacks i1 B
ASAP Callbacks via Web 0 4] [¢] 0 4]
L e Average Saved Minutes /
Subtaotall A Return Call 4

Appointment ] 0 0 o 0

Average Dollar Savings /
Return Call

$0.10

Total CBDC %% Kept % Xfer to % Xfer ko % Cancal Conneacted to Madian Average
Calls Original Top Hold Orlginal and an Agent
Call Disconnect
6 50.0% 50.0% 0.0% 0.0% 79 00:00:00 00:00:00
Production
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V. ht Queuveslnfo Report

Dates 2/1/2017 12:00:00 AM . Version 4.0
: thra Executive Summary

2/28/2017 11:59:59 PM Results
Generated on:  3/9/2017 9:52:32 AM Queue

RC & Hold Return % Raturn Hold % Hold Return Calls VirtualQ bataBaok After Hours
Optlons Calls Calls Calls Only
10,978 . 7,156 65.2% 3,822 34.8% 0 0 Q 0

Al Successful % % C cted %C Hed % % % Unsucceassful
Return R ck S ful to an Agent Abandon Call Event
Calls Recannect Nok
Recaivad

Total 7,156 6,358 88.8% 87.7% 1.2% 0.0% 0.0% 11.2%

ASAP Callbacks via Web 4] 0 0.0% 0.0% 0.0 o

Successful ist 2nd 3rd . 4 orMore
Racaonnact Attempt Attampk Attempt Attempts
Succassful 6,358
Total 6,358 5,273 708 267 112 - .

allbacks:.

ASAR :
ASAP Callbacks via Web 0 0 0 o U Average Saved Minutes /

Raturn Call 9

Appointment 0 0 0 [} 4]

Appointmant via Web.

Average bollar Savings /
Subtotal 1 B 0 0 0 0 0 Return Calil 40,20

) Connected to Medlan Averaga
Total CBDC % Kept % Xfer to . % Xfer to % Cancel
Calls Original Top Hold Original and an Agent
Call Dlsconnect
6,275 60:00:00 00:00:00
274 31.0% 62.8% 5.1% 1.1%
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Verslon 4.0

Pates 2/1/2017 12:00:00 AM

3 thru Resu Its
2/28/2017 11:59:59 PM ‘ Queue

Generated 3/9/2017 9:52:32 AW English

on:

RC & Hold Return "o Return Hold Vo Hol

Options Calis Calls Calls Calls Hours
Only
10,803 7,068 65.4% 3,735 34.6% 0 0 0 ¢

{l.Return Calls is the sui turn Calls .the:Return Call Only field: :
All Successful % % Connected Yo % % %
Return R t ful to an Agent Cancelled Abrndon Call Event Unsuccessful
Calls Recaonnect Not
Received
Total 7,068 6,275 88.8% 87.6% 1.2% 0.0% 0.0% 11.2%

, Ibac . : 2%
ASAP Callbacks 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% 0.0% 0.0%
0%

Successful 1st 2nd 3rd 4 or More
Reconnact Attempt Attempt  Attempt Attempts
Successful 6,275
Total 6,275 5,202 696 265 112 Reconnact

ASAP Callbacks via Web ] 0 0 ] 0

Average Saved Minutes /
Return Call

Appointment o 0 0 0 0

Appointment via C ) Average Dollar Savings / $0.20

Subtotal [ B ] 0 [} 0 0 Return Call

Total CBDC % Kept % Xfar to % Xfer to % Cancel Connected to Median Average
Cails Original Top Hold Original and an Agent
Call Disconneck

273 . 31.1% 62.6% l5.1% 1.1% 6,193 00:00:00 00:00:00
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: thru Results
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on:

% Hold

Hours

Options Calls Calls

175 a8 50.3% 87 49.7% [ o 0 ¢

All Successful % % Connected % % % %

Return R t S ful to un Agent Cancelied Abandon Call Event Unsuccessful
Calls Reconnect Not
Recaived
Total 88 83 94.3% 93.2% 1.1% 0.0% 0.0% 5.7%

ASAP Callbacks via Web 0 1] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or Mora
Reconnect Attempt Attempt Attampt Attempts
Successful . a3
Total 83 71 10 2 ©  Reconnect

ASAP Callbacks via Web 0 0 0 0 0

Average Saved Minutas /
Return Call

Appointment 1] 0 0 0 0

Appoi ja
Subtotal I B 0 0 [} [ [}

Average Dollar Savings /
Return Call

$0.00

Total CBDC % Kept % Xfer to % Xfer to % Cance} Connsacted to Meadian Average

Calls Originel Top Hold Original and an Agent
Call Disconnect
1 0.0% 100.0% 0.0% 0.0% B2 00:00:00 00:00:00
Production

Page 3 of 3




Dates  3/1/2017 12:00:00 AM . Varslon 4.0
. . Executlve Summary

3/31/2017 11:159:59 PM Results
Generated on:  4/19/2017 2:19:20 PH Queue

RC & Hold Return %o Raturn Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calls Calls Only
21,759 14,917 68.6% 6,842 31.4% 4] o 0 0

Al Successful % % Connectad % Cancelled %o % % Unsuccessful
Raturn R act ful to an Agent Abandon Call Event
Calls Reconnaect Not
Received
Total 14,917 12,933 B6.7% 85.4% 1.3% 0.0% 0.0% 13.3%

ASAP Callbacks via Wab 7 5 71.4% 71.4% 14.3% 0.0% 0.0% 14,3%

Appointment 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Succassful ist 2nd 3rd 4 or More
Reconnact Attempt Attampt Atteampt Attempty
Successful 12,933
Total 12,933 10,504 1,564 642 223 - .

ASAP Callbacks via Web 5 5 0 o 0 Average Saved Minutes /

Raturn €ail 12

Appointment [} 0 0 [} 0

Average Dollar Savings /
Subtotal 1 B 0 0 0 0 G Return Call 30,20

Connacted to Medlan Avarage
Total CBDC % Kept %% Xfer to % Xfer to 9% Cancel
Cails Original Top Hold Original and an Agent
call Disconnect
: 12,738 00:00:00 00:00:00
618 57.3% 30.7% 11,0% 1.0%

Page 1 of 3




3/1/2017 12:00:00 AM

Dates
: thru
3/31/2017 11159:59 PM

4/19/2017 2:19:20 PM

Generated
on:

| ht Gueuelnfo Report

Executive Summary

RC & Hold Return % Return
Optlons Calls Calls Calls
21,728 14,907 68.6%

Verston 4.0
Results
Queue
English

Hold 9% Hold Return VirtualQ DateBook After
Calls Hours

Only
6,821 31.4% 0 0 0 0

£ m-a rn Calis
All Successful % % Connected % % % %
Return Reconnect Successful to an Agent Cancelled Abandon Cail Event Unsuccessful
Raconnect Not
Received
Total 14,907 12,926 86.7% 85.4% 1.3% 0.0% 0.0% 13.3%

ASAP Callbacks via Web

Appointment

%

3 75.0% 75.0% 0.0% 0.0% 0.0% 25.0%

0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Succassful 1st 2nd 3rd 4 or Mors
Reconnect Attempt Attempt  Attempt Attempts
Successful 12,926
Total 12,926 10,498 1,564 642 222 Reconnect

ASAP Callbacks via W

Averaga Saved Minutes /
Return Call

12

Averaga Dollar Savings /
Raturn Cali

$0.20

Total CBDC % Kept
Calls Original
Call

617 57.2%

%% Xfar to % Xfer to ©/ Cancel Connacted to Median Average
Top Hold arlginal and an Agent
Discannect
30.B% 11.0% 1.0% 12,731 00:00:00 00:00:00




ht Queuelnfo Report

Executive Summary

Dates  3/1/2017 12:00:00 AM Version 4.0
: thru Results
3/31/2017 11:59:159 PM . Queue
Generated 4/19/2017 2:19:20 PM Spanish
on;

RC & Hold Return %6 Raturn Hold % Hold Return VirtualQ ateBouk After

Options Calls Calls Calls Calls Hours
. Only

31 10 32.3% 2% 67,7% o0 0 o [¢]

Successful Y% Connected % % % %
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful
Calls Reconnect Not
Received
Total 10 7 70.0% 70.0% 10.0% 0.0% 0.0% 20.0%

ASAP calibacks via Web 3 2 66.7% 66.7% 33.3% 0.0% 0.0% 0.0%

Appolntment 1] [ 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 ar More
Reconnect Attempt Attempt  Attempt Attsmpts
Succesaful 7
it ’? 8 0 0 x Reconnect

ASAP Caltbacks via Web 2 2 o 1] 0

Average Saved Minutes /
Return Call

Appointment [ 0 0 0 1]
¢ Average Dollar Savings /
Raturn Call

$0.00

Total CBDC % Kept % Xfar to % Xfer to % Cancel Connacted to Medlan Average
Calls Original Top Hold Orlglnal and ’ an Agent
Call Pisconnact
1 100.0% 0.0% 0.0% 0.0% 7 00:00:00 00:00:00
Production
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: Gueusinfo Eépﬁﬁé

Dates 4/1/2017 12:00:00 AM
! thru
4/30/2017 11159:59 PM

Executive Summary

Results
Queue

5/16/2047 £132:19 PH

Generated on}

RC & Hold Raturn % Return Hold Y Hold Return Calls Virtualg
Optiona Calls Calls Calls Only
4,474 3,197 71.8% 1,227 28.5% [1] ‘0

Verslon 4.0

DateRook After Hours

Al Buccassful % %o G ctad % G Hed % % % Ungsuccassful
Raturn Ra t ful to an Agant Ahandon Calf Evenk
Calla Raconnact Not
Recalvad
Tula_l 3,187 2,858 89.4% 87.9% 1.3% 0.0% 0:.0% 10,6%

ASAP Caflbacks via Web 0.0% 0,0%

0.0%

0.0%

Appointment

0.0%

0,0% '

Suceessful L and a3rd 4 oy Mora
Raconnact Attempt Attampt Attempt Attempls
Successful 2,858
‘Total 2,858 2,822, a53a 140 43 - .
NSRS Chlibiaka
ASAP Calibucks via Web 0 0 1] 0 0 AverageSavad Minutes /
Reaturn Call 12

Appointment

intient via web

Subtatal 1B . Return Call

Average Dallar Savings /

$0,20

Connected to
Total CBDC % Kept % Xfar to % Xfar to % Cancal ¢
cally Origlnal Top Hold Origlnel and an Agen
Call pisconnact '
2,810
122 711.9% 10.7% 11.5% 0,0%
Page 1 of 3

Avarage

Madian

00:00:00 00:00:00

Monthly Report GM-2013-0254
April 30, 2017
Page 12 of 57




Vht Queueinfo Repost

Executive Summary

Dates  4/1/2017 12100100 AWM Varsian 4,0
‘ thru , Results
4/30/2017 11159:59 PM . Queue
Generated 5/16/2047 1132119 PM English '
ons '

a Rc & Hld Raturn VirtualQ DbateBook Aftar

Qptions Callx Calls Calls ’ Hours
only

4,465 3,163 71,8% 1,272 2B,5% 0 [} 1] i}

. IR ails i5 tha sum of Return Calls b aly field: .
All Succassfol . % % Connected %% % % %

Return Reconnect Succeasful to nn Agent Cancelled Abandon Call Evant Unauccessful
Calls Recennect Nat ’
. Raceived

Total 3,193 2,854 89.4% 87.9% 1.5% 0.0% 0.0% 10.6%
“REAP Callbacks’ ; : 0%, : H0.6%
ASAP Callbacks vla Web "o 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntmant 0 ] 0.0% . 0,0% 0.0% 0.0% 0,0% 0.0%
Rnaiibment via Ve : ; :

Succassful ist 2nd 3rd 4 or Mora
Reconnect Attemipt Attampt  Attempt Attampts
Sugeassful 2,854
Total 2,854 2,318 353 140 43 Reconnact

ASAP Callbacks - : 140
ASAP Callbacka via Weh 0 0 0 0 0

Avarage Saved Minutes /
Return Call

12

Appointmaent
Appnlntfnént via Wab f t BN B 0, Averaga Dallar Savings /
Reti i $0.20
Subtotal | B 0 0 a 1] Q eturn Cn

Toka] CBDEC %s Kept % Xfar to %o Xfar to % Cancel Cannacted ta Medlan Average

Calls - Qrlginal Top Held ariginal and an Agent
call blsonnact
122 71.8% 10.7% 11,5% 0.0% 2,806 ‘ 00:00:00 00:00:00

Monthly Report GM-2013-0254
April 30, 2017
Page 13 of 67




‘ht Queueinfo Hepor

Executive Summary

Dates 4/1/2017 12:00:00 AM Varsion 4.0
; thru : Results
4/30/2017 11159159 PM Queue
Generated 5/16/2017 1132:19 PM Spanish
ont
, (L
RC & Hold Raturn % Raturn Hold % Hold Raturn VirtualQ DateBook Affer
aptlony Cally Calis Cnlis Calls Hours
' . only
9 4 44,4% 1 EB.6% 0 [} [¢] a

Successful Y% % Cannscted 9% % % %

Reconnact Suceassful . to nn Agent Cangelled Abnndon Cull Event Unsuccessful
Reconnect ' Not
Recaived

Yotal

“ASRP Calibacka * ¥ 3
ASAP Crlibacks vla Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Appolntment: - 0 0 0.0% 0.0% 0.0% 0.0% 0,0% 0.0%

Successful sk 2nd 3rd 4 or Mora
Raconnett Attempt Abtamipt  Attampt Attampts
Succassful ' 4
Total 4 4 o a a Reconnact ’

yééiﬁfﬁutqs

ASAD Callbaks <1 .
ASAP Callbacks vla Web 0 )] 0 o’ 0

Avarage Saved Minutas /
Return Call

Appolntment ] [ [}

Avarage Dollar Savings /
Return Call

Appaintment via Weh -
Subtotal B 0 0 0

Total CBDC 9% Kepk % RAfar to o Xfar to % Cancal Connectsd to Median Avaraga

Cailx origlnol Top Hold Original and an Agent
call . Disconnack
[} 0.0% 0,0% . 0.0% 0.0% 4 go:00:00 00:00:00
Production
Page 3 of 3

Monthly Report GM-2013-0254
April 30, 2017
Page 14 of 57




v ht Guedelnfo Report

Dates  5/1/2017 12:00:00 AM : Verslon 4.0
: o Executive Summary

5/31/2017 11:59:59 PM Results
Generated on:  6/20/2017 7:48:35 At

RC & Hold
. Optlons Calls

12

Return

Queue

% Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Calls Calls Only
12 100.0% ] 0.0% 0 o (] 0

Al Successful % % Connected % Cancelled- Yo % % Unsuccassful
Return R t S ful to an Agent Abandon Call Event
Calls Raconnect Not
Raceivad
Total 12 0 0.0% 0.0% 25.0% 0.0% 0.0% 75.0%

ASAP Callbacks via Web

Appointment

12 0 0.0% 0.0% 25.0% 0.0% 0.0%

0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Succosgsful 15t and 3rd

4 or Mora
Raconnect Attempt Attempt  Attempt Attempts
Succassful 0
Total 0 [} 0 [+ 0 - .
ASAP.Cali

ASAP Callbacks via Web

Appointment
Kbpbintmebt;via Web

Subtotal | B

Average Saved Minutes /
Return Cail 0

Average Dollar Savings /
Return Call

Total CBDC
Calls

Connected to Median Average
% Kept % Xfer to % Xfer to % Cuncel
original Top Hold original and an Agent
Call Disconnsect
00:00:00 00:00:00
0.0% 0.0% 0.0% 0.0%

Page 1 of 2




‘ht Gueuelnio ﬁ@gﬁi’;ﬁ:

Dates 5/1/2017 12:00:00 AM

Executive Summary

Version 4.0

: thru ResultS

5/31/2017 11:59:50 PM Queue
Generated 6/20/2017 7:48:35 AY English
on;

RC & Hold Raturn % Return Hold % Hold Return VirtualQ DateBook After

Options Calls Calls Calls Calls Hours
Only

12 12 100.0% 0 0.0% i} [1] 0 [}

A ] L 1€ Return:La .
All Successful % % Connected %o % %
Return R act St ful to an Agent Cancelled Abandon Call Event Unsuccessful
Calls Reconnect Not
Recelved
Total 12 Q 0.0% 0.0% 25.0% 0.0% 0.8% 75.0%

ASAP Callbacks via Web 12 0 6.0% 0.0% 25.0% 0.0% 0.0% 75.0%

Appolntment 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Succassful ist 2nd 3rd 4 or Mora
Raconnect Attempt Attempt Attempt Attempts
Successful a
Total 0 0 0 0 0 Reconnack

ASAP Callbacks via Web [ 0 0 4] 0

Average Saved Minutes /
Return Call

Avarage Dollar Savinge /
Return Call

Total CBDC % Kept % Xfar to % Xfar to % Cancel Connectad to Meadian Average
Calls Original Top Hold Original and an Agent
Call Disconnact
0 0.0% 0.0% 0.0% 0.0% o 00:00:00 00:00:00
Production

Page 2 of 2




Dates 6/1/2017 12:00:00 AM
i thru
6/30/2017 11:59:59 PM

Generated ot 7/20/2017 9:46:27 At

RC & Hold Return % Reaturn
Options Calls Calls

V‘ht Queuelnfo Report

Version 4.0

Executive Summary
Results

Hold %o Hold Return Calls VirtualQ DateBook After Hours

Only

Return

% % Connected 9% Cancelled % % 9 Unsuccessful
Successful to an Agent Abandon Call Evant
Reconnect Not
Received

Total

ASAP Callbacks via Web

Appointment

Successful
Reconnect

2nd 3rd 4 or More
Attempt Attempt Attempts

Successful

ASAP Calibacks

ASAP Callbacks via Web

Appointment

Appolntment via Web'

Subtotal | B

Total CBDC Y Kept
Calls orlginal
Cali

Average Saved Minutes /
Return Cali

Average Dollar Savings /
Return Call

Connected to Median Average
% Xfer to % Cancel
Hold Originat and an Agent
Disconneck
00:00:00 00:00;00

Page 1 of 2




Vht Queuelnfo Report

Executive Summary

Dates 6/1/2017 12:00:00 AM Verslon 4,0

= thiu Results
6/30/2017 11:59:59 PM Queue

Generated 7/20/2017 9:46:27 AM

on:

c& % Return Hold % Hold Retuarn VirtualQ DateBook After
Options Calls Calls Calls Calls Hours
Only

UL 5 is the sum:of rn-Call .

Succassful % % Connected %

Reconnect Succeassful to an Agent Cancelled Abandon Call Event Unsuccessful
Raconnect Not

Recelved

SAP:Callbacks -
ASAP Callbacks via Web

Appointment

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts

Successful
Total Reconnect

ASAP Callbacks.
ASAP Calibacks via Web

Average Saved Minutes /
Return Call

jubtotai | A

Appalntment

Average Dollar Savings /
Return Call

Appointmant via Web
Subtotal [ B

Production

pPage 2 of 2




xinfo Report

Dat 7/4/2017 12:00:00 AM . Verslon 4.0

A Executive Summary e
7/31/2017 11:58:59 PM Results

Generated on:  B/7/2017 9:25:46 AM Queue

RC & Hold Return % Raturn Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calls Calls Only
4 L3 100.0% 0 0.0% 0 [} a 0

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

Total 4 [} 0.0% 0.0% 0.0% 0.0% 0.0% 100.0%

ASAP Callbacks via Web 4 0 0.0% 0.0% 0.0% 0.0% 0.0% 100.0%

Appointment 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
Successful 0
Total 0 0 0 a 0 - .

ASAP Callbacks via Web [ 0 0 e o Average Saved Minutes /
Return Call o

Appointment 0 o] 0 0 0

Appolntm_e.ntvla Web

Average Dollar Savings /
Subtotal 1 B Q 0 0 0 0  Return Call $0.00

Connected to Median Average
Total CBDC % Kept % Xfer to % Xfer to % Cancel
Calls Original Top Hold Orlginal and an Agent
Call Disconneact
00:00:00 00:00:00
0 0.0% 0.0% 0.0% 0.0%

Page 1 of 3




Dates 7/1/2017 12:00:00 AM

' thru
7/31/2017 11:59:59 PM

Generated 8/7/2017 9:25:46 AM
on!

ht Queuelnfo Repart

Executive Summary

RC & Hold Return % Return
Options Calls Calls

3 3 100.0%

Version 4.0
Results
Queue
English
Hold % Hold Return VirtualQ DateBook After
Calls Hours
Only
o] 0.0% [ 1] 0 0

Successful % % Connected % %o % %
Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful
Recannect Not
Received
Total 0 0.0% 0.0% 0.0% 0.0% 0.0% 100.0%

ASAP Callbacks via Web

Appointment

[ 0.0% 0.0% 0.0% 0.0% 0.0% 100.0%

[} 0.0% 0.0% 0.0% 0.0% 0,0% 0.0%

Successful
Reconnect

Total

2nd 3rd 4 or More
Attempt Attempt Attempts
Successful 0
0 o 0 Reconnect

ASAR:Callba
ASAP Callbacks via Web

Appointment

App men We

Subtotal | B

Average Saved Minutes /
Return Call

Average Dollar Savings /
0 o o Raturn Call

$0.00

Total CBDC % Kept
Calls Original

Call

0 0.0%

% Xfer to % Cancel Connected to Median Average
Hold Original and an Agent
Disconnect

0.0% 0.0% 0 00:00:00 00:00:00




Dates 7/1/2017 12:00:00 AM

: thru

7/31/2017 11:59:59 PM

Generated 8/7/2017 9:25:46 AM

on:

suelnfo Report

Executive Summary

RC & Hold Return %o Return
Options Calls Calls

Version 4.0
Results
Queue

Spanish
Hold 90 Hold Return VirtualQ DateBook After
Calls Hours

Only

V] 0.0% 0 0 (4] 0

All Successful % % Connected % % % %

Return Reconnect Successful to an Agent Cancelled Ahandon Call Event Unsuccessful
Calls Raconnect Not
' Received
Total 1 [ 0.0% 0.0% 0.0% 0.0% 0.0% 100.0%

¢ backs:
ASAP Callbacks vla Wab

Appointment

1 o 0.0% 0.0% 0.0% 0.0% 0.0% 100.0%

Y 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd ard 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful [}
Total 0 0 0 0 Raconnect

ASARICHTID

ASAP Callbacks via Web

Appointment

mentvia Web
Subtotal | B

Average Saved Minutes /
Return Call

Average Dollar Savings /
0 Return Call

$0.00

Total CBDC %o Kept

Calls Originatl

Call

0 0.0%
Production

oo Xfer to % Xfar to % Cancel Connected ta Medlian Average
Top Hold Original and an Agent
Disconnect
0.0% 0.0% 0.0% ] 00:00:00 00:00:00

Page3of 3




Vht Queuelnfo Report

Dates 8/1/2017 12:00:00 AM . Version 4.0
: e Executive Summary

8/31/2017 11:59:59 PM Resuylts
Generated on;  9/11/2017 4:17:07 PM Queue

RC & Hold Return % Return Hold % Hold Return Calls virtualQ DateBook After Hours
Options Calls Calls Calls ' only
2,002 1,094 54.6% 908 45.4% 0 ] (] 0

Afl Successful % % Connected % Cancalled Y% % % Unsuccessful

Return Reconnect Successful to an Agent Abandon call Event

Calls Raconnect Not

Received
Total 1,094 1,014 92,7% 91.6% 1.1% 0.0% 0.0% 7.3%
ASAP Callbacks 1,081 1,007 93.2% 92.1% 1.0% 0.0% 0.0% 6.8%
ASAP Callbacks via Web 13 7 53.8% 46.2% 7.7% 0.0% 0.0% 46.2%
Appointmant o g 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 Q 0.0% 0.0% 0.0% 0.0% 0.0% 0,0%

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 1,044
Total 1,014 833 i28 a7 6 - -
Total Saved Minutes 6,004
ASAP Callbacks 1,007 826 128 47 6
ASAP Callbacks via Web 7 7 ] 0 0 Average Saved Minutes /
Raturn Cal 6
Subtotal | A 1,014 833 128 47 g Returncal
Total Dollar Savings @
Appointment o i} o 0 a 0.02($/minute) $120.08
Appointment via Web 0 o] 0 0 0
Average Doifar Savings /
Subtotal | B 4 0 0 0 0 Return Call $0.10

Connected to Median Average
Total CBDC % Kept % Xfer to % Xfer to % Cancel
Calls Original Top Hold Original and an Agent
call Disconnect
1,002 00:00:00 00:00:00
40 80.0% 7.5% 12.5% 0.0%

Page 1 of 3




Vht Queuelnfo Report

Executive Summary

Dates 8/1/2017 12:00:00 AM Version 4.0
: thru Results
8/31/2017 11:59:59 PM Queue
Generated 9/11/2017 4:17:07 PM English
on:

RC Hold Raturn ) % Return Hold % Hold Return VirtualQ DateBook After

Options Calls Calls Calls Calls Hours
only

1,774 1,009 56.9% 765 43.1% 0 0 0 0

Al Successful % % Connected ) ' % % %o
Return Reconnect Successful to an Agent Cancalled Abandon Call Event Unsuccessful

Calls Reconnect Not

Recelved
Tatal 1,009 941 93.3% 92.2% 1.1% 0.0% 0.0% 6.7%
ASAP Callbacks 1,003 935 93,2% 92,2% 1.0% 0.0% 0.0% 6.8%
ASAP Callbacks via Web [ 6 100.0% 83.3% 16.7% 0.0% 0.0% 0.0%
Appointment 0 0 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% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 941
Total 941 769 123 45 6 Reconnect
Total Saved Minutes 4,953
ASAP Calibacks 935 763 121 45 6
ASAP Callbacks via Web 6 6 c Y 4]
Average Saved Minutes /
Subtotal | A 941 769 121 45 6 Return Call 5
‘Total Dollar Savings @
0.02 ($/minute) £99.06
Appointment 0 0 Q 0 0
Appointment via Web o 0 0 ] 0 Average Dolar Savings / $0.10
Subtotal | B o 0 ¢} 1] 0 Return Call .

Total CBDC % Kept % Xfer to % Xfer to % Cancel Connected to Median Average
Calls Original Top Hold Orlginal and an Agent
call Disconnect

35 80.0% 8.6% 11.4% 0.0% 830 00:00:00 00;00:00




ht Oueuelnfo Report

Executive Summary

Dates 8/1/2017 12:00:00 AM Version 4.0
: thru Results

8/31/2017 11:59:59 PM Queue
Generated 9/11/2017 4:17:07 PM Spanish

on:

RC & Hold Return % Return Hold % Hold Return VirtualQ Dateok o r

Options Calls Calls Calls Calls Hours
Only
228 :13 37.3% 143 62.7% 0 4] 0 0

1 alls =

All Successful % % Connected %% % % %
Rettrn Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calis Reconnect Not

Received
Taotal 85 73 85.9% 84.7% 1.2% 10.0% 0.0% 14,1%
ASAP Callbacks 78 72 92.3% 91.0% 1.3% 0.0% 0.0% 7.7%
ASAP Callbacks via Web 7 1 14.3% 14.3% 0.0% 0.0% 0.0% 85,7%
Appointment c ¢} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 3} [¢] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful ’ 73
Total 73 64 7 2 o Reconnect
Tatal Saved Minutes 1,051
ASAP Callbacks 72 63 7 2 0
ASAP Callbacks via Web 1 1 (1} 0 0
Average Saved Minutes /
Subtotal 1 A 73 64 7 2 1} Return Call 14
Total Dollar Savings @
0.02 (g/minute) $21.02
Appointment o 0 0 o] 0
Appointment via Web 0 ] 0 0 ¥ Average Dollar Savings / $0.30
Subtotal | B 0 0 0 0 0 Return Call )

Total CBDC % Kept % Xfer to %o Xfer to % Cancel Connected to Medtan Average
calls Original Top Hold Original and an Agent
Call Disconnect
5 80.0% 0.0% 20.0% 0.0% 72 00;00:00 00:00:00
Production

Page 3 of 3




V‘ht Quewelnfo Report

Dates  9/1/2017 12:00:00 AM : Version 4.0
. e Executive Summary

9/30/2017 11:59:59 PM Results
Generated on:  10/19/2017 11:03:28 AM Queue

RC & Hold Return 9% Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calls Calls Only
6,022 3,784 62.8% 2,238 37.2% 0 0 0 0

Al Successful % % Connected % Cancelled % % % Unsuccessful
Return Reconnect Successful to an Agent Abandon Call Event
Calls Reconnect Not
Recelved
Total 3,784 3,508 02.7% 92.0% 0.7% 0.0% 0.0% 7.3%

: Callbascks B . ,
ASAP Callbacks via Web 4] 0 0.0% 0.0% 0,0% 0.0% 0.0% 0.0%

Appolntment 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

mentvla Web

Successful ist and 3rd
Reconnect Attempt Attempt Attempt Attempts
Successful 3,508
Total 3,508 2,965 351 170 22 - -

ASAB Calibacks
ASAP Callbacks via Web 0 0 0 0 0 Average Saved Minutes /

Returnp Call 9

“Subtotal 1 A

Appointment

Af;pdintﬁ;éﬁf .vlaIWeb
Average Dollar Savings /
Subtotal I B 0 0 Q 0 0  Return Call $0.20

Connected to Median Average
Total CBDC % Kept % Xfer to %o Xfer to %% Cancel
Calls Orlginal . Top Hold Original and an Agent
Call Disconnect
. 3,480 00:00:00 00:00:00
106 82,1% 8.5% 7.5% 1.9%

Page 1 of 3 '




ht Queueinfo Report

Executive Summary

Dates 9/1/2017 12:00:00 AM Version 4.0
’ thru Results

9/30/2017 11:59:59 PM Queue
Generated 10/19/2017 11:03:28 AM English

on:

S e Wi ] [ 5 pr
RC & Hold Return % Return Hold 9% Hold Return VirtualQ
Options Calls Calis Calls Calls Hours
Only ,
5,788 3,682 63.6% 2,106 36.4% ] 0 4] 1]

Successful % Connected % % % %

Reconnect Successful to an Agent Cancelled Abandan Call Event Unsuccessful
Reconnect Not
Recelvad
Total 3,682 3,410 92.6% 91.9% 0.8% 0.0% 0.0% 7.4%

“ASAR.Cailbacks
ASAP Callbacks via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Appointment

hpointmant via Web

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Succassful ' 3,410
Total 3,410 2,883 343 164 20 Reconnect

ASAP.Callbacks
ASAP Callbacks via Web 0 [ 0 4 4]

Average Saved Minutes /
Return Call

Stibtotal 1 A

Appolntment

Average Dollar Savings /
Return Call

Apbéiniﬂiéﬁt via Web
Subtotal | B 0 0 0 0 0

Total CBDC % Kept % Xfer to 9% Xfer to % Gancel Connected to Median Average
Calls Original Tap Hold Orlginal and an Agent
Calt Disconnect

101 82.2% 7:9% 7.9% 2.0% 3,382 00:00:00 00:00:00




Dates 9/1/2017 12:00:00 AM
P thru

9/30/2017 11:59:59 PM

Generated
on:

10/19/2017 11:03:28 AM

RC & Hold

% Return
Options Calls Calls
234 102 43.6%

| Queuelnfo Report

Executive Summary

Results
Queue

. Version 4.0

Spanish

"~ Hold % Hold

Calls Hours
Only
132 56,4% 1] 0 0 0

Al Successful % % Connected % % %o
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful
Calls Reconnect Not
Received
Total 102 98 96,1% 96.1% 0.0% 0.0% 0.0% 3.9%

RSAP Calibacks
ASAP Callbacks via Weh

Appointment
“Appointment via Web

‘ finutes Summary
Only ASAP Callbacks and ASAP Callbacks v}

Successful ist 2nd 3rd 4 or Mare
Reconnect Attempt Attempt Attempt Attempts
Successful a8
Total 98 82 8 6 2 Reconnect
Totd

ASAP Callbacks
ASAP Callbacks via Web o

Appointment
\ppointment via Web
Subtotal I B 0

“Subtotal | A g g i

Average Saved Minutes /
Return Call

Average Dollar Savings /

Return Call $0.10

‘Total CBDC % Kept

Calls Orlginal

Call

5 80.0%
Production

% Xfer to % Xfer to % Cancel Connected to Median Average
Top Hold Original and an Agent
Disconnect
20,0% 0.0% 0.0% 98 00:00:00 00:00:00

Page 3 of 3
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Virtual Hold
10/13/2017-10/31/2017

Outcome Calls
Success 6555
Unavailable 1720
Cancelled 445
Not Completed™* 8478
Unknown 1
Failure 5
Total 17204

*The number of not completed calls
increased due to technology problems
with the new phone system. The
problems were currected 11/8/17




Virtual Hold

11/01/2017-11/30/2017

Outcome Calls
Success 34675
Unavailable 7429
Cancelled 564
Not Completed 6061
Unknown 1
Failure 5
Total 48735




Virtual Hold

12/01/2017-12/31/2017

Outcome Calls
Success 5219
Unavailable 904
Cancelled 62
Not Completed 232
Unknown 0
Failure 0
Total 6417
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Missouri Gas Energy

Percent of Service Appointments Kept

2003 % Kept
April through June 88.04%
Quarter 2 88.04%
July through September 87.88%
Quarters 2 & 3 87.96%
October through December 87.71%
Quarters 2,3 & 4 87.88%

2006 % Kept
January through March 79.86%
Quarter 1 79.86%
Aprll through June 76.31%
Quarters 1 & 2 77.99%
July through September 80.36%
Quarters 1,2 & 3 78.76%
October through December 83.71%
Calendar Year 2006 79.84%

2009 % Kept
January through March 79.07%
Quarter 1 79.07%
April through June 78.95%
Quarters 1 & 2 79.01%
July through September 82.36%
Quarters 1,2 & 3 80.03%
October through December 86.60%
Calendar Year 2009 81.49%

201 2 % Kept
January through March 80.17%
Quarter 1 90.17%
April 89.26%
May 88.57%
June 88.50%
Quarters 1 & 2 89.46%
July 87.77%
August 88.86%
September 94.64%
Quarters 1,2 & 3 90.07%
October 97.74%
November 97.76%
December 97.68%
Calendar Year 2012 92.62%

20156 % Kept
January 97.57%
February 97.71%
March 96.66%
Quarter 1 97.30%
April 97.59%
May 97.23%
June 97.74%
Quarters 1 & 2 97.41%
July 97.67%
August 06.88%
September 88.87%
Quarters 1,2 & 3 97.19%
Qctober 93.04%
November 96.32%
December 95.12%
Calendar Year 2015 97.04%

2004 % Kept
January through March 89.28%
Quarter 1 89.28%
April through June 88.10%
Quarters 1 & 2 88.66%
July through September 87.99%
Quarters 1,2 & 3 88.43%
October through December 80.70%
Calendar Year 2004 86.29%

2007 % Kept
January through March 83.62%
Quarter 1 83.62%
April through June 73.40%
Quarters 1 & 2 77.88%
July through September 76.48%
Quarters 1,2 & 3 77.43%
October through December 86.50%
Calendar Year 2007 79.43%

2010 % Kept
January through March 82.16%
Quarter 1 . 82.16%
April through June 82.37%
Quarters 1 & 2 82.28%
July through September 90.06%
Quarters 1,2 & 3 84.55%
October through December 89.41%
Calendar Year 2010 85.66%

2013 % Kept
January 97.69%
February 97.60%
March 97.48%
Quarter 1 97.57%
April 98.11%
May 98.28%
June 98,16%
Quarters 1 & 2 97.90%
July 98.05%
August 97.90%
September 97.74%
Quarters 1,2 & 3 97.91%
October 97.52%
November 97.24%
December 97,38%
Calendar Year 2013 97.80%

2016 % Kept
January 95,44%
February 95.96%
March 94.89%
Quarter 1 95.45%
April 93.69%
May 93.22%
June 94,28%
Quarters 1 & 2 94.64%
July 94.76%
August 94.16%
September 93.80%
Quarters 1,2 & 3 94.44%
October 96.02%
November 97.24%
December 96.49%
Calendar Year 2016 95.13%

2005 % Kept
January through March 73.88%
Quarter 1 73.88%
April through June 83.40%
Quarters 1 & 2 78.81%
July through September 81.29%
Quarters 1,2 & 3 79.66%
October through December 85.66%
Calendar Year 2005 81.07%

2008 % Kept
January through March 85.27%
Quarter 1 85.27%
April through June 80.47%
Quarters 1 & 2 82.43%
July through September 82.86%
Quarters 1,2 & 3 82,58%
October through December 85.65%
Calendar Year 2008 83.25%

2011 % Kept
January through March 90.58%
Quarter 1 90.58%
April through June 90.35%
Quarters 1 & 2 90.45%
July through September 88.92%
Quarters 1,2 & 3 89.94%
October through December 89.64%
Calendar Year 2011 89.87%

2014 % Kept
January 97.44%
February 97.02%
March 97.59%
Quarter 1 97.35%
April 97.58%
May 97.98%
June 98.33%
Quarters 1 & 2 97.69%
July 98.03%
August 98.14%
September 98.07%
Quarters 1,2 & 3 97.82%
QOctober 97.74%
November 97.11%
December 97.10%
Calendar Year 2014 97.71%

2017 % Kept
January 97.10%
February 95,08%
March 94,49%
Quarter 1 95.57%
April 95.50%
May 95.25%
June 94.65%
Quarters 1 & 2 95.34%
July 92.98%
August 95.56%
September 94.97%
Quarters 1,2 & 3 95.06%
October 97.17%
November 94.55%
December 96.57%
Calendar Year 2017 95.32%




Missouri Gas Energy
Average Response Time to Commission-Forwarded Complaints

Answer Within Answer Within Answer Within
2006 2 Business Days 2007 2 Business Days 2008 2 Business Days
January 92.59% January 90.48% January 02.86%
February 92.11% February 96.24% February 80.00%
March 85.29% March 88.89% March 88.89%
Quarter 1 89.90% Quarter 1 91.67% Quarter 1 87.88%
April 90.00% April 93.10% April 92.59%
May 89.66% May 88.89% May 91.30%
June 78.26% June 92.00% June 90.48%
Quarters 1& 2 88.40% Quarters 1 & 2 91.67% Quarters 1 & 2 89.78%
July 91.30% July 94.74% July 88.89%
August 87.50% August 88.24% August 88.00%
September 88.89% September 87.50% September 95.45%
Quarters 1,2 &3 88.66% Quarters 1,2 & 3 91.48% Quarters 1,2 & 3 91.06%
October 96.88% October 93.33% October 71.43%
November 88.24% November 83,33% November 82.35%
Dacember 93.75% December 91.30% December 87.88%
Calendar Year 2006 89,74% Calendar Year 2007 90.96% Calendar Year 2008 87.93%
Answer Within Answer Within Answer Within
2009 2 Business Days 2010 2 Business Days 2011 2 Business Days
January 91.87% January 100.00% January 90.91%
February 88.00% February 88.88% February 94.44%
March 80.65% March 85.00% March 100.00%
Quarter 1 86.96% Quarter 1 90.69% Quarter 14 95.00%
April 67.50% April 94.87% April 92.00%
May 80.00% May 92.31% May 92.31%
June 100.00% June 85.71% June 100.00%
Quarters 1 & 2 83.24% Quarters 1 & 2 91.80% Quarters 1 & 2 94.35%
July 100.00% July 100.00% July 86.67%
August 97.10% August 88.89% August 94.12%
September 95.12% September 88.24% September 100.00%
Quarters 1,2 & 3 89.18% Quarters 1,2 & 3 92,00% Quarters 1, 2 & 3 94.15%
October 66.67% October 100.00% October 92.86%
November 73.33% November 91.30% November 100.00%
December 83.33% December 95.00% December 90.00%
Calendar Year 2009 85.50% Calendar Year 2010 92.61% Calendar Year 2011 94.34%
Answer Within Answer Within Answer Within
2012 2 Business Days 2013 2 Buslness Days 2014 2 Business Days
January 75.00% January 100.00% January 100.00%
February 100.00% February 100.00% February 100.00%
March 100.00% March 100.00% March 100.00%
Quarter 1 90.00% Quarter 1 100.00% Quarter 1 100.00%
April 100.00% April 100.00% April 100.00%
May 100.00% May 100.00% May 100.00%
June 100.00% June 100.00% June 100.00%
Quarters 1 & 2 95.69% Quarters 1 &2 100.00% Quarters 1 & 2 100.00%
July 100.00% July 100.00% July 100.00%
August 100.00% August 100.00% August 100.00%
September 88.89% September 100.00% September 66.67%
Quarters 1,2 & 3 96.26% Quarters 1,2 &3 100.00% Quarters 1,2 & 3 98.25%
October 100.00% Octlober 100.00% October 71.43%
November 100.00% November 100.00% November 91.67%
December 84.62% December 100.00% December 93.33%
Calendar Year 2012 95.97% Calendar Year 2013 100.00% Calendar Year 2014 94.17%
Answer Within Answer Within Answer Within
2015 2 Business Days 2016 2 Business Days 2017 2 Business Days
January 91.67% January 81.82% January 100.00%
February 100.00% February 80.77% February 100.00%
March 89.47% March 92.31% March 100.00%
Quarter 1 93.33% Quarter 1 84.00% Quarter 1 100.00%
April 100.00% April 91.66% April 100.00%
May 73.91% May 94,44% May 94.73%
June 100.00% June 87.50% June 100.00%
Quarters 1 &2 90,43% Quarters 1 & 2 87.50% Quarters 1 & 2 98.92%
July 86.67% July 87.50% July 100.00%
August 76.92% August 90.91% August 90.00%
September 46.15% September 100.00% September 100.00%
Quarters 1,2 &3 84.44% Quarters 1,2 &3 88.81% Quarters 1, 2 & 3 98.30%
October 75.00% October 64.71% October 100.00%
November 74.57% November 88.89% November 90.00%
December 80.77% December 100.00% December 100.00%
Calendar Year 2015 80.38% Calendar Year 2016 86.91% Calendar Year 2017 98.13%




Inside Meter Count
February 1, 2017

10,482




Inside Meter Count
March 1, 2017

10,246




Inside Meter Count
April 4, 2017

9,855




Inside Meter Count
May 1, 2017

9,732
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Inside Meter Count
May 1,2017

9,548




Inside Meter Count
June 1, 2017

9,374




Inside Meter Count
August 8, 2017

9,239




Inside Meter Count
September 8, 2017

8,971




Inside Meter Count
October 24, 2017

8,326




Inside Meter Count
November 1, 2017

8,274




Inside Meter Count
December 05, 2017

8,019




Inside Meter Count
January 10, 2017

8104




