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MGE Customer Service Review for CY14

While MGE did achieve the abandoned call rate (“ACR”) of 8.5%, MGE was unable to achieve
the average speed of answer (“ASA”™) as incorporated in the order of the Missouri Public Service
Commission (“Commission”) in Case No. GM-2011-0412. MGE offers the following
explanation as to why MGE believes this figure was not met.

The primary driver for MGE not achieving the established ASA goal of 75 seconds was the
result of a significant increase in the MGE customer service employee absenteeism rate. The %
of employees absent data listed below reflects a significant increase in 2014. This absenteeism,
which is equivalent to a work stoppage or slowdown, arose from the Company’s decision to
transition the call center to an outside party. MGE agreed to accommodate the call center
employees by providing them a longer transition time to prepare for the closing. Unfortunately,
this resulted in a longer period of absenteeism.

The positive trend for February and March 2015 ASA is a reflection of the adjustments made for
dealing with the increased absenteeism. The adjustments made to staffing to deal with the
increased absenteeism are not expected to cause an increase in costs.

MGE Average Speed of
Answer (ASA) in Seconds

Year

Jan | Feb | Mar | Apr | May | Jun | Jul | Aug | Sep | Oct | Nov | Dec End
CY 14 64 59 95 | 101 | 108 | 86 74 93 66 65 | 147 | 58 85
CY 15 103 | 44 45
% of
Employees
Absent
CY 13 7% | 6% | 13% | 11% | 12% | 14% | 19% | 14% | 13% | 15% | 14% | 16%

CY 14 29% | 24% | 25% | 26% | 27% | 31% | 26% | 15% | 15% | 17% | 23% | 22%
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dan-Ma reh 20/

Personnel responsible for handling MoPSC
complaints / inquiries

Rae Lewis (816) 360-5528
Pam Bowling (417) 236-3201
Sherri Hahn (816) 676-6212
Shaylyn Dean (816) 360-5759

Customer service management personnel

After hours contact

Ron Crow
Rochelle Robinson

(314) 499-5679
(816) 360-5624

personnel Home Cell
Ron Crow (816) 550-4792
Rae Lewis (816)765-9181 (816) 645-5789

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).



Apr- Jul

Personnel responsible for handling MoPSC
complaints / inquiries

Sherri Hahn (816) 676-6212
Shaylyn Dean (816) 360-5759
Pamela Bowling (417) 236-3201

Customer service management personnel

20 /4

After hours contact
personnel

Home

Cell

Ron Crow (314) 499-5679
Rochelle Robinson (816) 360-5624

Ron Crow

(816) 550-4792

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).



4«3 ~Dec

Personnel responsible for handling MoPSC
complaints / inquiries

Sherri Hahn (816) 676-6212
Shaylyn Dean (816) 360-5759

Customer service management personnel

Ron Crow (314) 499-5679
Rochelle Robinson (816) 360-5624

Qo714

After hours contact
personnel

Home

Cell

Ron Crow

(816) 550-4792

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

2014
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 Revenue
RSM (267,957) 4,293 56,594,858 (307,039) 3,728 58,604,346 (26,861) 4,322 46,703,806
SGSM (2,683) 612 14,418,850 9,900 488 15,044,092 23,522 582 11,636,184
LGSM 65,946 3 8,147,132 1,279 2 8,345,375 28,839 3 6,864,199
LVM 32 1 1,942,040 (32) - 2,611,636 - - 829,632
Non-Service - - - - - - - - -
Total (204,662) 4,909 81,102,881 (295,891) 4,218 84,605,449 25,500 4,907 66,033,820
Year to Date - Q1 April May
Number of Number of Number of
Dollar amount accounts Dollar amount accounts Dollaramount | accounts
written off written off Revenue written off written off Revenue written off written off Revenue
RSM (601,857) 12,343 161,803,009 662,524 6,111 29,525,202 2,307,058 8,864 20,817,345
SGSM 30,740 1,682 41,099,127 65,108 834 6,578,942 180,347 665 4,369,526
LGSM 96,064 8 23,356,706 33,627 9 4,082,454 (7,226) - 2,751,059
LVM - 1 5,383,308 - - 1,132,719 - - 876,608
Non-Service - - - - - - - - -
Total (475,053) 14,034 231,742,150 761,259 6,954 41,319,317 2,480,180 9,529 28,814,539
June Year to Date - Q1 & Q2 July
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 Revenue
RSM 2,098,097 2,205 16,878,838 4,465,822 29,523 229,124,395 1,519,697 2,110 15,731,068
SGSM 133,763 1,287 1,638,400 409,959 4,468 53,685,995 90,470 1,208 3,362,263
LGSM (9,700) 1 1,764,097 112,765 18 31,954,316 6,746 4 1,593,499
LVM (11) 1 1,638,400 (11) 2 9,031,035 - - 877,244
Non-Service - - - - - - - - -
Total 2,222,149 3,494 21,919,735 4,988,535 34,011 323,795,741 1,616,913 3,322 21,564,075
August September Year to Date - Q1 - Q3
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 Revenue
RSM 781,424 13,832 15,431,033 245,231 11,718 15,636,685 7,012,174 57,183 275,923,181
SGSM 31,973 1,329 3,325,076 10,990 1,234 3,414,763 543,391 8,239 63,788,097
LLGSM - - 1,594,017 (1,0565) 6 1,810,892 118,457 28 36,952,723
LVM - - 1,206,104 - - 500,059 (11) 2 11,614,443
Non-Service - - - - - - - - -
Total 813,397 15,161 21,556,230 255,166 12,958 21,362,399 7,674,012 65,452 388,278,445
October November Decembe
Number of Number of Number of
Dollar amount accounts Dollaramount | accounts Dollar amount | accounts
written off written off Revenue written off written off Revenue written off written off Revenue
RSM (267,342) 12,267 16,520,165 (1,556,956) 6,180 30,879,472 (416,368) 7,165 52,905,564
SGSM (26,005) 1,074 3,352,632 (82,027) 1,818 6,472,436 (21,967) 1,263 12,263,071
L.GSM (1,073) 1 2,737,696 3,300 4 3,504,502 - - 7,788,493
LVM - - 912,126 - 1,588,586 - - 1,661,230
Non-Service - - - - - - (1,221) 18 -
Total (294,421) 13,342 23,522,620 (1,635,684) 8,002 42,444,996 (439,556) 8,446 74,618,358
Calendar Year 2014
Number of
Dollar amount accounts
written off written off Revenue
RSM 4,771,508 82,795 376,228,382
SGSM 413,392 12,394 85,876,236
LGSM 120,683 33 50,983,414
LVM (11) 2 15,776,385
Non-Service (1,221) 18 -
Total 5,304,351 95,242 528,864,418
Note:

Revenue amounts shown do not include delayed payment charges or miscellaneous service charge revenue.
Negative write-off amounts indicate net recovery.

GIARATES\KIMGM-2013-0254 CS Monthly info\Bad Debt 2014




Dates: 1/8/2014 12:00:00 AR

e Executive Summary

1/31/2014 11:59:50 PM Results
Queue

RC & Hold Return %o Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calls Calis Only
54,769 38,275 69.9% 16,494 30.1% [ 1] L] 0

All Successful %o % Connected 9% %% O %
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful
Calls Reconnect Not
Received
Total 38,275 34,312 89.6% 87.1% 1.0% 1.5% 0.0% 10.4%

ASAP Cailbacks 38,075 89.7% 87.2% 1.0% 1.5% 0.0% 10.3%
ASAP Callbacks via Web g o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 205 76.6% 69.8% 4.4%, 2.4% 0.0% 21.0%
Appointment via Web 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 34,155
Total 34,312 30,227 3,051 1,033 1 e e .
Total Saved Minutes 1,128,900
ASAP Callbacks 34,155 30,094 3,032 1,028 1
ASAP Cailbacks via Web & 0 0 0 0 Average Saved Minutes /
Return Call 33
Subtotal i A 34,158 30,094 3,032 1,028 1
Total Dollar Savings @
Appointment 157 133 19 5 0 0.62($/minute) $22,578.00
Appointment via Web @ 0 0 s} o]
Average Dollar Savings /
Subtotal | B 157 133 19 5 0 Return Call $0.70

[Eao
Connected to Median Average
Total CBDC % Kept 9% Xfer to %% Xfer to % Cancel
L P an Agent
Calls Original Top Hold Original and
Call Disconnect
33,339 00:00:23 00:00:31

1,189 27.3% 71.9% 0.6% 0.2%




Dates: L/172014 12:00:00 AM ExeCUtlve Summary

thru Results
/3472014 11:89:59 PM QUEUE

En_Combo

o

RC & Hold Return o Hold Return T virtualQ DateBook After
Options Calls Calis Return Calls Hours
Calis Only
54,490 38,188 70.1% 16,302 25.9% o 0 4] 0
y—

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

Calis Reconnect Not

Received
Total 38,188 34,230 89.6% 87.1% 1.0% 1.5% 0.0% 10.4%
ASAP Callbacks 37,988 34,073 89.7% 87.2% 1.0% 1.5% 0.0% 10.3%
ASAP Calibacks via Web 0 & 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 205 187 76.6% 69.8% 4,4% 2.4% 0.0% 21.0%
Appointment via Web 0 @& 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Elcee <ty By !
Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 34,073
Total 34,230 30,151 3,048 1,030 1 Reconnect
Total Saved Minutes 1,128,669
ASAP Callbacks 34,073 30,018 3,029 1,025 1
ASAP Callbacks via Web a 0 0 0 g
Average Saved Minutes /
Subtotal | A 34,073 30,018 3,029 1,025 1 Return Call 33
Total Dollar Savings @
0.02 {%$/minute) $22,573.38
Appointment 157 133 19 5 o]
Appointment via Web & 0 0 0 Q Average Dollar Savings /
$0,70
Subtotal | B 157 133 19 5 o Return Call

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

1,187 27.4% 71.9% 0.6% 0.2% 33,264 00:00:23 00:00:31



Dates:

Executive Summary

Results

Queue

Sp_Main

Hol Return % Hold 9% Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calis Only
279 87 31.2% 192 68.8% Q0 0 o ]
nman Bl Bel ~ -
All Successful %0 % Connected % %/ %% %%
Return Reconnect Successful to an Agent Canceliied Abandon Call Event uUnsuccessful
Calls Reconnect Not
Received
Total 87 82 94.3% 86.2% 2,3% 5.7% 0.0% 5.7%
ASAP Callbacks 87 8z 94.3% 86.2% 2.3% 5.7% 0.0% 5,7%
ASAP Callbacks via Web Q & 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 0 g 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 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 “2
Total 82 76 3 3 0 Reconnect
Total Saved Minutes 231
ASAP Callbacks B2 76 3 3 0
ASAP Callbacks via Web G 0 s} o] 0
Average Saved Minutes /
Subtotal | A 82 76 3 3 4] Return Call 3
Total Dollar Savings @
4.02 ($/minute) $4.62
Appointment 3 a s} 0 0
Appointment via Web i 0 0 4] o Average Dollar Savings /
$0.10
Subtotal | B o 0 0 0 o  Returncall

Total CBDC Y% Kept %% Xfer to
Calls Original Top

Call
2 0.0% 100.0%

Production

9o Xfer to
Hold

0.0%

% Cancel Connected to Median Average
Original and an Agent
Disconnect
0.0% 75 00:01:52 00:02:23




Executive Summary

Results
Queue

RC & Hold
Options Calls

51,555

Return
Calls

35,227

% Return
Calls

68.3%

Hold

16,328

% Hold

31.7%

Return Calls
Only

VirtualQ DateBook After Hours

All

Successful % % Connected % %% % %o
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 35,227 30,350 86.2% 83.6% 1.2% 1.4% 0.0% 13.8%
ASAP Callbacks 35,047 30,219 86.2% 83.6% 1.2% 1.4% 0.0% 13.8%
ASAP Callbacks via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 183 131 71.6% 67.2% 2.2% 2.2% 0.0% 26.8%
Appointment via Web 4] G 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 30,350 26,448 2,805 1,091 6
ASAP Calibacks 38,219 26,342 2,783 1,088 6
ASAP Callbacks via Web 4] 8] 0 0 0
Subtotal 1 A 30,218 26,342 2,783 1,088 6
Appointment 131 106 22 3 0
Appointment via Web o 0 o} 0 0
Subtotal | B 131 106 22 3 ]

Successful 30,219
Total Saved Minutes 1,152,471
Average Saved Minutes /
Return Call 38
Total Dollar Savings @

4.62(%$/minute) $23,049.42
Average Dollar Savings /
Return Call $0.80

Total CBDC
Calls

1,291

%o Kept
Original
Call

26.6%

% Xfer to
Top

72.4%

% X

fer to
Hold

0.5%

% Cancel
Original and
Disconnect

0.5%

Connected to Median Average
an Agent
29,437 00:00:20 00:00:27



RC & Hold Return %o Hold % Hold
Options Calls Calls Return
Calls

51,295 35,145 68.5% 16,150 31.5%

Executive Summary

Results
Queue

En_Combo

Return
Calls
Only

VirtuaiQ

All Successful o

DateBook

% Connected %o %o % %o
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 35,145 30,283 86.2% 83.6% 1.2% 1.4% 0.0% 13.8%
ASAP Callbacks 34,965 30,152 86.2% 83.7% 1.2% 1.4% 0.0% 13.8%
ASAP Callbacks via Web 0 1] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 183 131 71.6% 67.2% 2.2% 2.2% 0.0% 26.8%
Appointment via Web o] [ 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 30,283 26,395 2,795 1,087 6
ASAP Callbacks 30,182 26,289 2,773 1,084 6
ASAP Callbacks via Web O ¢] 0 0 0
Subtotal | A 30,152 26,289 2,773 1,084 6
Appointment 131 106 22 3 0
Appointment via Web o [y 0 0
Subtotal i B 131 106 22 1]

Successful
Reconnect

Total Saved Minutes

Average Saved Minutes /
Return Call

Total Dollar Savings @

0.02 {$/minute)

Average Dollar Savings /
Return Call

30,152

1,152,219

38

$23,044.38

$0.80

Total CBDC % Kept 9% Xfer to Y% Xfer to
Calls Original Top Hold

Cali
1,289 26.5% 72.5% 0.5%

9% Cancel
Original and
Disconnect

0.5%

Connected to

an Agent

29,378

Median Average

00:00:20 00:00:27



Executive Summary

RC & Hold Return %
Options Calls Calls Return
Calls

260 82 31.5%

Hold

178

Results
Queue
Sp_Main
% Hold Return
Calls
Only
68.5% 0

VirtualQ

Successful

DateBook

After
Hours

Al %o % Connected % %o % %
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 82 67 81.7% 72.0% 1.2% B8.5% 0.0% 18.3%
ASAP Callbacks 82 67 81.7% 72.0% 1.2% 8.5% 0% 18.3%
ASAP Cailbacks via Web 3} [ 0.0% 0.0% 0.0% 0.0% 0% 0.0%
Appointment 0 a 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 o 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 67 53 10 4 a
ASAP Callbacks &7 53 10 4 4]
ASAP Callbacks via Web 4] 0 0 0 0
Subtotal | A 57 53 10 4 0
Appointment o 0 o} 0 0
Appointment via Web & 0 0
Subtotal | B 0 4] 0

Successful
Reconnect

Total Saved Minutes

Average Saved Minutes /
Return Call

Total Dollar Savings @

0.02 ($/minute)

Average Dollar Savings /
Return Call

&7

251

$5.02

$0.10

Total CBDC % Kept % Xfer to
Calls Original Top

Call
2 50.0% 0.0%

Production

% Xfer to
Hold

50.0%

% Cancel
Original and
Disconnect

0.0%

Connected to

an Agent

59

Median

00:01:40

Average

00:02:36



Queuelnfo Report

Dates: 3/172014 12:00:00 AM

. Version 4.0
Executive Summary
thru
3/31/2014 11:50:58 pM Results
Queue

RC & Hold Return % Return Hold %% Hold Return Calls VirtualQ DateBook After Hours

Options Calls Calls Calls Only
52,834 37,589 71.1% 15,245 28.9% 4] 1] )] 0

Afl Successful %% % Connected %o % %o %
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 37,589 31,831 84.7% 82.1% 0.8% 1.6% 0.0% 15.3%
‘ASAP Callbacks 37,359 31,670 84.8% 82.2% 0.9% 1.6% : 0.0% 15.2%
ASAP Callbacks via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 231 151 69.7% 63.2% 2.2% 4.3% 0.0% 28.9%
Appointment via Web a 4 0.0% 0.0% 0.0% 0,0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or More
Reconnect Attemnpt Attempt Attempt Attempts
Successful 31,670
Total 31,831 27,703 3,021 1,103 4 o "
Total Saved Minutes ‘ 1,318,193
ASAP Callbacks 31,670 27,575 3,004 1,087 4 .
ASAP Calibacks via Web o a 4 Q 0 Average Saved Minutes /
Return Call 42
Subtotal | A 31,670 27,575 3,004 1,087 4
Total Dollaf Savings @
Appointment 161 128 17 16 o 0.02(%$/minute) $26,363.86
Appuintmyent via Web s} 0 0 [¢] 0
Average Dollar Savings /
Subtotal I B 161 128 17 16 0 Return Call

$0.80

Connected to Median Average
Total CBDC % Kept 9% Xfer to % Xfer to % Cancel A
calls Original Top Hold Original and an Agent
Call Disconnect
30,857 00:00:26 00:00:35
1,306 21.6% 77.8% 0.5% 0.2%



Dates: 3/1/2014 12:00:00 AM
thru

3/31/2014 11:59:59 PM

Re

RC & Hold Return

%

Options Calls Calls Return
Calls

52,599 37,503 71.3%

fo Report

Executive Summary

Hold

Results

Queue

En_Combo

% Hold

28.7%

Return VirtualQ DateBook After
Calls Hours
Only

] o 2] 0

Al Successful %o % Connected L7 %o %o %o
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 37,503 31.763 84.7% 82.1% 0.9% 1.6% 0.0% 15.3%
ASAP Callbacks 37,273 31,602 84.8% 82.2% 0.9% 1.6% 0.0% 15.2%
ASAP Callbacks via Web 4] 4] 0.0% 6.0% 0.0% 0.0% 0.0% 0.0%
Appointment 231 161 69.7% 63.2% 2.2% 4.3% 0.0% 29.9%
Appointment via Web o 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 31,602
Total 31,763 27,643 3,015 1,101 4 Reconnect
Total Saved Minutes 1,318,074
ASAP Callbacks ’ 31,602 27,515 2,998 1,08’5 4 :
ASAP Callbacks via Web [+ 8] 0 0 0
Average Saved Minutes /
Subtotal | A 31,602 27,515 2,998 1,085 4 Return Call 42
Total Dollar Savings @
0.02 (%$/minute) $26,361.48
Appointment 151 128 17 16 a
Appointment via Web o 0 0 0 Average Dollar Savings /
F £ v ; £0.80
Subtotal | B 161 128 17 16 o  ReturnCall

Total CBDC % Kept % Xfer to % Xfer to
Calls Original Top Hold

Call
1,305 21.6% 77.8% 0.5%

% Cancel Connected to Median Average
Original and an Agent
Disconnect
0.2% 30,792 00:00:26 00:00:35



V‘ht Gueuelnfo Report

Dates: 37172014 12:00:00 AM ExeCUtlve Sum ma ry sion 4.0
thru Results
3/31/2014 11:59:59 PM QUEUQ
ted on: Sp_Main

RC & Hold % Hold Return VirtualQ DateBook After

Options Calls Calls Hours
Only

235 86 36.6% 149 63.4% [s] 0 0 4]

All Successful Y% % Connected % % %o %
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total &6 68 79.1% 75.6% 0.0% 3.5% 0.0% 20.9%
ASAP Calibacks 86 65 79.1% 75.6% 0.0% 3.5% 0.0% 20.9%
ASAP Calibacks via Web o o 0.0% 0.0% 4.0% 0.0% 0.0% 0.0%
Appointment 4 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 o 0.0% 0.0% 0.0% D.D% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 68
Total 68 60 6 2 0 Reconnect
, , Total Saved Minutes 119
ASAP Callbacks 88 60 6 2 0 :
ASAP Callbacks via Web o 0 0 a o]
. Average Saved Minutes /
Subtotal 1 A 68 60 6 2 s} Return Call 2
Total Dollar SaVings @
c.02 ($/minute) £2.38
Appointment o 0 0 0 0
Appointmeht via Web o ] 0 0 Average Dollar Savings /
L = $0.00
Subtotal | B o o o 0 o Return Call

Total CBDC % Kept % Xfer to % Xfer to % Cancel Connected to Median Average
Calls Original Top Hold Original and an Agent
Call Disconnect
1 0.0% 100.0% 0.0% 0.0% 65 00:01:40 00:02:04

Production




thru

47373014 12:00:00 AM

473072014 11:59:58 MM

Executive Summary

Results
Queue

RC & Hold
Options Calls

52,508

Return
Calls

36,478

% Return
Calls

69.5%

Hold

16,030

%o Hold

30.5%

Return Calls
Only

virtualQ DateBook After Hours

All Successful %o %% Connected % L) % %%
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calils Reconnect Not

Received
Total 36,478 1,687 86.8% 84.4% 0.9% 1.5% 0.0% 13.2%
ASAP Calibacks 36,250 86.9% 84.5% 0.9% 1.5% 0.0% 13.1%
ASAP Callbacks via Web o} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 228 76.3% 74.1% 1.3% 0.9% 0.0% 23.7%
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 31,687 27,520 3,124 1,021 2
ASAP Callbacks 31,483 27,377 3,101 1,013 2
ASAP Calibacks via Web 4 o] o o 0
Subtotal 1 A 31,483 27,377 3,101 1,013 2
Appointment i3 143 23 8 0
Appointment via Web & 0 0 0 0
Subtotal I B 174 143 23 8 0

Total CBDC
Cails

1,343

%% Kept
Original
Call

27.1%

o4 Xfer to
Top

72.1%

%% X

fer to
Hold

0.6%

% Cancel
Original and
Disconnect

0.2%

Successful 31,483
Total Saved Minutes 1,195,085
Average Saved Minutes /
Return Call 38
Total Dollar Savings @

©.02(%/minute) $23,901.70
Average Dollar Savings /
Return Call $0.80

Connected to Median Average
an Agent
30,790 00:00:24 00:00:34



Dates: /572014 12:00:00 AM ExeCUt‘Ve Sum mary

thru RESU|tS
473072014 115550 PM Queue

En_Combo

RC & Hold Return % Hold % Hoid Return VirtuaiQ DateBook After

Options Calls Calls Return Calis Hours
Calis Only

52,219 36,362 69.6% 15,857 30.4% 0 0 1} o

All Successful %o % Connected % %o %o %
Return Reconnect Successful to an Agent Cancelied Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 36,362 31,568 86.8% B84.4% 0.9% 1.5% 0.0% 13.2%
ASAP Callbacks 36,134 RL,ERE 86.9% 84.5% 0.9% 1.5% 0.0% 13.1%
ASAP Calibacks via Web 0 & 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 228 i¥s 76.3% 74.1% 1.3% G.9% 0.0% 23.7%
Appointment via Web Q 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 331,385
Total 31,569 27,432 3,116 1,019 2 Reconnect
Total Saved Minutes 1,194,957
ASAP Calibacks RE,385 27,289 3,093 1,011 2
ASAP Callbacks via Web & 0 0 a Q
Average Saved Minutes /
Subtotal | A 31,395 27,289 3,093 1,011 2 Return Call 38
Total Dollar Savings @
0.02 {$/minute) $23,899.14
Appointment 174 143 23 8 0
Appointment via Web @ 0 0 0 0 Average Dollar Savings /
$0.80
Subtotal I B 174 143 23 8 o Return Call

Total CBDC %% Kept % Xfer to %6 Xfer to % Cancel Connected to Median Average
Calls Original Top Hoid Original and an Agent
Call Disconnect

1,342 27.1% 72.1% 0.6% 0.2% 30,699 00:00:24 00:00:33



Dates: 4072014 12:00:00 AM ExeCUtlve SU m mary
thru RESUH:S

A/3G72014 1585 il
F30/72018 1550 P Queue

Sp_Main

RC & Hold Return %o Hold % Hold DateBook
Options Calls Calls Return Calls
Calls Only
289 116 40.1% 173 59.9% ] 0 o 0

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

Calls Reconnect Not

Received
Total i16 o8 84.5% 78.4% 0.9% 5.2% 0.0% 15.5%
ASAP Callbacks 116 58 84.5% 78.4% 0.9% 5.2% 0.0% 15.5%
ASAP Calibacks via Web 0 4] 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%
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
Successful 98
Total 98 88 8 2 0 Reconnect
Total Saved Minutes 128
ASAP Callbacks 58 88 8 2 0
ASAP Callbacks via Web 2 g o g g
Average Saved Minutes /
Subtotal | A ag 88 8 2 0 Return Call 1
Total Dollar Savings @
0.02 {$/minute) $2.56
Appointment & 4] 0 0 0
Appointment via Web 8 0 0 ] 0 Average Dollar Savings /
%$0.00
Subtotal | B o 0 0 0 o  ReturncCall

Total CBDC % Kept % Xfer to % Xfer to % Cancel Connected to Median Average
Calls Original Top Hold Original and an Agent
Call Disconnect
1 0.0% 100.0% 0.0% 0.0% 91 00:01:43 00:02:09

Production




V‘ht Queuelnfo Report

Bates: 5/1/2014 12:00:00 AM

thru Executive Summary Version 4.0

5/31/2014 11:59:5% PM

Results

BA17/2014 270 G0 PM

RC & Hold Return % Return Hold %0 Hold Return Calls VirtualQ DateBook After Hours
Options Calis Calls Calls Only
59,473 42,659 71.7% 16,814 28.3% 0 0 ¢} 0

_ All Return Calls i= the sum of Return Calls and the Retiim Call Only fields.

All Successful %o % Connected % %o % R
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 42,659 36,304 85,1% B82.7% 3.0% 1.6% 0.0% 12.6%
ASAP Callbacks 42,393 85.2% 82.8% 3.0% 1.6% 0.0% 12.5%
ASAP Calibacks via Web 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 272 131 70.2% 66.5% 3.3% 1.8% 0.0% 26.1%
Appointment via Web 0 g 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary

Saved Minutes Summary
nly ASAP Callbacks and ASAP Callbacks via Web

Successful ist 2nd 3rd 4 or More Re,COﬂnECt calls
Reconnect Attempt Attempt Attempt Attempts
Successful 36,113
Total 36,304 31,649 3,399 1,250 6 TS -
Total Saved Minutes 878,701
ASAP Calibacks 36,113 31,456 3,377 1,234 [
ASAP Callbacks via Web g 4] Q g 0 Average Saved Minutes /
Return Call 27
Subtotal | A 36,113 31,496 3,377 1,234 [
Total Dollar Savings @
Appointment 191 153 22 16 ] 0.02(%$/minute) $19,574.02
Appointment via Web 4] 0 0 0 0
Average Dollar Savings /
Subtotal | B 191 153 22 16 ] Return Call $0.50
allback Double Check Summary Return Call - Hold Time Summary
Connected to Median Average
Total CBDC % Kept % Xfer to 9% Xfer to % Cancel A ¢
Calls Original Top Hold Original and an Agen
Call Disconnect
35,294 00:00:31 00:00:40

1,728 18.9% 80.0% 0.9% 0.2%




V»ht Queuelnfo Report

Dates: 5/1/2014 12:00:00 AM ExeCUtlve Summary version 4.0
thru Results
5/31/72014 11:59:59 PM Queue
G En_Combo

-alls presented with Return Cali only

RC & Hold Return % Hold % Hold

Return VirtualQ DateBook " After

Options Calls Calls Return Cails Hours
Calis Only

59,198 42,572 71.9% 16,626 28.1% o 1] 0 4]

Return Calls is the sum of Return Calls and the Return Call Only fie

All Successful %o % Connected %o % %o %
Return Reconnect Successful to an Agent Cancelied Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 42,872 36,228 85.1% B.7% 3.0% 1.6% 0.0% 12.6%
ASAP Calibacks 42,307 36,038 85.2% 82.8% 3.0% 1.6% 0.0% 12.5%
ASAP Calibacks via Web Q O 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 271 150 70.1% 66.8% 3.3% 1.5% 0.0% 26.2%
Appointment via Web 0 4] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary.

Saved Minutes Summary
Only ASAP Callbacks and ASAP Callbacks via
Neb Reconnect calls '

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 36,038
Total 36,228 31,583 3,390 1,249 6 Reconnect
Total Saved Minutes 978,575
ASAP Callbacks 36,038 31,430 3,369 1,233 [
ASAP Callbacks via Web Y] s} a o] 8]
Average Saved Minutes /
Subtotal | A 36,038 31,430 3,369 1,233 6 Return Call 27
Total Dollar Savings @
0.02 ($/minute) $19,571.50
Appointment 180 153 21 16 0
Appointment via Web o 0 o 0 0 Average Doliar Savings / s0
.50
Subtotal | B 190 153 21 16 o  Returncall

allback Double Check Summary

Return Calil - Hold Time Summary

Total CBDC % Kept % Xfer to % Xfer to

% Cancel Connected to Median Average
Calls Original Top Hold Original and an Agent
Call Disconnect
1,725 19.0% 79.9% 0.9% 0.2%% 35,228 00:00:31 00:00:39



V‘ht Queueinfo Report

Dates: 5/1/72014 12:00:00 AM ExeCUthe Summary Version 4.0
thru Results
5/31/2014 11:59:59 PM QUEUE
: Sp_Main
ec o all & Hold options =~ Calls presented with Return Cail only -
RC & Hold Return %% Hold %% Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Cails Only
275 87 31.6% 188 68.4% 0 0 4] [}

Return Call Resuits by Type Summary - All Return Calls is the sum of Return Calls and the Return Call Only fie.

All Successful %% % Connected b %0 S °/
Return Reconnect Successful to an Agent Cancelied Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 87 76 87.4% 75.9% 1.1% 10.3% 0.0% 12.6%
ASAP Callbacks 86 75 87.2% 76.7% 1.2% 9.3% 0.0% 12.8%
ASAP Callbacks via Web Q ] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 1 1 100.0% 0.0% 0.0% 100.0% 0.0% 0.0%
Appointment via Web o 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary

Saved Minutes Summary

Only ASAP Callbacks and ASAP Callbacks via

[Web Reconnect calls
Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 75
Total 76 66 g 1 0 Reconnect
Total Saved Minutes 127
ASAP Callbacks 75 66 8 1 0
ASAP Calibacks via Web ¢} o 4] 0 0
Average Saved Minutes /
Subtotal | A 75 66 8 1 o Return Call 2
Total Dollar Savings @
0.02 ($/minute) $2.54
Appointment 1 0 1 0 o
Appointment via Web o 8] o] 4] o Average Dollar Savings / s
0.00
Subtotal | B 1 o 1 0 g  Returncall
allback Double Check Summary . . : JReturn Call - Hold Time Summary
Total CBDC % Kept % Xfer to % Xfer to % Cancel Connected to Median Average
Calls Original Top Hold Original and an Agent
Call Disconnect
3 0.0% 100.0% 0.0% 0.0% 66 00:01:35 00:02:08

Production




V»ht Oueuelnfo Report

Dates: 6/1/2014 12:00:00 AM

! Executive Summary versen
Ty

6/30/2014 11:59:59 PM Results
Generated on:  7/L6/2014 3 47:47 PM Queue

RC & Hold Return % Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calls Calis Only
57,409 40,723 70.9% 16,686 298.1% 4] 0 0 o

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

Calls Reconnect Not

Received
Total 40,723 30,016 73.7% 71.6% 17.0% 1.4% 0.0% 10.1%
ASAP Calibacks 40,505 29,860 73.7% 71.6% 17.0% 1.4% 0.0% 10.0%
ASAP Callbacks via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 221 156 70.6% 67.0% 8.0% 1.4% 0.0% 21.3%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd
Reconnect Attempt Attempt Attempt Attempts
Successful 29,860
Total 30,016 26,055 2,934 1,026 1 [ -
Total Saved Minutes 820,399
ASAP Callbacks 29,860 25,937 2,906 1,016 1
ASAP Calibacks via Web [} [} o] 0 o

Average Saved Minutes /

Return Call 27
Subtotal 1 A 29,860 25,937 2,906 1,016 1

Total Dollar Savings @

Appointment 156 118 28 10 0 0.02(%/minute) $16,407.98
Appointment via Web o a 0 0 0
Average Dollar Savings /
Subtotal I B 156 118 28 10 0  Return Call

$0.50

Connected to Median Average
Total CBDC % Kept Y% Xfer to % Xfer to % Cancel
Calls Original Tap Hold Original and an Agent
Call Disconnect
29,139 00:00:31 00:00:41
1,484 24.1% 75.5% 0.2% 0.2%



\ '/ ht Gueuelnio Report

A4

6/1/2014 12:00:00 AM
thru
6/30/2014 11:59:59 pM

Dates:

/1572014 3:47:47 BM

RC & Hold Return o
Onptions Calls Calls Return
Calls

57,075 40,591 71.1%

Executive Summary

Hold

16,484

Results

Queue

En_Combo

% Hold

28.9%

Return
Calls
Only

Version 4.0

VirtualQ DateBook " After
Hours
0 o 0

iEn Calls C 11]] all.

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

Calls Reconnect Not

Received
Total 40,591 29,905 73.7% 71.5% 17.0% 1.4% 0.0% 10.1%
ASAP Callbacks 40,373 29,749 73.7% 71.6% 17.0% 1.4% 0.0% 10.0%
ASAP Callbacks via Web 0 o] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 221 156 70.6% 67.0% 9.0% 1.4% 0.0% 21.3%
Appointment via Web o [} 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 29,905 25,954 2,927 1,023 1
ASAP Callbacks 29,749 25,836 2,899 1,013 1
ASAP Callbacks via Web 0 0 0 0 g
Subtotal | A 29,749 25,836 2,898 1,013 1
Appointment 156 118 28 10 1]
Appointment via Web 3} o] 0 o] 0
Subtotal | B 156 118 28 10 ]

Successful

29,749
Reconnect
Total Saved Minutes 820,151
Average Saved Minutes /

Return Call 28
Total Dollar Savings @

0.02 ($/minute) $16,403.02
Average Dollar Savings /

Return Call $0.60

Total CBDC % Kept
Calls Original

Call

1,482 24.2%

% Xfer to

Top

75.4%

% Xfer to

Hold

0.2%

% Cancel
Original and
Disconnect

0.2%

Connected to Median Average
an Agent
29,042 00:00:31 00:00:41



V‘ht Queuelnfo Report

Datas: 6/1/2014 12:00:00 AM EXECUtlve Summary Version 4.0
thru Results
6/30/2014 11:59:59 PM QUEUE
Generated on: 7/15/2014 3:47:47 P Sp_Main

RC & Hold

%% Hold % Hold
Options Calls Calls Return
Calls

334 132 39.5% 202 60.5%

Return VirtuaiQ DateBook ] ft
Calls Hours
Only

1] o 4] 0

, 1 Cal

All Successful L) % Connected % %o % Yo
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 132 111 84.1% 73.5% 1.5% 9.1% 0.0% 15.9%
ASAP Calibacks 132 111 84.1% 73.5% 1.5% 9.1% 0.0% 15.9%
ASAP Calibacks via Web 4] 4 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment o ] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web o 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 111
Totat 111 101 7 3 0 Reconnect
Total Saved Minutes 248
ASAP Callbacks 111 101 7 3 ¥]
ASAP Callbacks via Web o 0 0 [s] 0
Average Saved Minutes /
Subtotal | A 111 101 7 3 o Return Call 2
Total Dollar Savings @
0.02 {$/minute) $4.86
Appointment o] 0 0 o o
Appointment via Web 0 0 0 0 0 Average Dollar Savings /
$0.00
Subtotal I B i} 0 ) o o Return Call

Total CBDC

% Kept % Xfer to Y% Xfer to
Calls QOriginat Top Hold
Call
2 0.0% 100.0% 0.0%
Production

% Cancel Connected to Median Average
Original and an Agent
Disconnect
0.0% 97 00:01:51 00:02:33



Datas: 77172014 12:00:00 AM
thru

773172014 11:59:58 PM

Executive Summary

Results
Queue

RC & Hold Return % Return
Options Calls Calls Calls
69.6%

52,623 36,625

15,998

Hold

% Hold

30.4%

Return Calls
Only

VirtualQ DateBook After Hours

Successful

%

% Connected

% %% S %
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 36,625 26,676 72.8% 70.9% 18.3% 1.3% 0.0% 9.6%
ASAP Callbacks 36,410 26,527 72.9% 70.9% 18.4% 1.3% 0.0% 9.5%
ASAP Callbacks via Web o o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 220 149 67.7% 66.8% 0.5% 0.9% 0.0% 29.5%
Appointment via Web D o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

LN

Successful 1st 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 26,676 23,441 2,405 828 2
ASAP Callbacks 26,527 23,319 2,384 822 2
ASAP Calibacks via Web [4} 4] 0 0 0
Subtotal | A 26,527 23,319 2,384 822 2
Appointment 149 122 21 6 o]
Appointment via Web 4} 0 g 0 0
Subtotal 1 B 148 122 21 6 ]

Successful 26,527
Total Saved Minutes 529,893
Average Saved Minutes /
Return Call 20
Total Dollar Savings @

0.02(%$/minute) $10,597.86
Average Dollar Savings /
Return Call $0.40

Total CBDC % Kept
Calls Original

Call

1,239 19.0%

% Xfer to
Top

80.6%

% Xfer to
Hold

0.4%

% Cancel
Original and
Disconnect

0.0%

Connected to

Median Average

an Agent
25,854

00:00:30 00:00:40



Dates: F/1/2081412:00:00 8 EXECUtlve Summary
thru Results
773172014 11:59:59 M QUEUE
En_Combo

RC & Hold Return

Options Calls Calls Return
Calls
52,387 36,536 69.7% 15,851 30.3% ]

VirtualQ DateBook After
Hours
0 a 0

Successful

% Connected Yo % % %
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 36,536 26,585 72.8% 70.8% 18.3% 1.3% 6.0% 9.6%
ASAP Callbacks 36,322 26,447 72.8% 70.8% 18.4% 1.3% 0.0% 9.5%
ASAP Callbacks via Web Q o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 219 148 67.6% 66.7% 0.5% 0.9% 0.0% 29.7%
Appointment via Web 0 o 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 26,585 23,374 2,393 826 2
ASAP Callbacks 26,447 23,253 2,372 820 2
ASAP Callbacks via Web 0 0 8} o 0
Subtotal | A 26,447 23,253 2,372 820 2
Appointment 148 121 21 6 0
Appointment via Web 0 o] g 0 o
Subtotal | B i48 121 21 6 4]

Total CBDC % Kept % Xfer to 9% Xfer to % Cancel
Calls Original Top Hotd Original and

Cail Disconnect

1,236 19.0% 80.6% 0.4% 0.0%

Successful 26,447
Reconnect

Total Saved Minutes 529,811
Average Saved Minutes /

Return Call 20
Total Dollar Savings @

0.02 {$/minute) $10,596.22
Average Dollar Savings /

Return Call $0.40

Connected to Median Average
an Agent
25,880 00:00:30 00:00:40




Executive Summary

Dates: /172014 12:00:00 AM
thru Results
7/31/2014 11:55:59 PM Queue
Sp_Main

SER !
RC & Hold Return % Hold % Hold Return VirtualQ DateBook
Options Calls Calls Return Calls
Calls Only
236 89 37.7% 147 62.3% 4] 4] 4] 0
STE
- S L%rix
All Successful % % Connected %o % %o %
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful
Calls Reconnect Not
Received
Total 89 81 891.0% 83.1% 2.2% 5.6% 0.0% 8.0%
ASAP Callbacks 88 80 90.9% 83,0% 2.3% 5.7% 0.0% 9.1%
ASAP Callbacks via Web [} a 0.0% 0.0% 0.0% 6.0% 0.0% 0.0%
Appointment 1 i 100.0% 100.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 1} 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 81 67 12 2 4]
ASAP Calibacks 80 66 12 2 0
ASAP Calibacks via Web 0 a 0 0 0
Subtotal 1 A 80 66 12 2 [+]
Appointment 1 1 0 0 0
Appointment via Web o i g 0 a
Subtotal | B 1 1 [} o o

Successful
Reconnect

Total Saved Minutes

Average Saved Minutes /
Return Call

Total Dollar Savings @
0.02 ($/minute)

Average Dollar Savings /
Return Call

80

82

£1.64

$0.00

Total CBDC % Kept % Xfer to % Xfer to
Calls Original Top Hold

Call
3 0.0% 100.0% 0.0%

Production

% Cancel
Original and
Disconnect

0.0%

Connected to

an Agent

74

Median

00:01:40

Average

00:02:20



Executive Summary

Results
Queue

=

RC & Hold Return % Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calls Calis Only
55,878 39,459 70.6% 16,419 29.4% o ] 1] 4]

All Successful %a % Connected % Y % %%
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calis Reconnect Not

Received
Total 39,459 24,196 86.7% 84.3% 0.7% 1.7% 0.0% 13.3%
ASAP Callbacks 39,232 34,024 86.7% 84.3% 0.7% 1.7% 0.0% 13.3%
ASAP Callbacks via Web o o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 238 172 72.3% 68.9% 1.7% 1.3% 0.4% 23.1%
Appointment via Web 0 g 0.0% 0.0% G.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 34,024
Total 34,196 28,522 4,222 1,448 4 e .
Total Saved Minutes 836,543
ASAP Callbacks 34,024 28,395 4,192 1,433 4
ASAP Callbacks via Web o 0 8] 8] 0 Average Saved Minutes /
Return Call 25
Subtotal | A 34,024 28,395 4,192 1,433 4
Total Dollar Savings @
Appointment 172 127 30 15 0

0.02(%$/minute) $16,730.86
Appointment via Web

L]
o]
[=]
(=]
fel

Average Dollar Savings /

Subtotal 1 B 172 127 30 15 0 Return Cali

$0.50

iy
Caonnected to Median Average
Total CBDC % Kept % Xfer to % Xfer to % Cancel
calls Original Top Hold Original and an Agent
Call Disconnect
33,249 00:00:29 00:00:39
1,572 17.6% 82.1% 0.1% 0.1%




L 12:00:00 AM Executive Summary

Results
Queue

En_Combo

s

C & Hold Return Hold % Hold Return VirtualQ DateBook After

Options Calls Calls Return Calis Hours
Calis Only

55,667 39,388 70.8% 16,279 29.29% o 0 g o

el L

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

Calls Reconnect Not

Received
Total 39,388 34,142 86.7% 84.3% 0.7% 1.7% 0.0% 13,3%
ASAP Callbacks 39,161 33,970 86.7% 84.4% 0.7% 1.7% 0.0% 13.3%
ASAP Callbacks via Web o] [ 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 238 172 72.3% 68.9% 1.7% 1.3% 0.4% 23.1%
Appointment via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or More
Recannect Attempt Attempt Attempt Attempts
Successful 33,570
Total 34,142 28,476 4,218 1,444 4 Reconnect
Total Saved Minutes 836,388
ASAP Callbacks 33,870 28,349 4,188 1,429 4
ASAP Callbacks via Web [ [} 0 0 0
Average Saved Minutes /
Subtotal 1 A 33,970 28,349 4,188 1,429 4 Return Call 25
Total Dollar Savings @
0.02 ($/minute) $16,727.96
Appointment 172 127 30 15 o]
Appointment via Web O 0 4] 0 0 Average Dollar Savings /
$0.50
Subtotal | B 172 127 30 15 o  ReturnCall

Total CBDC % Kept % Xfer to % Xfer to % Cancel Connected to Median Average
Calls Original Top Hold Original and an Agent
Call Disconnect
1,571 17.6% 82.1% 0.1% 0.1% 33,204 00:00:29 00:00:38



iéai,ﬁjy el
RC & Hoid Return %
Options Calls Calls Return
Calls
211 71 33.6%

Executive Summary

Hold

140

Results

Queue

Sp_Main

% Hold

66.4%

Return
Calls

Only

VirtualQ

DateBook After
Hours
s} [+ 0

! Lalls

All Successful %a % Connected %o 2 % %o
Return Reconnect Successful to an Agent Canceiled Abandon Cali Event Unsuccessful

Calis Reconnect Not

Received
Total 71 54 76.1% 63.4% 0.0% 12.7% 0.0% 23.9%
ASAP Callbacks 71 54 76.1% 63.4% 0.0% 12.7% 0.0% 23.9%
ASAP Callbacks via Web [¢] ¢} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment o} ¢} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 1} 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 54 46 4 4 o
ASAP Callbacks 54 46 4 4 4]
ASAP Callbacks via Web ¢] &} 8] s} 4]
Subtotal I A 54 46 4 4 4]
Appointment 0 s} ¢ 8] 0
Appointment via Web 4] 0 3]
Subtotal 1 B a o o 0 1]

Total CBDC % Kept % Xfer to
Calls Original Top

Call
1 0.0% 100.0%

Production

% Xfer to
Hold

0.0%

% Cancel

Original and

Disconnect

0.0%

Successful

54
Reconnect
Total Saved Minutes 145
Average Saved Minutes /
Return Call 3
Total Dollar Savings @
0.02 {$/minute) $2.90
Average Dollar Savings /
Return Call $0.10

Connected to Median Average
an Agent
45 00:01:12 00:02:01



V‘ht Queuelinfo Report

Dates: 5/1/2014 12:00:00 AM

v Version 4.0
e Executive Summary

5/30/2014 11:59:59 pM Results
Queue

7l

Cas presanted with Return Call oniy

RC & Hold Return % Return Hold % Hold Return Calis VirtualQ PateBook After Hours
Options Calls Calls Calls Only
42,001 27,983 66.6% 14,018 33.4% 4] o] 4] (1]

— All Betorn Calls 15 the st of Baturn Calls and the Refurn Call Only fields. .

All Successful % % Connected % % % %
Return Reconnect Successful to an Agent Canceilad Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 27,983 24,074 86.0% 84.1% 0.7% 1.2% 0.6% 14.0%
ASAP Callbacks 27,841 23,870 86.1% 84.2% 0.7% 1.2% 0.0% 13.9%
ASAP Callbacks via Web 4] G 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 151 104 £8.9% 66.9% 0.7% 1.3% 0.0% 25.2%
Appointment via Web 0 i} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary

Saved Minutes Summary ,
Only ASAP Callbacks and ASAP Callbacks via Web

Successful 1st 2nd 3rd 4orMore ot calls, : . -
Reconnect Attempt Attempt Attempt Attempts
Successful 23,970
Total 24,074 21,379 2,043 650 2 P -
Total Saved Minutes 527,765
ASAP Callbacks 23,970 21,298 2,027 643 2
ASAP Callbacks via Web Q o o] g} 0 Average Saved Minutes /
Return Calt 22
Subtotal i A 23,970 21,298 2,027 643 2
Total Dollar Savings @
Appointment 104 81 16 7 3] 0.02(%$/minute) $10,555.30
Appointment via Web [s] 0 [¢] 0 0
Average Dollar Savings /
Subtotal I B 104 81 16 7 3] Return Call $0.40
Callback Double Check Summary Return Call - Hold Time Summary
Connected to Median Average
Total CBDC % Kept % Xfer to % Xfer to % Cancel A
Calis Original Tap Hold Original and an Agent
Cali Disconnect
23,539 00:00:25 00:00:33
1,131 15.5% 83.6% 0.4% 0.5%



V‘ht Queuelnfo Report

Dates: 8/1/2014 12:00:00 AM EXECUtIVE Summary Yersion 4.0
thru Results
9/30/2014 11:59:59 PM Queue
Gensraten of En_Combo

with Return Callonly

"RC&Hold  Return Hold % Hold

VirtualQ DateBok
Options Calls Calls Return Hours
Calis
41,761 27,879 66.8% 13,882 33.2% o] 0 0 4]

All Successful %a % Connected % o %o %o
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Totatl 27,879 23,988 86.0% 84.2% 0.7% 1.2% 0.0% 14.0%
ASAP Calibacks 27,737 23,884 86.1% 84.2% 0.7% 1.2% 0.0% 13.9%
ASAP Callbacks via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 151 104 68.9% 66.9% 0.7% 1.3% 0.0% 25.2%
Appointment via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

aved Minutes Summary
Only ASAP Callbacks and ASAP Callbacks via
Web Reconnect calls

uccessful Reconnect by Type Summary

Successful ist 2Znd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 23,884
Total 23,988 21,299 2,037 650 2 Reconnect
Total Saved Minutes 527,424
ASAP Callbacks 23,884 21,218 2,021 643 2
ASAP Callbacks via Web 4] 0 4} Q 0
Average Saved Minutes /
Subtotal | A 23,884 21,218 2,021 643 2 Return Call 22
Total Dollar Savings @
0.0 ($/minute) $10,548.48
Appointment 104 81 16 7 0
Appointment via Web 1] o] [¢] 0 Average Dollar Savings /
$0.40
Subtotal | B 104 81 16 7 g  ReturnCall
alliback Double Check Summary Return Call - Hold Time Summary .
Total CBDC % Kept % Xfer to % Xfer to % Cancel Connected to Median Average
Calls Original Top Hold Original and an Agent
Call Disconnect

1,131 15.5% 83.6% 0.4% 0.5% 23,464 00:00:25 00:00:32



V‘ht Queuelinfo Report

Dates: 8/1/2014 12:00:00 AM EXECUtlve Sum mary Yarsion 4.0
thru Results
9/30/2014 11:59:59 pM QUEUG
Sp_Main

Calls presented with Return Call only

RC& Hold

eturn ) °/ ] ] %% Hol Return VirtualQ DateBook o After

Options Calls Calls Return Calis Hours
Calls Only

240 104 43.3% 136 56.7% 0 0 0 0

All Successful % % Connected %o % Yo %
Return Reconnect Successful to an Agent Cancelied Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 104 86 B2.7% 72.1% 1.0% 8.6% 0.0% 17.3%
ASAP Callbacks 104 86 82.7% 72.1% 1.0% 9.6% 0.0% 17.3%
ASAP Callbacks via Web 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%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

uccessful Reconnect by Type Summary Saved Minutes Summary

Only ASAP Callbacks and ASAP Callbacks via
'eb Reconnect calls .

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 86
Total 86 80 6 [ o Reconnect
Total Saved Minutes 342
ASAP Callbacks 86 80 6 0 0
ASAP Callbacks via Web 4} a o 0 0
Average Saved Minutes /
Subtotal | A 86 80 6 0 o Return Call 4
Total Dollar Savings @
0.02 ($/minute) $6.84
Appointment o 0 s} a a
Appointment via Web o o] a o a Average Dollar Savings /
$£0.10
Subtotal 1 B 0 0 0 o g  ReturnCall
allback Double Check Summary ' ' Return Call - Hold Time Summary
Total CBDC % Kept % Xfer to % Xfer to % Cancel Connected to Median Average
Calls Qriginal Top Hold Original and an Agent
Cail Disconnect
o 0.0% 0.0% 0.0% 0.0% 75 00:01:43 00:02:23

Production



V‘ | t Queueinfo Report

Dates: 10/1/72014 12:00:00 AM

. Varsion 4.0
- Executive Summary Lo
10/31/2014 11:59:59 PM Resu]ts

Generstad one  11717/2014 2:31:52 PM Queue

RC & Hold Return Y% Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calls Calls Only
35,648 23,457 65.8% 12,191 34.2% 0 o 0 4]

Al Successful %a % Connected %o %o % %o
Return Reconnect Successful to an Agent Cancelied Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 23,457 20,881 89.0% 87.1% 0.7% 1.3% 0.06% 11.0%
ASAP Callbacke 9334 saRT 89.1% D Wn iU . 00% N
ASAP Calibacks via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 97 65 67.0% 62.8% 2.1% 2.1% 0.0% 28.9%
Appointment via Wen ' Ly - o oon 00% vy oo e

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 20,816
Total 20,881 18,549 1,743 587 2 R BeN
e i i S Total Saved Minutes 328,477
ASAP Callbacks 20,816 18,494 1,734 e R e N e
ASAP Callbacks via Web o] a 0 ¢ 0 Average Saved Minutes /
. s ’ . ’ Return Call 16
Subtotal 1 A 20,816 1,734 2 586 ‘ 2
Total Dollar Savings @
Appointment 65 55 g 1 0 0.02($/minute) $6,569.54
Appdinﬁrﬁéntvia Wéb ‘ ‘ : 0 - 9 o - o s ' ‘ 0
Average Dollar Savings /
Subtotal I B 65 55 9 1 o] Return Call $0.30

Connected to Median Average
Total CBDC % Kept % Xfer to Y% Xfer to % Cancel
calis original Top Hold Originai and an Agent
Call Disconnect
20,420 00:00:25 00:00:33
846 14.4% 84.5% 0.7% 0.4%

)

[
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Dates:  10/1/2014 12:00:00 AM Executive Summary
thru Results

10/31/2014 11:59:59 PM Queue

Yersion 4.0

Generated on: 13/17/2614 2:310:52 pM

En_Combo

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

Options Calls Calls Return Calis Hours
Calls Only

35,408 23,365 66.0% 12,040 34.0% 4] 3] 3] 0

Al Successful % % Connected % % % %
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calis Reconnect Not

Received
Total 23,365 20,793 89.0% 87.1% 0.7% 1.2% 0.0% 11.0%
_ASAPCallbacks e gy e e - of - it 0% ey
ASAP Callbacks via Web o} o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 97 65 67.0% 62.9% 2.1% 2.1% 0.0% 28.9%
Appointment via Web e T

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 20,728
Total 20,793 18,468 1,738 585 2 Reconnect
R N — . . e s . Total Saved Minutes : 328,¢51
ASAP Callbacks , 20,728 ; 18,413 1,729 b ) P . : : R
ASAP Callbacks via Web 2] 0 8] 0 8]
. . . . s S . S T S Average Saved Minutes /
Subtotal 1 A 20728 18413 472 584 2 pewumcan 16
Total Dollar Savings @ ~ .
0.02 ‘ ($/minute) ‘ $6,561.02
Appointment 65 55 9 1 0
Appd’in’tiﬁéht‘\'rié’We‘ﬁy ' . ; 05 . 5 g - 1) Average Dollar Savings /
Subtotal | B 65 55 9 1 g  ReturnCall

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

845 14.4% 84.5% 0.7% 0.4% 20,341 00:00:25 00:00:33



V‘ht Queuelnfo Report

Dates: 10/1/2014 12:00:00 AM Executlve Summary Version 4.0
thru Results
10/31/2014 11:59:58 PM QUEUE
Generated on: 171772014 2:31:52 PM =
enerated on 11/17/2G 1 P Sp_Maln
RC & Hold Return % ] Hold % Hold
Options Calls Calls Return Calls Hours
Calls Only
243 g2 37.9% 151 62.1% o] 0 0 0

al
All Successful % % Connected %o %o % %
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful
Calls Reconnect Not
Received
92 88 85.7% 85.9% 0.0% 9.8% 0.0% 4.3%

ASAP Callbacks via Web o] 0.0% 0.0%

Appointment

0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 88
Total 88 81 5 2 o Reconnect

ASAP Callbacks via Web 0 0 8] 0 0

Average Saved Minutes /
Return Call 5

Appointment o 0 0 o] 0

Average Dollar Savings /
Subtotal | B 0 I} ) 0 o Return Call

$0.10

Total CBDC % Kept Y% Xfer to Y% Xfer to %o Cancel Connected to Median Average
Calls Original Top Hold Original and an Agent
Calt Disconnect
1 0.0% 100.0% 0.0% 0.0% 79 00:01:27 00:01:49
Production



V‘ht Queuelnfo Report

Dates: 11/1/2014 12:00:00 AM

. Version 4.0
e Executive Summary -
11/30/2014 11:59:59 PM Results
Generated on:  12/10/2014 4:48:10 PM Queue

alls presented with Return Call & Hold options Calls presented with Return Call only

RC & Hold Return % Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calis Calis Calis Only
47,686 35,122 73.7% 12,564 26.3% V] o 4] 0

_— All Return Calls is the sum of Retiirn Calls dnd the Retirn Call Only Rields

All Successful /o % Connected % % % %
Return Reconnect Successful to an Agent Cancelled Abandon Cail Event Unsuccessful

Calls Reconnect Not

Received
Total 35,122 30,348 86.4% 83.7% 1.2% 1.5% 0.0% 13.5%
ASAP Callbacks 34,842 30,120 86.4% 83.8% 1.2% 1.5% 0.0% 13.5%
ASAP Callbacks via Web 0 ¢ 0.0% 0.0% 0.0% 0.0% 0.0% O(O%
Appointment 283 228 80.6% 76.7% 1.1% 2.8% 0.0% 18.4%
Appointment via Web a 0 - 0.0% 0.0% 0,0% 0.0% 0.0% - 0.0%

Saved Minutes Summary
Only ASAP Callbacks and ASAP Callbacks via Web

Successful 1st 2nd 3rd PRSI cconnect calls
Reconnect Attempt Attempt Attempt Attempts
Successful 30,120
Total 30,348 26,217 2,968 1,150 13 P -
e . . : e . Saved Minutes 1631,723
ASAP Callbacks 30,120 26,029 2937 1,41 13 B !
ASAP Callbacks via Web [+ 0 o 0 o} Average Saved Minutes /
N . S — — Return Call 54
30,120 26,029 2,937 1141 13
Total Dollar Savings @
Appointment 228 188 31 9 o _ 0.02($/minute) .
Appointment via Web ; ) .y 0 ) 0
Average Dollar Savings /
Subtotal | B 228 188 31 [} 0 Return Call $1.10
Callback Double Check Summary - Return Call - Hold Time Summary
Connected to Median Average
Total CBDC % Kept % Xfer to % Xfer to % Cancel A
Calls Original Top Hold Original and an Agent
Call Disconnect
29,413 00:00:25 00:00:33
1,162 35.4% 63.5% 0.8% 0.3%

Page 1 of 3



V‘ht Queuelnfo Report

Dates: 11/1/2014 12:00:00 AM ExeCUtlve Summary Version 4.0
thru Results
11/30/2014 11:59:59 PM QUGUE
Generated on: 12/10/2014 4:48:10 FM En Combo

Calls presented with Return Call & Hold options Calls presented with Return Callony
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After

Options Calls Calls Return Calls Hours
Calls Only
47,098 34,901 74.1% 12,197 25.9% [+] 4] o 0

Return Call Results by Type Summary - All Return Calls is the sum of Return Calls and the Return Call Only fie

All Successful % % Connected % % % L)
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calis Reconnect Not

Received
Total 34,901 30,155 86.4% 83.8% 1.2% 1.5% 0.0% 13.6%
ASAP Callbacks 34,622 29,928 86.4% 83.8% 1.2% 1.5% 0.0% 13.5%
ASAP Callbacks via Web 0 4] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 282 227 80.5% 76.6% 1.1% 2.8% 0.0% 18.4%
Appblntment via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary

Only ASAP Callbacks and ASAP Callbacks via
Web Reconnect calls

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 29,928
Totat 30,155 26,056 2,943 1,143 13 Reconnect
Total Saved Minutes 1,630,177
ASAP Callbacks 28,928 25,869 2,912 1,134 13
ASAP Callbacks via Web 0 0 o] [¢] 0
Average Saved Minutes /
Subtotal | A 29,928 25,869 2,912 1,134 13 Return Call 54
Total Dollar Savings @
0.02 {$/minute) $32,603.54
Appointment 227 187 31 9 0
Appointment via Web (4] 0 [} 0 0 Average Dollar Savings / s
1.10
Subtotal 1 B 227 187 31 9 ¢  ReturncCall
allback Double Check Summary Return Call - Hold Time Summary
Total CBDC % Kept % Xfer to % Xfer to % Cancel Connected to Median Average
Calls Original Top Hold Originat and an Agent
Calt Disconnect

1,153 35.5% 63.6% 0.6% 0.3% 29,238 00:00:25 00:00:32



V‘ht Queuelnfo Report

Dates: 11/1/2014 12:00:00 AM EXECUtlve Summary Version 4.0
thru Results
11/30/2014 11:59:59 PM QUEUG
Generatad on: 12/10/2014 4:48:10 PM Sp__Main

Calls presented with Return Call & Hold options ~ BKcais presented with Return Callonly ™
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After

Options Calls Calls Return Calis Hours
Calls Only
588 221 37.6% 367 62.4% 4] [+] 4] 1]

Return Call Results by Type Summary - All Return Calls is the sum of Return Calls and the Return Call Oniy fie

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

Calls Reconnect Not

Received
Total 221 193 87.3% 79.2% 1.4% 6.8% 0.0% 12.7%
ASAP Callbacks , 220 ' 192 87.3% 79.1% 1.4% . e.8% 0.0% 12.7%
ASAP Callbacks via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 1 1 100.0% 100.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web o o 0.0% L 00% 0% 0.0% . 00% 0.0%

Successful Reconnect by Type Summary

Only ASAP Callbacks and ASAP Callbacks via
Web Reconnect calls

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 192
Total 193 161 25 7 ] Reconnect
. S o . ", . Total Saved Minutes 1,547
ASAP Calibacks . o192, 160 25 7 0 o e i
ASAP Callbacks via Web 3] 0 o} Q s}
S - ; Average Saved Minutes /
‘Subtotall A 192 360 25 7 0 Return Call 8
Total Dollar Savings @ = . -
002 " ($/minute) . %3094
Appointment 1 1 0 0 0
Appointme via Web i [} o ) (o] Average Dollar Savings / o
Subtotal 1 B 1 1 0 ) o  ReturnCall
Callback Double Check Summary Return Call - Hold Time Summary '
Total CBDC “% Kept % Xfer to % Xfer to % Cancel Connected to Median Average
Calis Original Top Hold Original and an Agent
Call Disconnect
9 22.2% 55.6% 22.2% 0.0% 175 00:01:52 00:02:14
Production
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V‘ht Queuelnfo Report

Dates: 12/1/2014 12:00:00 AM

thru
12/31/2014 11:59:59 PM

Results
Queue

Generatad on: 1/20/2015 12:08:57 pM

Calls presented with Return Call & Hold options

RC & Hold Return % Return Hold % Hold Return Calls
Options Calls Calls Calls Only
33,431 22,479 67.2% 10,952 32.8%

Return Call Results by Type Summary -

Executive Summary

Version 4.0

Calls presented with Return Call only

VirtualQ DateBook After Hours

Al Return Calls s the sum of Return Calls and the Retirn Call Only fields

All Successful % % Connected % %o %o O
Return Recannect Successful to an Agent Cancelied Abandon Call Event Unsuccessful
Calls Reconnect Not
Received
Total 22,479 20,647 91.9% 90.1% 0.6% 1.2% 0.0% 8.1%

0.0%

Appointment 77 54 70.1% 68.8%

0.0% 1.3% 0.0% 23.4%

uccesstful Reconnect by Type Summary ' , , '

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Total 20,647 18,468 1,688 490 1

Saved Minutes Summary
Only ASAP Callbacks and ASAP Callbacks via Web
Reconnect calls

Successful 20,593

ASAP Cailbacks via Web 4] 0 0 0 0

Appointment 54 45 7 2 0

Subtotal 1 B 54 45 7 2 1]
Callback Double Check Summary

Total CBDC % Kept % Xfer to % Xfer to %o Cancel

Calls Originat Top Hold Origina! and

Cali Disconnect

678 15.9% 83.5% 0.4% 0.1%

Page 1t of 3

Average Saved Minutes /
Return Call 14

Average Dollar Savings /
Return Cali

$0.30

Return Call - Hold Time Summary

Connected to Median Average
an Agent
20,249 00:00:26 00:00:34



v‘ht Queuelnfo Report

Dates: 127172014 12:00:00 AM Executlve Summary

thru Results
12/31/2014 11:59:59 PM QUEUE

Version 4.0

Generated on: 1/20/2015 12:09:57 PM En Combo

Calls presented with Return Call & Holdoptions ~  WNCalls presented with Return Calionly
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After

Options Calls Calls Return Calls Hours
Calis Only
33,199 22,395 67.5% 10,804 32.5% [+} 0 4] [}

Return Call Results by Type Summary - All Return Calls is the sum of Return Calls and the Return Call Only fie

Al Successful % % Connected %o s % %

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful
Calls Reconnect Not
Received
Total 22,395 20,567 51.8% 90.1% 0.6% 1.1% 0.0% B8.2%

ASAP Callbacks via Web s} o] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Appointment 77 54 70.1% 68.8% 0.0% 1.3% 0.0% 23.4%

Saved Minutes Summary ,
Only ASAP Callbacks and ASAP Callbacks via
Weh Reconnect calls

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 20,513
Total 20,567 18,402 1,678 486 1 Reconnect

ASAP Calibacks via Web [¢] 4] 0 o} 0

Average Saved Minutes /
Return Call 14

Appointment 54 45 7 2 0
Average Dollar Savings /
$0.30
Subtotal | B 54 as 7 2 ¢  Returncall
Callback Double Check Summary Return Call - Hold Time Summary
Total CBDC % Kept % Xfer to Y% Xfer to % Cancel Connected to Median Average
Calls Original Top Hold Original and an Agent
Call Disconnect

675 15.9% 83.6% 0.4% 0.1% 20,176 00:00:26 00:00:33



V‘ht Queuelnfo Report

Dates: 12/1/2014 12:00:00 AM EXECUtlve Summary

thru Results
12/31/2014 11:59:55 PM QUEUE

Version 4.0

Generated on: 1/20/2015 12:09:57 PM

Sp_Main

Calls presented with Return Call & Holdoptions =~ WMcalls presented with Return Callonly
RC & Hold Return o Hold % Hold Return VirtualQ DateBook After

Options Calls Calls Return Calls Hours
Calls Only
232 84 36.2% 148 63.8% o o 0 o

Return Call Results by Type Summary - All Return Calls is the sum of Return Calls and the Return Call Only fie

Al Successful % % Connected % %o e %

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful
Calis Reconnect Not
Received
Total 84 80 95.2% 86.9% 0.0% 8.3% 0.0% 4.8%

ASAP Callbacks via Web o] ¢} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Appointment 0 o] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary ' | Saved Minutes Summary
Only ASAP Callbacks and ASAP Callbacks via
Web Reconnect cails

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 80
Total 80 66 10 4 o Reconnect

ASAP Callbacks via Web (¢} o s] 1] 4]

Average Saved Minutes /
Return Cali 4

Appointment 0 [¢] o} o} o}

Average Doliar Savings /

X $0.10
Subtotal | B o o o 0 p  ReturnCall
ICallback Double Check Summary Return Call - Hold Time Summary
Total CBDC % Kept % Xfer to %o Xfer to %6 Cancel Connected to Median Average
Calls Qriginal Top Hold Original and an Agent
Cali Disconnect
3 33.3% 66.7% 0.0% 0.0% 73 00:01:14 00:01:43
Production
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