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Personnel responsible for handling MoPSC After hours contact

complaints / inquiries personnel Home Cell

Rae Lewis (816) 360-5528 Ron Crow (816) 550-4792
Carlotta Roberts (816) 360-5556 Rae Lewis (816)765-9181 (816) 645-5789
Sherri Hahn 816) 676-6212

Shaylyn Dean 816) 360-5759

Customer service management personnel

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

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

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

2) Customer Advisor reviews account and makes contact with customer or designated 3rd party contact.

3) If decision is made to discontinue service, Customer Advisor contacts an officer of the company.

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



Missouri Gas Energy
Missouri Jurisdictional Bad Debt Write-off

2013
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 (217,041) 4,298 52,821,788 (202,726) 4,032 46,756,230 56,425 4,777 46,602,225
SGSM (2,818) 575 12,521,462 5,922 640 11,116,014 45,928 755 10,792,582
LGSM 156,975 7 7,927,961 (4,704) 2 7,230,815 5,103 3 7,210,492
LVM - - 1,746,061 - - 2,000,343 - - 1,233,579
Non-Service - - - - - - (12) 2 -
Total (203,884) 4,880 75,017,272 (201,507) 4,674 67,103,402 107,445 5,637 65,838,878
Year to Date - Q1 April May
Number of Number of Number of
Doliar amount accounts Doliar amount | accounts Dollar amount | accounts
written off written off Revenue written off written off Revenue written off written off Revenue
RSM (363,342) 13,107 146,180,242 311,360 4,189 33,135,118 1,767,774 10,357 23,622,898
SGSM 49,032 1,970 34,430,059 44,193 707 7,548,058 126,996 1,171 5,085,130
LGSM 16,375 12 22,369,268 1,064 4 4,633,103 61 1 2,883,543
LVM - - 4,979,983 - - 1,010,944 - - 906,502
Non-Service (12) 2 - 146 - - 56 2 -
Total (297,947) 15,091 207,959,552 356,762 4,800 46,327,224 1,894,886 11,531 32,498,073
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 1,834,394 10,926 15,999,120 3,550,185 38,579 218,937,379 1,313,030 13,883 14,960,805
SGSM 100,785 1,004 3,456,315 321,006 4,852 50,519,563 32,254 2,154 3,176,927
LGSM 13,182 3 1,703,017 30,682 20 31,588,931 2,072 3 1,472,790
LVM - - 846,651 - - 7,744,081 - - 842,247
Non-Service (147) - - 43 4 - (36) - -
Total 1,948,214 11,933 22,005,104 3,901,916 43,455 308,789,954 1,347,320 16,040 20,452,768
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 998,368 10,325 14,577,258 550,032 9,545 14,663,489 6,411,614 72,332 263,138,931
SGSM 33,792 1,088 3,089,669 46,945 831 3,120,676 433,997 8,925 59,906,835
LGSM (1,392) 11 1,476,338 2,347 7 1,383,929 33,708 41 35,921,988
LVM - - 1,068,178 - - 622,653 - - 10,277,158
Non-Service 54 3 - - - - 61 7 -
Total 1,030,821 11,427 20,211,443 599,324 10,383 19,790,747 6,879,380 81,305 369,244,912
October November Decembe
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 (403,832) 10,903 16,090,675 (1,219,346) 10,053 25,380,372 (696,319) 5,995 45,454,704
SGSM 3,784 1,003 3,407,629 {41,186) 922 5,274,602 (33,315) 645 10,762,353
LGSM (16,668) 2 1,821,425 (11,825) 7 3,317,678 - - 6,592,306
LVM - 1 950,149 - - 1,959,763 - - 1,373,482
Non-Service 1,011 - - (33) - - (15) 1 -
Total (415,805) 11,909 22,269,879 (1,272,390) 10,882 35,932,415 (729,649) 6,641 64,182,846
Calendar Year 2013
Number of
Dollar amount accounts
written off written off Revenue
RSM 4,092,017 89,283 350,064,683
SGSM 363,280 11,495 79,351,420
LGSM 5,216 50 47,653,398
LVM - 1 14,560,551
Non-Service 1,024 8 -
Total 4,461,537 110,837 491,630,052
Note:

Revenue amounts shown do not include delayed payment charges or miscellaneous service charge revenue.
Negative write-off amounts indicate net recovery.
September 2013 Report: Revenue amounts were adjusted from January through August

G\RATES\KIMIGM-2011-0412 CS Monthly Info\Bad Debt 2013




Virtual Hold Executive Summary



V‘I‘It Queueinfo Report

Dates: 1/1/2013 12:00:00 AM . Version 4.0
Executive Summary
thru
1/31/2013 11:59:59 PM Results
Generated on:  2/14/2013 9:45:34 AM Queue
Calls 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 Calls Calls Only
29,008 18,773 64.7% 10,235 35.3% 0 0 ] (1]
Return Call Results by Type Summary - = All Return Calls 1s the sum of Return Calls and the Return Call Only fields
All Successful % % Connected % % % %
Return R ful to an Agent [ lled Aband Call Event Unsuccessful
Calls Reconnect Not
Recelved
Total 18,773 15,554 82.9% 81.5% 0.7% 0.6% 0.0% 17.1%
VirtualQueue 18,668 15,487 83.0% 81.6% 0.7% 0.6% 0.0% 17.0%
VirtualQueue via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 107 67 62.6% 59.8% 1.9% 0.9% 0.0% 35.5%
Appointment via Web 0 1] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary, j Saved Minutes' Summary

Only VirtualQueue and VirtualQueue via Web

Successful 1st 2nd 3rd PYTTYIRTNR cconnect calls
R t A p A Attempt Attempts
Successful 15,487
Total 15,554 13,573 1,431 496 54 [ YR -
Total Saved Minutes 309,576
VirtualQueue 15,487 13,526 1,417 491 53
VirtualQueue via Web [} 0 0 o] 1] Average Saved Minutes /
Return Call in
Subtotal | A 15,487 13,526 1,417 491 53
Total Dollar Savings @
Appointment 67 47 14 5 1 0.02(%/minute) $6,191.52
Appointment via Web [} 0 0 0 0
Average Dollar Savings /
Subtotal | B 67 47 14 5 1 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
Calls Original Top Hold Original and an Agent
Call bisconnect
15,303 00:00:11 00:00:19
568 18.5% 81.3% 0.2% 0.0%

Page 1 of 3



V‘ht Queuelnfo Report

Executive Summary

Dates: 1/1/2013 12:00:00 AM ) Version 4.0
thru Results
1/31/2013 11:59:59 PM Queue
Generated on: 2/14/2013 9:45:34 AM En Combo
Calls presented with Return Call & Hold options Calls presented with Return Call only
RC & Hold Return Y% Hold % Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calis Only
28,936 18,742 64.8% 10,194 35.2% 0 ] 0 ]
Return Call Results by Type'Summary - All Return Callslis theisum of Return Calls and the Return.CalliOnlyifie
Al Successful % % Connected % % % %
Return R ful to an Agent C lled Aband Call Event Unsuccessful
Calls Reconnect Not
Received
Total 18,742 15,532 82.9% 81.5% 0.7% 0.6% 0.0% 17.1%
VirtualQueue 18,637 15,465 83.0% 81.6% 0.7% 0.6% 0.0% 17.0%
VirtualQueue via Web 0 L] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 107 67 62.6% 59.8% 1.9% 0.5% 0.0% 35.5%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary.

Successful ist 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 15,532 13,554 1,429 495 54

VirtualQueue 15,465 13,507 1,415 450 53

VirtualQueue via Web [+] 0 0 a [}

Subtotal | A 15,465 13,507 1,415 490 53

Appointment 67 47 14 1

Appointment via Web [} 0 0 0

Subtotal i1 B 67 47 14 i
Callback Double Check Summary

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

Calls Original Top Hold Original and

Calil Disconnect

567 18.5% 81.3% 0.2% 0.0%

Saved Minutes Summary

Only VirtualQueue and VirtualQueue via Web
Reconnect calls

Successful 15,465
Reconnect
Total Saved Minutes 309,573
Average Saved Minutes /
Return Call 20
Total Dollar Savings @
0.02 ($/minute) $6,191.46
Average Dollar Savings /
Return Call $0.40
Return Call - Hold Time Summary
Connected to Median Average
an Agent
15,281 00:00:11 00:00:18



V‘ht Queuelinfo Report

Executive Summary

Dates: 1/1/2013 12:00:00 AM Version 4.0
thru Results
1/31/2013 11:59:59 PM Queue
Generated on: 2/14/2013 9:45:34 AM sp Main
Calls presented with Return Call 8 Ho!d options Calls presented with Return Call only
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After
Options Calls Calis Return Calls Hours
Calls Only
72 31 43.1% 41 56.9% o 0 o 0
Return Call Results by.Type Summary.= All Return Calls’is the sum of Return Calls and the Return Call Only fie
Al Successful % % Connected % % % %
Return R ct ful to an Agent [~ lled Aband Call Event Unsuccessful
Calls Reconnect Not
Recelved
Total 31 22 71.0% 71.0% 0.0% 0.0% 0.0% 29.0%
VirtualQueue 31 22 71,0% 71.0% 0.0%: 0.0% 0.0% 29.0%
VirtualQueue via Web [} 1] 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%
Successful Reconnect by Type Summary, Saved Minutes Summary
Only VirtualQueue and VirtualQueue via Wely
Reconnect calls
Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 22
Total 22 19 2 1 [ Reconnect
Total Saved Minutes 3
VirtualQueue 22 19 0
VirtualQueue via Web 0 0 0 o 0
Average Saved Minutes /
Subtotal 1 A 22 19 2 1 [} Return Call ]
Total Dollar Savings @
0.02 {$/minute) $0.06
Appointment 0
Appointment via Web 0 0 Average Dollar Savings / P
Subtotal 1 8 0 0 0 o  Returncall )

Callback Double Check Summary

Total CBDC % Kept

Calls Original

Call

1 0.0%
Production

% Xfer to
Top

100.0%

% Xfer to % Cancel
Hold Original and
Disconnect

0.0% 0.0%

Page 3 of 3

Connected to Median
an Agent
22 00:01:02

Return Call - Hold Time Summary;,

Average

00:01:10



V‘ht Queueinfo Report

Dates: 2/1/2013 12:00:00 AM . Version 4.0
Executive Summary
thru
2/28/2013 11:59:59 PM Results
Generated on:  3/7/2013 1:47:02 PM Queue
Calls presented with Return Call & Hold options Calls presented with Return Cail only,
RC & Hold Return % Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calls Calls Only
36,533 23,993 65.7% 12,540 34.3% 0 o 1] (1]
Return Call Results by, Type Summary. - - All Return Catls is the sum of Return Calls and the Return'Cail Only fieids
All Successful % % Connected % % % %
Return Reconnect Successful to an Agent [~ lled Aband Call Event Unsuccessful
Calls Reconnect Not
Recelved
Total 23,993 21,447 89.4% 87.8% 0.9% 0.7% 0.0% 10.6%
VirtualQueue 23,858 21,344 89.5% 87.9% 0.8% 0.7% 0.0% 10.5%
VirtualQueue via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 136 103 75.7% 71.3% 3.7% 0.7% 0.0% 23.5%
Appointment via Web 0 1] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary Saved Minutes Summary

Only VirtualQueue ang VirtualQueue via Web

Successful ist 2nd 3rd PPN R econnect calls
R t Attempt Attempt Attempts
Successful 21,344
Total 21,447 18,876 1,921 560 90 mee— - N
Total Saved Minutes 417,076
VirtualQueue 21,344 18,793 1,913 548 89
VirtuaiQueue via Web <] 0 0 0 0 Average Saved Minutes /
Return Call 20
Subtotal | A 21,344 18,793 1,913 549 89
Total Dollar Savings @
Appointment 103 83 B 11 1 0.02($/minute) $8,341.52
Appointment via Web 1] 0 0 0 0
Average Dollar Savings /
Subtotal | B 103 83 ] 11 1 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 Agant
Calls Original Top Hold Original and an Agen
Call Disconnect
21,064 00:00:14 00:00:19
618 16.5% 82.8% 0.6% 0.0%

Page 1 of 3



V‘ht Queueinfo Report

Executive Summary

Dates: 2/1/2013 12:00:00 AM Version 4.0
thru Results
2/28/2013 11:59:59 PM Queue
Generated on: 3/7/2013 1:47:02 PM En Combo
Calls presented with Return Call & Hold options Calls presented with Return Call only
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calls Only
36,391 23,935 65.8% 12,456 34.2% o 0 o 0
Return Call Results by Type Summary.- All Return Calls is the sum of Return Calls and the Return Call Only.fie
Al Successful % % Connected % % % %
Return R ful to an Agent [~ lled Aband Call Event Unsuccessful
Calls Reconnect Not
Received
Total 23,935 21,393 89.4% 87.8% 0.9% 0.7% 0.0% 10.6%
VirtualQueue 23,6800 21,290 89.5% 87.9% 0.8% 0.7% 0.0% 10.5%
VirtualQueue via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 136 103 75.7% 71.3% 3.7% 0.7% 0.0% 23.5%
Appointment via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Successful Reconnect by Type Summary Saved Minutes Summary
Only VirtualQueue and VirtualQueue via Web
Reconnect calls
Successful ist 2nd 3rd 4 or More
R t A Attempt Attempt Attempts
Successful 21,290
Total 21,393 18,827 1,918 558 90 Reconnect
Total Saved Minutes 417,064
VirtualQueue 21,290 18,744 1,910 547 89
VirtualQueue via Web 1] 0 0 0 o}
Average Saved Minutes /
Subtotal 1 A 21,290 18,744 1,910 547 89 Return Call 20
Total Dollar Savings @
0.02 (g/minute) $8,341.28
Appointment 103 B3 11 1
Appointment via Web 0 [/} 0 1] Average Dollar Savings / $0.40
Subtotal | B 103 83 8 11 1 Returncall ’

Callback Double Check: Summary

Total CBDC % Kept % Xfer to
Calls Original Top

Call
618 16.5% 82.8%

Return Call - Hold Time Summary

% Xfer to %% Cancel Connected to Median Average
Hold Original and an Agent
Disconnect
0.6% 0.0% 21,011 00:00:14 00:00:19



V‘ht Queuelinfo Report

Executive Summary

Dates: 2/1/2013 12:00:00 AM Version 4.0
thru Results
2/28/2013 11:59:59 PM Queue
Generated on: 3/7/2013 1:47:02 PM sp Main
Calls presented with Return/Call & Hoid options Calls presented with Return Call only
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calls Only
142 58 40.8% B84 59.2% 0 L] 0 1]
Return Call Results by Type Summary, -~ All. Return Calls is the sum of Return Calls and the Return Call Only fie
All Successful % % Connected % % % %
Return R t S ful to an Agent [« lled Aband Call Event Unsuccessful
Calls Reconnect Not
Received
Total 58 54 93.1% 91.4% 0.0% 1.7% 0.0% 6.9%
VirtualQueue 58 54 93.1% 91.4% 0.0% 1.7% 0.0% 6.9%
VirtualQueue 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%
Appointment via Web 0 ] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary. Saved Minutes Summary

Only VirtualQueue and VirtualQueue via Web
Reconnect calls

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 54
Total 54 49 3 2 0 Reconnect
Total Saved Minutes 11
VirtualQueue 54 49 3 2 0
VirtualQueue via Web 0 0 0 1] 0
Average Saved Minutes /
Subtotal | A 54 49 3 2 0 Return Call [
Total Dollar Savings @
0.02 (g/mlnuto) $0.22
Appolntment L] 0
Appointment via Web Q a [} 0 Average Dollar Savings / $0.00
Subtotal | B ° 0 0 [ o  ReturnCall )
Callback 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] 0.0% 0.0% 0.0% 0.0% 53 00:00:55 00:01:12

Production

Page 3 of 3



V‘ht Queuelnfo Report

Dates: 3/1/2013 12:00:00 AM . Version 4.0
Executive Summary
thru
3/31/2013 11:59:59 PM Results
Generated on:  4/18/2013 3:51:28 PM Queue
Callis 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 Calls Calls Calls Only
50,180 32,509 64.8% 17,671 35.2% 0 0 o o
Return Call Results by Type Summary - - All Return Calls is the sum of Return Calls and the Return Call Only fields
Al Successful % % Connected % % % %
Return R t ful to an Agent C lled Aband Call Event Unsuccessful
Calls Reconnect Not
Recelved
Total 32,509 29,368 90.3% 88.7% 0.9% 0.7% 0.0% 9.7%
VirtualQueue 32,384 29,273 90.4% 88.8% 0.9% 0.7% 0.0% 9.6%
VirtualQueue via Web 0 4 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 126 95 75.4% 72.2% 2.4% 0.8% 0.0% 23.8%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary Saved Minutes Summary

Only VirtualQueue and VirtualQueue via Web
Reconnect calls

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt A A P
Successful 29,273
Total 29,368 25,812 2,653 862 41 e -
Total Saved Minutes 583,311
VirtualQueue 29,273 25,734 2,643 857 39
VirtualQueue via Web 0 [} 0 0 0 Average Saved Minutes /
Return Call 20
Subtotal | A 29,273 25,734 2,643 857 39
Total Dollar Savings @
Appointment 95 78 10 5 2 0.02($/minute) $11,666.22
Appointment via Web ] ] o 1] o]
Average Dollar Savings /
Subtotal { B a5 78 10 5 2 Raturn 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
Calls Original Top Hold Original and an Agent
Call Disconnect
28,835 00:00:12 00:00:17
1,020 19.4% 79.6% 0.7% 0.3%

Page 1 of 3



V‘l‘lt Queuelinfo Report

Executive Summary

Dates: 3/1/2013 12:00:00 AM Version 4.0
thru Results
3/31/2013 11:59:59 PM Queue
Generated on: 4/18/2013 3:51:28 PM En_Combo
Calls presented with Return Call & Hold options Calls presented with Return Call only
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calls Only
50,029 32,461 64.9% 17,568 35.1% 4] ] o ]
Return Call Results by, Type Summary - All Return Calls is the sum of Return Calls and the Return Call Only fie
All Successful % % Connected % % % %
Return t ful to an Agent [ lled Aband Call Event Unsuccessful
Calls Reconnect Not
Received
Total 32,461 29,326 90.3% 88.7% 0.9% 0.7% 0.0% 9.7%
VirtualQueue 32,336 29,231 90.4% 88.8% 0.9% 0.7% 0.0% 9.6%
VirtuaiQueue via Web 0 L] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 126 95 75.4% 72.2% 2.4% 0.8% 0.0% 23.8%
Appointment via Web V] [+ 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Sumrharv

Successful ist 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 29,326 25,776 2,648 861 41
VirtualQueue 29,231 25,698 2,638 856 39
VirtualQueue via Web o [} 0 o] 0
Subtotal | A 29,231 25,698 2,638 856 39
Appointment 95 78 10 5 2
Appointment via Web 1] 1] 0 0 0
Subtotal | B 95 78 10 5 2

Callback Double Check Summary

% Xfer to

Total CBDC % Kept
Calls Original

Call

1,018 19.4%

Top

79.6%

% Xfer to

Hold

0.7%

% Cancel

Original and

Disconnect

0.3%

Saved Minutes Summary

Only VirtualQueue and VirtualQueue via Web
Reconnect calls

Successful
Reconnect

Total Saved Minutes

Average Saved Minutes /
Return Call

Total Dollar Savings @
0.02 {$/minute)

Average Dollar Savings /
Return Call

Connected to Median
an Agent
28,795 00:00:12

29,231

583,303

20

$11,666.06

$0.40

Return Call - Hold Time Summary

Average

00:00:17



V‘ht Queueinfo Report

Executive Summary

Dates: 3/1/2013 12:00:00 AM Version 4.0
thru Results
3/31/2013 11:59:59 PM Queue
Generated on: 4/18/2013 3:51:28 PM Sp_Main
Calls presented with Return Call & Hold options Calls presented with Return Call only
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calls Only
151 48 31.8% 103 68.2% o ] 0 1]
Return Call Results by Type Summary. - All Return Calls is the sum of Return Calls and the Return Call Only fie
All Successful % % Connected % % % %
Return R t S ful to an Agent C lled Aband Call Event Unsuccessful
Calls Reconnect Not
Received
Total 48 42 87.5% 83.3% 2.1% 2.1% 0.0% 12.5%
VirtualQueue 48 42 87.5% 83.3% 2:.1% 2.1% 0.0% 12.5%
VirtualQueue 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%
Appointment via Web 0 1] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Successful Reconnect by Type Summary Saved Minutes Summary
Only VirtualQueue and VirtualQueue via Web
Reconnect calls
Successful ist 2nd 3rd 4 or More
Reconnect Attempt A A
Successful 42
Total 42 36 5 1 0 Reconnect
Total Saved Minutes 8
VirtualQueue 42 36 0
VirtualQueue via Web o 0 o 0
Average Saved Minutes /
Subtotal 1 A 42 36 5 1 0  Return Call ¢
Total Dollar Savings @
0.02 (glmlnute) $0.16
Appointment 0 0 o
Appointment via Web )] 0 0 Average Dollar Savings / $0.00
Subtotal | B 0 0 ° o  Returncall ’
Callback 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
2 0.0% 100.0% 0.0% 0.0% 40 00:01:05 00:01:27
Production
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V‘ht Queuelinfo Report

Dates: 4/1/2013 12:00:00 AM . Version 4.0
Executive Summary
thru
4/30/2013 11:59:59 PM Results
Generated on:  5/14/2013 1:32:44 PM Queue
Calls 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 Calls Calls Only
44,394 28,184 63.5% 16,210 36.5% 0 0 ] 0
Refurn Call Results by Type Summary - All Return Calls is the sum of Return Calls and the Return Call Only fields
Al Successful % % Connected % % % %
Return R t ful to an Agent [ lled Aband Call Event Unsuccessful
Calis Reconnect Not
Received
Total 28,184 25,110 89.1% 86.9% 1.0% 1.2% 0.0% 10.9%
VirtualQueue 28,052 25,007 89.1% 86.9% 1.0% 1.2% 0.0% 10.9%
VirtualQueue via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 135 103 76.3% 73.3% 2.2% 0.7% 0.0% 21.5%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary Saved Minutes Summary

Only VirtualQueue and VirtualQueue via Web
Successful 1st 2nd 3rd PRPRIPPR R econnect calls

o, + A A A At

Successful 25,007
Total 25,110 22,195 2,196 718 1 P -
Total Saved Minutes 562,673
VirtuaiQueue 25,007 22,106 2,188 712 1
VirtualQueue via Web o 0 [} 0 0 Average Saved Minutes /
Return Call 23
Subtotal | A 25,007 22,106 2,188 712 1
Total Dollar Savings @
Appointment 103 ;] ] 6 0 0.02($/minute) $11,253.46
Appointment via Web 1] 0 0 0 0
Average Dollar Savings /
Subtotal | B 103 89 8 6 6  Return Call $0.50
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
24,479 00:00:14 00:00:19
954 23.0% 76.1% 0.7% 0.2%

Page 1 of 3



V‘ht Queuelnfo Report

Executive Summary

Dates: 4/1/2013 12:00:00 AM Version 4.0
thru Results
4/30/2013 11:59:59 PM Queue
Generated on: 5/14/2013 1:32:44 PM En Combo
Calls presented with Return Call & Hold options Calis presented with Return Call only
RC & Hold Return % Hold %% Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calis Only
44,169 28,115 63.7% 16,054 36.3% o 0 0 ]
Return Call Results by Type Summary - All Return Calls is the sum of Return Calls and the Return Call Only fie
Al Successfu! % % Connected % % % %
Return R t ful to an Agent Ci lled Aband, Call Event Unsuccessful
Calls Reconnect Not
Received
Total 28,115 25,052 89.1% 86.9% 1.0% 1.2% 0.0% 10.9%
VirtualQueue 27,983 24,949 89.2% 87.0% 1.0% 1.2% 0.0% 10.8%
VirtualQueue via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 135 103 76.3% 73.3% 2.2% 0.7% 0.0% 21.5%
Appointment via Web 0 [/} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Successful Reconnect by Type Summary Saved Minutes Summary
Only VirtualQueue and VirtualQueue via Welb
Reconnect calls
Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 24,949
Total 25,052 22,152 2,184 715 1 Reconnect
Total Saved Minutes 562,628
VirtualQueue 24,949 22,063 2,176 709 1
VirtualQueue via Web 1] 0 0 0 0
Average Saved Minutes /
Subtotal | A 24,949 22,063 2,176 709 1 Return Call 23
Total Dollar Savings ©
0.02 {$/minute) $11,252.56
Appointment 103 89 0
Appointment via Web 0 0 0 0 Average Dollar Savings / P
Subtotal | B 103 89 8 6 o  Returncall )

Callback Double Check Summary

Total CBDC
Calls

% Kept
Original

Call

23.0%

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

76.1% 0.7% 0.2%

Connected to Median
an Agent
24,431 00:00:14

Return Call - Hold Time Summary

Average

00:00:18



V‘ht Queueinfo Report

Executive Summary

Dates: 4/1/2013 12:00:00 AM Version 4.0
thru Results
4/30/2013 11:59:59 PM Queue
Generated on: 5/14/2013 1:32:44 FM Sp_Main
Calls presented with Return Call & Hold options Calls presented with Return Call only
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calls Only
225 69 30.7% 156 69.3% 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 % % % %%
Return R t S ful to an Agent C lled Aband Call Event Unsuccessful
Calls Reconnect Not
Received
Total 69 58 84.1% 69.6% 4.3% 10.1% 0.0% 15.9%
VirtualQueue 69 58 84.1% 69.6% 4.3% 10.1% 0.0% 15.9%
VirtualQueue via Web 0 o 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%
Appointment via Web o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Successful Reconnect by Type Summary Saved Minutes Summary
Only VirtualQueue and VirtualQueue via Web
Reconnect calls
Successful ist 2nd 3rd 4 or More
Reconnect Attempt A A
Successful 58
Total 58 43 12 3 ] Reconnect
Total Saved Minutes 45
VirtualQueue 58 43 12 3 1}
VirtualQueue via Web [1] 0 0 0 1]
Average Saved Minutes /
Subtotal 1 A 58 43 12 3 0 Return Call 1
Total Dollar Savings ©
0.02 (g/mlnute) $0.90
Appointment [} 0
Appointment via Web 1] [s] Average Dollar Savings / $0.00
Subtotal 1 B 0 [} 0 ) o  Returncall ’
Callback 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
] 0.0% 0.0% 0.0% 0.0% 48 00:00:50 00:01:11
Production
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V‘ht Queueinfo Report

Dates: 5/1/2013 12:00:00 AM . Version 4.0
thra Executive Summary
5/31/2013 11:59:59 PM Results
Generated on:  6/11/2013 3:36:41 PM Queue
Calls presented with Return Caill & Hold options Calls presented with Return Catil only
RC & Hold Return % Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calls Calls Only
40,962 26,464 64.6% 14,498 35.4% 0 [] [] ]

Return Call Results by Type Summary -

Al Successful % % Connected % % % %
Return R ful to an Agent C lled Aband Call Event Unsuccessful

Calls Reconnect Not

Recelved
Total 26,464 23,571 89.1% 86.9% 1.3% 0.9% 0.0% 10.9%
VirtualQueue 26,332 23,474 89.1% 87.0% 1.2% 0.9% 0.0% 10.9%
VirtualQueue via Web 0 1] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 133 97 72.9% 69.2% 3.8% 0.0% 0.0% 26.3%
Appointment via Web 1] o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary, Saved Minutes Summary

Only VirtualQueue and VirtualQueue via Web
Reconnect calls

Successful ist 2nd 3rd 4 or More
Reconnect Attempt A
Successful 23,474
Total 23,571 20,524 2,267 779 1 ——— -
Total Saved Minutes 713,330
VirtualQueue 23,474 20,453 2,248 772
VirtualQueue via Web 0 0 0 0 (1} Average Saved Minutes /
Return Call EL)
Subtotal | A 23,474 20,453 2,248 772 1
Total Dollar Savings @
Appointment 97 71 18 7 0 0.02($/minute) $14,266.60
Appointment via Web o 0 0 0 0
Average Doflfar Savings /
Subtotal | B a7 71 19 7 0  Return Call $0.60
Callback Double Check Summary Return Calf - 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
22,992 00:00:15 00:00:21
874 27.1% 72.1% 0.5% 0.3%

Page 1 of 4



V‘ht Queueinfo Report

Dates: 5/1/2013 12:00:00 AM
thru
5/31/2013 11:59:59 PM

Executive Summary

Generated on: 6/11/2013 3:38:41 PM
Calls presented with Return Call & Hold options
RC & Hold Return % Hold
Options Calls Calls Return
Calls
37,545 24,861 66.2% 12,684

Version 4.0
Results
Queue
En_Combo
Calls presented with Return Call only
% Hold Return VirtualQ DateBook After
Calls Hours

Only

33.8%

o
(-]
(-]
-]

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

All Successful % % Connected % % % %
Return R t ful to an Agent Cc lled Aband Call Event Unsuccessful

Calls Reconnect Not

Received
Total 24,861 22,099 88.9% 86.6% 1.3% 1.0% 0.0% 11.1%
VirtualQueue 24,729 22,002 89.0% 86.7% 1.3% 1.0% 0.0% 11.0%
VirtualQueue via Web 0 [} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 133 97 72.9% 69.2% 3.8% 0.0% 0.0% 26.3%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary.

Saved Minutes Summary

Only VirtualQueue and VirtualQueue via Web
Reconnect calls

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 22,002
Total 22,099 19,232 2,121 745 1 Reconnect
Total Saved Minutes 707,272
VirtualQueue 22,002 19,161 2,102 738 1
VirtualQueue via Web 0 ] 0 0 0
Average Saved Minutes /
Subtotal 1 A 22,002 19,161 2,102 738 1 Return Call 32
Total Dollar Savings @
0.02 (g/mlnute) $14,145.44
Appointment 97 71 19 0
Appointment via Web 1] 0 0 0 Average Dollar Savings / $0.60
Subtotal | B 97 71 19 o  Retumncall )

Callback Double Check Summary Return Call - Hold Time Summary

Total CBDC % Kept % Xfer to
Calls Original Top

call
850 27.5% 71.6%

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

0.5% 0.4% 21,539 00:00:15 00:00:20



V‘ht Queuelnfo Report

Executive Summary

Dates: 5/1/2013 12:00:00 AM Version 4.0
thru Results
5/31/2013 11:59:59 PM Queue
H :38:41 P
Generated on 6/11/2013 3:38:41 PM En_Payments
Calls presented with Return Call & Hold options Calls presented with Return Call only
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calls Only
3,323 1,569 47.2% 1,754 52.8% ] [} 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 % %% % %
Return Reconnect Successful to an Agent [ o fled Aband: Call Event Unsuccessful
Calls Reconnect Not
Received
Total 1,569 1,440 91.8% 90.7% 0.8% 0.3% 0.0% 8.2%
VirtualQueue 1,569 1,440 91.8% 90.7% 0.8% 0.3% 0.0% 8.2%
VirtualQueue 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%

Successful Reconnect by Type Summary. Saved Minutes Summary

Only VirtualQueue and VirtualQueue via Web
Reconnect calls

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 1,440
Total 1,440 1,264 142 34 0 Reconnect
Total Saved Minutes 6,037
virtualQueue 1,440 1,264 142 34 0
VirtualQueue via Web 0 0 0 0 o
Average Saved Minutes /
Subtotal | A 1,440 1,264 142 34 ] Return Call 4
Tota! Dollar Savings &
0.02 (g/mhwte) $120.74
Appointment 0 0 o]
Appointment via Web [} [} 0 Average Dollar Savings /
Return Call $0.10
Subtotal | B ] [} 1] 1] 1]
Callback 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

22 13.6% 86.4% 0.0% 0.0% 1,423 00:00:20 00:00:28



V‘ht Queueinfo Report

Executive Summary

Dates: 5/1/2013 12:00:00 AM Version 4.0
thru Results
5/31/2013 11:59:59 PM Queue
Generated on: 6/11/2013 3:38:41 FM Sp Main
Calls presented with Return Call & Hold options Calls presented with Return Call only
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calls Only
94 34 36.2% 60 63.8% 0 0 1] (1]
Return Call Results by Type Summary - All Return Calls is the sum of Return Calls and the Return Call Only fie
All Successful % % Connected % % % %
Return R t ful to an Agent C lled Aband Call Event Unsuccessful
Calls Reconnect Not
Received
Total 34 32 94.1% 85.3% 0.0% 8.8% 0.0% 5.9%
VirtualQueue 34 32 94.1% 85.3% 0.0% 8.8% 0.0% 5.9%
VirtualQueue 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%
Appointment via Web 0 [} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Successful Reconnect by Type Summary Saved Minutes Summary
Only VirtualQueue and VirtualQueue via Web
Reconnect calls
Successful 1st 2nd 3rd 4 or More
R Attempt Attempt Attempt Attempts
Successful 32
Total 32 28 4 ] o Reconnect
Total Saved Minutes 21
VirtualQueue 32 28 o
VirtualQueue via Web 0 0 0
Average Saved Minutes /
Subtotal | A 32 28 4 o 0 Return Call 1
Total Dollar Savings @
0.02 ($/minute) $0.42
Appointment 1} 0 o] o}
Appointment via Web 1) 0 0 Average Dollar Savings / $0.00
Subtotal I B 0 ) 0 o  Returncall )

Caliback Double Check Summary

Total CBDC % Kept

Calls Original

Call

2 0.0%
Production

% Xfer to
Top

100.0%

% Xfer to % Cancel
Hold Original and
Disconnect

0.0% 0.0%

Page 4 of 4

Connected to Median
an Agent
29 00:01:49

Return Call - Hold Time Summary

Average

00:01:53



V‘ht Queuelinfo Report

Dates: 6/1/2013 12:00:00 AM . Version 4.0
thru Executive Summary
6/30/2013 11:59:59 PM Resu'ts
Generated on:  7/22/2013 11:15:15 AM Queue
Calls 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 Calls Calls Calls Only
43,297 28,096 64.9% 15,201 35.1% 0 0 (] 0

Return Call Results by Type Summary -

All Successful % % Connected % % % %
Return R ct S ful to an Agent [« lled Aband Call Event Unsuccessful
Calls Reconnect Not
Received
Total 28,096 24,851 88.5% 86.5% 1.0% 0.9% 0.0% 11.5%
VirtuaiQueue 27,954 24,741 88.5% 86.5% 1.0% 0.9% 0.0% 11.5%
VirtualQueue via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 143 110 76.9% 73.4% 2.1% 1.4% 0.0% 22.4%
Appointment via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Successful Reconnect by Type Summary. Saved Minutes Summary
Successful 1st 2nd 3rd 4 or More
R ct A Attempt Attempt Attempts
Successful 24,741
Total 24,851 21,774 2,288 785 4 ——— -
Total Saved Minutes 546,395
VirtualQueue 24,7491 21,689 2,271 777 4
VirtualQueue via Web 0 0 0 0 0 Average Saved Minutes /
Return Call 22
Subtotal | A 24,741 21,689 2,271 777 4
Total Dollar Savings @
Appointmant 110 85 17 [:] 0 0.02(%$/minute) $10,927.90
Appointment via Web 0 0 0 0 o]
Average Dollar Savings /
Subtotal I B 110 85 17 8 1] Return Call $0.40
Callback Double Check Summary. Return Call - Hold Time Summary
Connected to Median Average
Total CBDC % Keapt % Xfer to % Xfer to % Cancal
Calls Original Top Hold Original and an Agent
Call Disconnect
24,299 00:00:17 00:00:22
986 20.5% 79.2% 0.3% 0.0%

Page 1 of 4



V‘ht Queueinfo Report

Dates: 6/1/2013 12:00:00 AM ExeCUtlve Sum ma ry Version 4.0
thru Results
6/30/2013 11:59:59 PM Queue
Generated on: 7/22/2013 11:15:15 AM En Combo
Calls presented with Return Call & Hold options Calls presented with Return Cail only
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calls Only
42,494 27,726 65.2% 14,768 34.8% o ] 1] o
Return Call Results by Type Summary - All Return Calls is the sum of Return Calls and the Return Call Only fie
All Successful % % Connected % % % %
Return R t ful to an Agent C lled Aband Call Event Unsuccessful
Calls Reconnect Not
Recelved
Total 27,726 24,505 88.4% 86.4% 1.0% 0.9% 0.0% 11.6%
VirtualQueue 27,584 24,395 88.4% 86.5% 1.0% 0.9% 0.0% 11.6%
VirtualQueue via Web 0 ] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 143 110 76.9% 73.4% 2.1% 1.4% 0.0% 22.4%
Appointment via Web 0 1] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary. Saved Minutes Summary

Only VirtualQueue and VirtualQueue via Web
Reconnect calls

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 24,395
Total 24,505 21,463 2,261 777 4 Reconnect
Total Saved Minutes 545,460
VirtualQueue 24,395 21,378 2,244 769 4
VirtualQueue via Web [+] 0 [} 0 [}
Average Saved Minutes /
Subtotal | A 24,395 21,378 2,244 769 4 Return Call 22
Total Dollar Savings @
0.02 (g/mlnute) $10,909.20
Appointment 110 85 17 0
Appointment via Web 1] 0 ] ] 0 Average Dollar Savings / s0.40
Subtotal | B 110 85 17 8 0 Return Call .
Callback 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

983 20.5% 79.1% 0.3% 0.0% 23,958 00:00:17 00:00:22



V‘ht Queueinfo Report

Executive Summary

Dates: 6/1/2013 12:00:00 AM Version 4.0
thru Results
6/30/2013 11:59:59 PM Queue
Generated on: 7/22/2013 11:15:15 AM En Payments
Calls presented with Return Call & Hoid options Calls presented with Return Call only
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calls Only
699 341 48.8% 358 51.2% o [} o 1]
Return Call Results by Type Summary - All Return Calls is the sum of Return Calls and the Return Cail Only fie
All Successful % % Connected %% % % %
Return R t ful to an Agent [ of lled Aband Call Event Unsuccessful
Calls Reconnect Not
Received
Total 341 323 94.7% 94.1% 0.0% 0.6% 0.0% 5.3%
VirtualQueue 341 323 94.7% 94.1% 0.0% 0.6% 0.0% 5.3%
VirtualQueue via Web 0 [} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 0 L] 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 Reconnect by Type Summary. Saved Minutes Summary

Only VirtualQueue and VirtualQueue via Wely
Reconnect calls

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 323
Total 323 291 24 8 0 Reconnect
Total Saved Minutes 932
VirtualQueue 323 291 24 8 o
VirtualQueue via Web o 0 [+] 0 [}
Average Saved Minutes /
Subtotal | A 323 291 24 8 [} Return Call 3
Total Dollar Savings ©@
0.02 (g/mlnute) $18.64
Appointment o 0
Appointment via Web 0 0 [} 0 Average Dollar Savings / $0.10
Subtotal | B ) 0 0 0 o  Returncall )
Callback 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

3 0.0% 100.0% 0.0% 0.0% 321 00:00:18 00:00:23



V‘ht Queuelnfo Report

Executive Summary

Dates: 6/1/2013 12:00:00 AM Version 4.0
thru Results
6/30/2013 11:59:59 PM Queue
Generated on: 7/22/2013 11:15:15 AM sp Main
Calls presented with Return Call & Hold options Calls presented with Return Call only
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calls Only
104 29 27.9% 75 72.1% 1] 1] o o
Return Call Results by Type Summary - All Return Calls is the sum of Return Calls and the Return Call Only fie
All Successful Y% % Connected % % % %
Return R ct S| ful to an Agent C lled Aband Call Event Unsuccessful
Calls Reconnect Not
Received
Total 29 23 79.3% 69.0% 0.0% 10.3% 0.0% 20.7%
VirtualQueue 29 23 79.3% 69.0% 0.0% 10.3% 0.0% 20.7%
VirtualQueue via Web 0 0 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 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Successful Reconnect by Type Summary, Saved Minutes Summary
Only VirtualQueue and VirtualQueue via Web
Reconnect calls
Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 23
Total 23 20 3 0 0 Reconnect
Total Saved Minutes 2
VirtualQueue 23 20 [} ]
VirtualQueue via Web 1] 0 1} o
Average Saved Minutes /
Subtotal | A 23 20 3 ] O Return call o
Total Dollar Savings @
0.02 (g/mlnute) $0.04
Appointment 1] 0 0
Appointment via Web ] 0 1] 0 Average Dollar Savings / $0.00
Subtotal | B ) ) ) o  ReturnCall )

Callback Double Check Summary,

Total CBDC % Kept % Xfer to
Calls Original Top
Call
1] 0.0% 0.0%
Production

% Xfer to % Cancel
Hold Original and
Disconnect

0.0% 0.0%

Page 4 of 4

Return Call - Hold Time Summary

Connected to Median Average
an Agent
20 00:01:02 00:01:18



V‘ht Queuelnfo Report

Dates: 7/1/2013 12:00:00 AM . Version 4.0
Executive Summary
thru
7/31/2013 11:59:59 PM Results
Generated on:  8/22/2013 2:48:13 PM Queue
Calis 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 Calls Calls Calls Only
32,711 21,382 65.4% 11,329 34.6% ] o (] [}
Return Call Results by Type Summary - - All'Return Calls is the sum of Return Calls and the Return Call Only fields
All Successful % % Connected % % % %
Return t ful to an Agent C lled Aband Call Event Unsuccessful
Calls Reconnect Not
Received
Total 21,382 19,261 90.1% 88.1% 0.9% 1.1% 0.0% 9.9%
VirtualQueue 21,291 19,190 90.1% 88.1% 0.9% 1.1% 0.0% 9.9%
VirtualQueue via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 92 71 77.2% 71.7% 3.3% 2.2% 0.0% 21.7%
Appointment via Web 1} 1] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary Saved Minutes Summary

Only VirtualQueue and VirtualQueue via Web
Reconnect calls

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 19,190
Total 19,261 16,887 1,741 630 3 L -
Total Saved Minutes 465,621
VirtualQueue 19,190 16,830 1,729 628 3
VirtualQueue via Web 0 0 0 0 0 Average Saved Minutes /
y Return Call 24
Subtotal | A 19,190 16,830 1,729 628 3
Total Dollar Savings @
Appointment 71 57 12 2 0 0.02($/minute) $9,312.42
Appointment via Web 0 0 0 0 0
Average Dollar Savings /
Subtotal | B 71 57 12 2 o Return Call $0.50
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
18,832 00:00:18 00:00:25
763 24.4% 75.2% 0.1% 0.3%

Page 1 of 3



V‘ht Queueinfo Report

Executive Summary

Dates: 7/1/2013 12:00:00 AM Version 4.0
thru Results
7/31/2013 11:59:59 PM Queue
Generated on: 8/22/2013 2:48:13 PM En Combo
Calls presented with Return Call & Hold options Calls presented with Return Call only
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calls Only
32,617 21,351 65.5% 11,266 34.5% 0 L] ] ]
Return Cail Results by Type Summary - All Return Calls is the sum of Return Calis and the Return Call Only fie
All Successful % % Connected % % % %
Return t ful to an Agent C lled Aband Call Event Unsuccessful
Calls Reconnect Not
Received
Total 21,351 19,231 90.1% 88.1% 0.9% 1.0% 0.0% 9.9%
VirtualQueue 21,260 19,160 90.1% 88.1% 0.9% 1.0% 0.0% 9.9%
VirtualQueue via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 92 71 77.2% 71.7% 3.3% 2.2% 0.0% 21.7%
Appointment via Web 0 1] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Successful Reconnect by Type Summary Saved Minutes Summary
Only VirtualQuetie and VirtualQueue via Web
Reconnect calls
Successfu! 1st 2nd 3rd 4 or More
Reconnect Attempt At A t
Successful 19,160
Total 19,231 16,860 1,739 629 3 Reconnect
Total Saved Minutes 465,597
VirtualQueue 19,160 16,803 1,727 627 3
VirtualQueue via Web 0 o] 0 0 0
Average Saved Minutes /
Subtotal | A 19,160 16,803 1,727 627 3 Return Call 24
Total Dollar Savings @
0.02 ($/minute) $9,311.94
Appointment 71 57 12 0
Appointment via Web 0 0 0 1} 0 Average Dollar Savings / $0.50
Subtotal | B 7 57 12 2 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 Disconnact
762 24.4% 75.2% 0.1% 0.3% 18,805 00:00:18 00:00:25



V‘ht Queuelnfo Report

Executive Summary

Dates: 7/1/2013 12:00:00 AM Version 4.0
thru Results
7/31/2013 11:59:59 PM Queue
Generated on: 8/22/2013 2:48:13 PM sp Main
Calls presented with Return Call & Hold options Calls presented with Return Call only
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calls Only
94 3 33.0% 63 67.0% [} o ] o
Return Call Results by Type Summary - All Return Calls is the sum of Return Calls and the Return Call Only fie
All Successful % % Connected % % % %
Return R t ful to an Agent C Iled Aband Call Event Unsuccessful
Calls Reconnact Not
Received
Total 31 30 96.8% 87.1% 0.0% 9.7% 0.0% 3.2%
VirtualQueue 31 30 96.8% 87.1% 0.0% 9.7% 0.0% 3.2%
VirtualQueue 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%
Appointment via Web 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Successful Reconnect by Type Summary Saved Minutes Summary
Only VirtualQueue and VirtualQueue via Web
Reconnect calls
Successful 1st 2nd 3rd 4 or More
t At t Attempt Attempt Attempts
Successful 30
Total 30 27 2 1 0 Reconnect
Total Saved Minutes 24
VirtvalQueue 30 27 0
VirtualQueue via Web [+] 0 o 0
Average Saved Minutes /
Subtotal | A 30 27 2 1 ] Return Call 1
Total Dollar Savings @
0.02 (g/mlnute) $0.48
Appointment 0 ] o]
Appointment via Web 4] 0 ] 0 Average Dollar Savings / $0.00
Subtotal | B ° 0 o  ReturncCall )

Callback Double Check Summary,

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

Calls Original Top Hoid Original and

Call Disconnect

1 0.0% 100.0% 0.0% 0.0%
Production

Page 3 of 3

Return Call - Hold Time Summary

Connected to Median Average
an Agent
27 00:01:48 00:02:10



V‘l‘lt Queueinfo Report

Dates: 8/1/2013 12:00:00 AM . Version 4.0
e Executive Summary
8/31/2013 11:59:59 PM Results
Generated on:  9/3/2013 10:50:19 AM Queue
Calls presented with Return Call & Hold options Calls presented with Return Call only
RC & Hold Return % Return Hold 9% Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calis Calls Only
26,205 16,468 62.8% 9,737 37.2% 0 o 0 0

Return Call Results by Type Summary -

All Successful % % Connected % % % %
Return R ful to an Agent Ci lled Aband Call Event Unsuccessful

Calls Reconnect Not

Received
Total 16,468 15,059 91.4% 89.7% 0.8% 1.0% 0.0% 8.6%
VirtualQueue 16,404 15,008 91.5% 89.8% 0.8% 1.0% 0.0% 8.5%
VirtuaiQueue via Web [+] 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 65 51 78.5% 70.8% 4.6% 3.1% 0.0% 20.0%
Appointment via Web 0 [t} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary Saved Minutes Summary

Only VirtualQueue and VirtualQueue via Web

Successful 1st 2nd 3rd PRPTTTINORERR cconnect calls
Reconnect Attempt Attempt Attempt Attempts
Successful 15,008
Total 15,059 13,399 1,255 403 2 L -
: Total Saved Minutes 157,224
VirtualQueue 15,008 13,358 1,249 389
VirtualQueue via Web ] [} 0 0 Average Saved Minutes /
Return Call 10
Subtotal | A 15,008 13,358 1,249 399 2
Total Dollar Savings &
Appointment 51 41 6 4 0 0.02(%$/minute) $3,144.48
Appolintment via Web 0 [} o 0 0
Average Dollar Savings /
Subtotal |1 B 51 41 6 4 0  Return Call $0.20
Callback Double Check Summary Return Call - Hold Time Summary
Connected to Median Average
Total CBDC % Kept % Xfer to % Xfer to % Cancel A
Calis Original Top Hold Original and an Agent
Call Disconnect
14,770 00:00:18 00:00:24
490 9.4% 90.0% 0.4% 0.2%

Page 1 of 3



V‘ht Queueinfo Report

Dates: 8/1/2013 12:00:00 AM ExeCUtlve Sum ma ry Version 4.0
thru Results
8/31/2013 11:59:59 PM Queue
Generated on: 9/3/2013 10:50:19 AM En_Combo
Calls presented with Return Call & Hold options Calls presented with Return Call only
RC & Hold Return % Hold % Hold Raturn VirtualQ DateBook After
Options Calls Calis Return Calls Hours
Calls Only
26,101 16,439 63.0% 9,662 37.0% L] [} 0 1]
Return Call Results by Type Summary - Alt Return Calls is the sum of Return Calls and the Return Call Only fie
All Successful % % Connected % % % %
Return R t ful to an Agent C lled Aband Call Event Unsuccessful
Calls Reconnect Not
Recelved
Total 16,439 15,033 91.4% 89.7% 0.8% 1.0% 0.0% 8.6%
VirtualQueue 16,375 14,982 91.5% 89.8% 0.8% 0.9% 0.0% 8,5%
VirtualQueue via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 65 51 78.5% 70.8% 4.6% 3.1% 0.0% 20.0%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summaty

Successful ist 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 15,033 13,376 1,253 402 2
VirtualQueue 14,982 13,335 1,247 398 2
VirtualQueue via Web o 0 1] 0 0
Subtotal | A 14,982 13,335 1,247 398 2
Appointment 51 41 6 4 0
Appointment via Web o 0 0 0 0
Subtotal | B 51 41 6 4 0

Saved Minutes Summary

Only VitualQueue and VirtualQueue via Web
Reconnect calls

Successful 14,982
Reconnect
Total Saved Minutes 157,222

Average Saved Minutes /
Return Call 10

Total Dollar Savings @
0.02 ($/minute) $3,144.44

Average Dollar Savings /
Return Call $0.20

Callback Double Check Summary Return Call - Hold Time Summary

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

call Disconnect

489 9.4% 90.0% 0.4% 0.2%

Connected to Median Average
an Agent

14,747 00:00:18 00:00:24



v‘ht Queueinfo Report

Executive Summary

Dates: 8/1/2013 12:00:00 AM Version 4.0
thru Results
8/31/2013 11:59:59 PM Queue
G : 201 :50:19 AM =
enerated on 9/3/2013 10:50:19 Sp_Maln
Calls presented with Return Call & Hold options Calls presented with Return Call only
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calls Only
104 29 27.9% 75 72.1% ] 0 o 1]
Return Call Results by Type Summary - All Return Calls is the sum of Return Calls and the Return Call Only fie
All Successful % % Connected % % % %
Return R t ful to an Agent C lled Aband Call Event Unsuccessful
Calls Reconnect Not
Received
Total 29 26 89.7% 79.3% 0.0% 10.3% 0.0% 10.3%
VirtualQueue 29 26 89.7% 79.3% 0.0% 10.3% 0.0% 10.3%
VirtualQueue 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%
Appointment via Web 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Successful Reconnect by Type Summary. Saved Minutes Summary
Only VirtualQueue and VirtualQueue via Web
Reconnect calls
Successful ist 2nd 3rd 4 or More
R t At Attempt Attempt Attempts
Successful 26
Total 26 23 2 1 [1] Reconnect
Total Saved Minutes 2
VirtualQueue 26 23 2 0
VirtualQueue via Web o 0 0 0 0
Average Saved Minutes /
Subtotal | A 26 23 2 1 0 Return Call [}
Total Dollar Savings @
0.02 ($/minute) $0.04
Appointment o 0
Appointment via Web 1] 1} 0 Average Dollar Savings / $0.00
Subtotal I B 0 ° 0 0 o  Returncall ’
Callback 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 0.0% 100.0% 0.0% 0.0% 23 00:01:02 00:01:27
Production

Page 3 of 3



V‘ht Queuelnfo Report

Dates: 9/1/2013 12:00:00 AM . Version 4.0
Executive Summary
thru
9/30/2013 11:59:59 PM Results
Generated on:  10/23/2013 11:07:04 AM Queue
Calls 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 Calls Calls Calls Only
16,721 10,995 65.8% 5,726 34.2% ] 0 o ]
Return Call Results by Type Summary - All Return Calls is the st of Return Calls and the ReturniCall Only fields
All Successful % % Connected % % % %
Return R t ful to an Agent C lled Aband Call Event Unsuccessful
Calls Reconnect Not
Received
Total 10,995 9,861 89.7% 87.7% 0.8% 1.1% 0.0% 10.3%
VirtualQueue 10,950 9,831 89.8% 87.9% 0.8% 1.1% 0.0% 10.2%
VirtuaiQueue via Web [} ' 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 46 30 65.2% 56.5% 6.5% 2.2% 0.0% 32.6%
Appointment via Web 1} o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary Saved Minutes Summary

Only VirtualQueue and VirtualQueue via Web

Successtul st 2nd 3rd PROTITT Reconnect Calls
R t A Attempt Attempts
Successful 9,831
Total 9,861 8,685 883 292 1 LT .
Total Saved Minutes 174,883
VirtualQueue 9,831 8,661 879 290 1
VirtualQueue via Web [} 0 0 0 0 Average Saved Minutes /
Return Call 18
Subtotal |1 A 9,831 8,661 879 290 1
Total Dollar Savings @
Appointment 30 24 4 2 0 0.02(%$/minute) $3,497.66
Appointment via Web 0 0 0 0 0
Average Dollar Savings /
Subtotal | B 30 24 4 2 1] Return Call $0.40
Callback Double Check Summary Return Call - Hold Time Summary.
Connected to Median Average
Total CBDC % Kept % Xfer to % Xfer to 9% Cancel " ¢
Calls Original Top Hold Original and an Agen
Call Disconnect
9,646 00:00:19 00:00:26
372 20.2% 78.8% 0.3% 0.8%

Page 1 of 3



V‘ht Queuelnfo Report

Executive Summary

Dates: 9/1/2013 12:00:00 AM Version 4.0
thru Results
9/30/2013 11:59:59 PM Queue
Generated on: 10/23/2013 11:07:04 AM En Combo
Calls presented with Return Call & Hold options Calls presented with Return Call only,
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calls Only
16,642 10,970 65.9% 5,672 34.1% 0 ] 0 o
Return Call Results by Type Summary - All Return Calls is the sum of Return Calls and the Return Call Only fie
All Successful % % Connected % % % %
Return R ct ful to an Agent C fled Aband Call Event Unsuccessful
Calls Reconnect Not
Received
Total 10,970 9,839 89.7% 87.7% 0.8% 1.1% 0.0% 10.3%
VlrtualQueue. 10,925 9,809 89.8% 87.9% 0.8% 1.1% 0.0% 10.2%
VirtualQueue via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 46 30 65.2% 56.5% 6.5% 2.2% 0.0% 32.6%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary

Saved Minutes Summary

Only VirtualQueue and VirtualQueue via Web
Reconnect calls

Successful ist 2nd 3rd 4 or More
R t At Attempt  Attempt Attempts
Successful 9,809
Total 9,839 8,666 882 290 1 Reconnect
Total Saved Minutes 174,880
VirtualQueue 9,809 8,642 878 288 1 )
VirtualQueue via Web 0 0 0 0 o
Average Saved Minutes /
Subtotal | A 9,809 8,642 878 288 1 Return Call 18
Total Dollar Savings ©®
0.02 ($/minute) $3,497.60
Appointment 30 24 0
Appointment via Web 0 0 : 0 Average Dollar Savings / $0.40
Subtotal | B 30 24 4 2 o  Returncall :

Callback Double Check Summary Return Call - Hold Time Summary

Total CBDC % Kept % Xfer to
Calls Original Top

Call
372 20.2% 78.8%

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

0.3% 0.8% 9,625 00:00:19 00:00:26



v‘ht Queuelinfo Report

Executive Summary

Dates: 9/1/2013 12:00:00 AM Version 4.0
thru Results
9/30/2013 11:59:59 PM Queue
Generated on: 10/23/2013 11:07:04 AM sp Main
Calls presented with Return Call & Hold options Calis presented with Return Call only
RC & Hold Return % Hold % Hold Return VirtualQ DateBook After
Options Calls Calls Return Calis Hours
Calls Only
79 25 31.6% 54 68.4% o 1] ] (]
Return Call Results by Type Summary. - All Return Calls is the sum of Return Calls and the Return Call Only.fie
All Successful % % Connected % % % %
Return R ful to an Agent C lled Aband Call Event Unsuccessful
Calls Reconnect Not
Recelved
Total 25 22 88.0% 84.0% 0.0% 4.0% 0.0% 12.0%
VirtualQueue 25 22 88.0% 84.0% 0.0% 4.0% 0.0% 12.0%
VirtualQueue via Web 0 o 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%
Appointment via Web 0 [] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by Type Summary

Successful ist 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 22 19 1 2 0
VirtualQueue 22 19 2 0
VirtuaiQueue via Web 0 1] 1] 0 1]
Subtotal | A 22 19 1 2 [}
Appointment 1] 0
Appointment via Web o o] 0
Subtotal | B o [+] )] /]

Callback Double Check Summary

Total CBDC % Kept % Xfer to
Calls Original Top
Catll
] 0.0% 0.0%
Production

% Xfer to % Cancel
Hold Original and
Disconnect

0.0% 0.0%

Page 3 of 3

Saved Minutes Summary

Only VirtualQueue and VirtualQueue via Web
Reconnect calls

Successful 22
Reconnect

Total Saved Minutes 3
Average Saved Minutes /

Return Call o
Total Dollar Savings @

0.02 {$/minute) $0.06
Average Dollar Savings /

Return Call $0.00

Return Call - Hold Time Summary.

Connected to Median Average
an Agent
21 00:01:26 00:01:49



V‘ht Queuelnfo Report

Dates: 10/17/2013 12:00:00 AM Version 4.0

Executive Summary

thru
10/31/2013 11:59:59 PM Results
Generated ont 11/15/2013 3:35:13 P Queue

alls presented with Return Call only)

RC & Hold Return %% Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calls Calls Only
37,549 24,705 65.8% 12,844 34.2% 0 o o 0

Al Successful % % Connected % % % %
Return R t ul to an Agent Ci lled Aband Call Event Unsuccessful

Calls Reconnect Not

Received
Total 24,705 22,630 91.6% 89.9% 0.6% 1.1% 0.0% 8.4%
ASAP Callbacks 24,615 22,556 91.6% 90.0% 0.6% 1.1% 0.0% 8.4%
ASAP Callbacks via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 93 74 79.6% 77.4% 0.0% 2.2% 0.0% 17.2%
Appointment via Web o 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect

Inly ASAP Calibacks and ASAP Calibacks via Web

Successful 1st 2nd 3rd P I cconaecticalls S
Reconnect Attempt Attempt Attempt Attempts
Successful 22,556
Total 22,630 20,062 1,955 611 2 [ -
Total Saved Minutes 317,377
ASAP Callbacks 22,556 20,004 1,944 606 2
ASAP Callbacks via Web [+] 0 0 0 0 Average Saved Minutes /
Return Call 14
Subtotal | A 22,556 20,004 1,944 606 2
Total Dollar Savings @
Appointment 74 58 11 5 0 0.02($/minute) $6,347.54
Appointment via Web [+] o 0 0 0
Average Dollar Savings /
Subtotal I B 74 58 11 5 0  Return Call $0.30

Callback Double Check Summary

Return Calll-'HoldiTime Summary

Connected to Median Average
Total CBDC % Kept % Xfer to % Xfer to % Cancel A
Calls Original Top Hold Original and an Agent
call Disconnect
22,217 00:00:22 00:00:29
768 13.4% 85.5% 0.9% 0.1%
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V‘ht Queuelnfo Report

Dates:  10/1/2013 12:00:00 AM ExeCUtlve Summary Version 4.0
thru Results
10/31/2013 11:59:59 PM Queue
Generared on: 1171572013 2:35:12 £M En Combo
L | s presented with Return|Calllonly. :
RC & Hold Return % Hold %% Hold Return VirtualQ DateBook After
Options Calls Calls Return Calls Hours
Calls Only
37,270 24,595 66.0% 12,675 34.0% 1] o o o

All Successful % % Connected % % % %
Return R t S ful to an Agent [ lled Aband Call Event Unsuccessful

Calls Reconnect Not

Received
Total 24,595 22,539 91.6% 90.0% 0.6% 1.0% 0.0% 8.4%
ASAP Callbacks 24,505 22,465 91.7% 90.0% 0.6% 1.0% 0.0% 8.3%
ASAP Callbacks via Web 0 [+] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 93 74 79.6% 77.4% 0.0% 2.2% 0.0% 17.2%
Appointment via Web 0 ] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful Reconnect by.Type Summary)

Saved Minutes'Summary.

nly ASAP Calibacks'and ASAP Calibacks via
Web Reconnect calls

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 22,465
Total 22,539 19,984 1,944 609 2 Reconnect
Total Saved Minutes 317,322
ASAP Callbacks 22,465 19,926 1,933 604
ASAP Callbacks via Web 4] 0 0 0 0
Average Saved Minutes /
Subtotal | A 22,465 19,926 1,933 604 2 Return Call 14
Total Dollar Savings ®
0.02 ($/minute) $6,346.44
Appointment 74 58 11
Appointment via Web o 0 0 o 1] Average Dollar Savings / §0.30
Subtotal | B 74 58 11 5 o  Returncall )

Callback Double Cieck 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

767 13.4% 85.5% 0.9% 0.1% 22,134 00:00:22 00:00:29



v‘ht Queuelnfo Report

Dates:  10/1/2013 12:00:00 AM ExeCUtlve Summary

thru Results
10/31/2013 11:59:59 PM Queue

Version 4.0

Generared on: 1171572015 2:55:12 PM

Sp_Main

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

Options Calis Calls Return Calls Hours
Calls Only

279 110 39.4% 169 60.6% o 0 a 0

Al Successful % % Connected % % % %

Return R ul to an Agent C lled Aband Call Event Unsuccessful

Calls Reconnect Not

Received
Total 110 91 82.7% 75.5% 0.9% 6.4% 0.0% 17.3%
ASAP Callbacks 110 91 82.7% 75.5% 0.9% 6.4% 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%
Appointment via Web 1] [ 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

SuccessfullReco: Saved Minutes Summary,

Only/ ASAP Callbacks and ASAP. Calibacks via
Neb Reconinect calls

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 91
Total 91 78 11 2 ] Reconnect
Total Saved Minutes 56
ASAP Callbacks 91 78 11
ASAP Callbacks via Web 0 [+} 0
Average Saved Minutes /
Subtotal [ A 91 78 11 2 ] Return Call i
Total Dollar Savings @
0.02 ($/minute) $1.12
Appointment 0 o 0 0
Appointment via Web 0 o a 1} o Average Dollar Savings / $0.0
.00
Subtotal | B o 0 0 (] o  Retumncall

Return/Call- Hold|Time Summary

Callback Double Check Summary

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% 83 00:01:22 00:01:45
Production
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