VIRTUAL HOLD ™

Gueuslnfo Reporis

Dates: 8/1/201% 00:00:00 . Version 4.0
e Executive Summary
8/231/2011 23:50:59 Results
Generated on: 10/19/2011 16:20:01 Queue

RC & Hold Return e % Return Catls
Qptlons Calls Calls Return Hold Hold Only
After
Calls VirtualQ DateBook Hours
10,941 6,678 61.0% 4,263 39.0% 0 0 (1] i}

%%

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

Total 6,678 6,547 92.0% 90.5% 0.8% 0.7% 0.0% 8.0%
virtualQueue 5,644 6,121 92.1% $0.6% 0.8% 0.7% 0o% 7.9%
VirtuaiQueve via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 34 26 76.5% 73.5% 2.9% 0.0% 0.0% ) 23.5%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successiuf 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Total 6,147 5,423 550 148 26 Successful Reconnect 6,121
VirtualQueuve 6,121 5,403 547 145 26 Total Saved Minutes 49,203
VirtualQueue via Web [} 0 o 0 0
Averaga Saved Minutes /
Return Call 8
Subtotal » A 6,121 5,403 547 145 26
Appolntment 26 20 3 3 0 Total Dollar Savings @ - .
0.02 {5 /minute) $984.06
Appolntment via Weh ke 0 0 0 0
Subtotal « B 26 20 3 3 ] Average Dollar Savings /
Retura Call £0.20

o 9 &
Total ¢BDC o K.ept % Xfer to Yo Xfar to %% Cancel Connected to
Calls Ortginal Top Hold arigtnal and
an Agent
call Disconnect g Median Average
20 45.0% 50.0% 5.00% 0.0% 6,044 00:00:17 00:00:22

Page i of 4




VIRTUAL HOLD ™

Glusutelnto Reporis

Executive Summary

Dates: 8/1/2011 00:00:00 Version 4.0
thru Results
8/31/2011 23:59:59 Queue
Generated on: 10/19/2011 16:20:01 En combo

RC & Hold Return %% Yo Return
Options Calls Calls Return Hold Hold Calls Af
ter
Calls Only virtualQ DateBook Hours
10,903 6,656 61.0% 4,247 35.0% o a o 0

%

All Successful % ks % % call Event %
Return Recannect Successful Connected Cancelled Abanden Not Unsuccessful
Calls Reconnect to an Agent Received

Totat 6,656 5,126 52,0% 90,5% 0.8% 0.7% 0.0% 8.0%
VirtualQueue 6,622 6,100 92,1% 50.6% 0.8% . 0.7% ' 0.0% 7.9%
VirtualQueue via Web 0 [ 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment 34 %6 76.5% 73.5% 2.9% 0.0% ' 0.0% 23.5%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful st 2nd 3rd 4 orMore
Reconnect Attempt Attempt Attempt Attempts
Total 6,126 5,404 548 148 26 Succassful Reconnect 6,100
VirtualQueue 8,106 5,384 . 545 145 26 Total Saved Minutes ' 49,202
VirtuaiQueue via Web ] 0 [ 0 0
Average Saved Minutes /
R i 8
Subtotals A 6,100 5,384 545 1458 26 eturn Ca
28 2 3 3 a
Appolnimant 0 Total Dollar Savings @ Lo - : - .
0.02 ‘ : i $984.04
Appointment via Web 2} 1} 0 0 0 0.0 ($/minute)
Subtotal « B 26 20 3 3 0 Average Dollar Savings / $0.20

Return Call

Total CBDC %% Kept % Xfer to %% Xfer to % Cancel Connected to
Calls Criginal Top Hold Original and an Agent Median Average
Call Disconnect
20 45.0% 50.0% 5.0% 0.0% 6,023 00:00:17 00:00:22

Page 2 of 4




VIRTUAL HOLD ™

¢ Gueueinfo Reporis

8/1/2011 00:00:00
thru
8/3172011 23:59:59

Dates:

Generated on: 10/19/2011 16:20:01

Executive Summary

Results
Queue

Sp_Main

Version 4.0

RC & Hoid Return %%
Options Calls Calls Return
Calls

26 17 65.4%

% Return
Hold Hold Calls
Oonly
g 34.6% o

After
VirtualQ DateBook Hours
[} 1] o

%

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

Total 17 16 94.1% 94.1% 0.0% G.0% 0.0% 5.9%
VirtuaiQueua 17 i6 94.1% 94.19% 0.0% 0.0% ’ 0.0% 5.9%
VirtualQueve via Wehb 0 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%
Appointment via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 o0r More

Reconnect Attempt Attempt Attempt Attempts

Total 16 15 1 0 a
VirtualQueue 16 15 1 o o
VirtualQueue vla Wab IJ a o 2} 0
Subtotal ¢ A 16 15 1 0 ]
Appointment G 0 0 g ]
Appointment via Web L 0 ¢ 0 0
Subtotal ¢+ B L] 0 Q ] 0

Successful Reconnect i

Total Saved Minutes 1

Average Saved Minutes /

Return Call ¢
Total Dollar Savings @ N
0.02 (§$/minute) $0.02
Average Dollar Savings /

9 s $0.00

Return Call

Total CBDC % Kept
Calls Qriginal

Call

0 £.0%

9, Xfer to /s Xfer to o4 Cancel
Top Hold Originat and
Disconnect

0.0% 0.0% 0.0%

Page 3¢f 4

Connected to

an Agent Median Average

16 00:00:27 00:00:37




Dates:
thru

8/1/2011 00:00:00

B8/31/201% 23:59:59

Generated on:

VIRTUAL HOLD ™

Queuelnio Reporis

10/1972011 16:20:01

Executive Summary

Results
Queue

Sp_ServiceOrder

Version 4.0

RC & Hold
Options Calls

12

Return
Calls

Retu
Ca

1.7

%

rn Hold

s

%

%

Hold

58.3%

Return
Calls
Only

o]

VirtualQ

1+

DateBook

0

After
Hoturs

%

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

Total 5 5 100.0% 100.0% 0.0% 0.0% 0.0% 0.0%
VirtualQueue 5 B 100.0% | 100.0% 0.0% 0.0% 0.0% 8.0%
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% 0.0%
Appointment via Web ¢ 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 5 4 1 L] 1]
VirtualQueue 5 4 3 0 0
VirtualQueue via Web & 0 0 0 0
Subtotal ¢ A 5 4 i 0 0
Appointment 4 0 0 0 o]
Appeintment via Web [+ ] 0 O Q
Subtotal e« B [+4 ] 0 1] 0

Successful Reconnect

Total Saved Minutes

Average Saved Minutes /
Return Cafl

Total Daollar Savings @
0.02

Average Dollar Savings /
Return Call

($/minute)

$0.00

$0.00

Total CBDC
Calls

% Kept
Original
Call

0.0%

% Xfer to
Top

0.0%

/% Xfer to
Hold

8.0%

% Cancel
Original and
Disconnect

0.0%

Page 4 of 4

Connected to
an Agent

Average

00:01:36




Dates:
thru

VIRTUAL HOLD ™

Gueuelnfo Reporis

9/1/2011 00:00:00

9/30/2011 23:59:59

Generated on:

10/19/2011 16:22;13

Executive Summary

RC & Hold
Options Cails

33,021

Return %%
Calls Return
Calls

21,053 63.8%

Held

11,968

Results
Queue
%% Return Calls
Hold Cnly
36.2% 4]

Version 4.0

After
VirtualQ DateBook Hours
0 0 /]

%

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

Total 21,053 19,050 90.5% 88.4% 1.2% 0.9% 0.0% 9.5%
VirtualQueve 20,933 18,954 90.5% 86.5% 1.2% 0.9% 0.6% 9.5%
VirtualQueue via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 120 o6 80.0% 75.8% 0.8% 3.3% 0.0% 20.0%
Appointment via Web a 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or Mare

Reconnect Attempt Attempt Attempt Attempts

Total 19,050 16,569 1,773 556 152
VirtualQueue 18,954 16,458 1,754 550 152
VirtualQueua via Web o i} [ o 0
Subtotal « A 18,954 16,498 1,754 550 152
Appointment 96 71 19 6 o
Appointment via Web & 0 a 0 1]
Subtotal e« B 96 71 19 6 4]

Successful Reconnect 18,954
Total Saved Minutes 321,522
Average Saved Minutes /

Return Call 17
Totat Dollar Savings @ : :
.02 ($/minute) $6,430.44
Average Dollar Savinps /

Retura Call $0.30

Total CBDC
Calls

116

% Hept
Original
call

64.7%

%0 Xfer to
Top

31.0%

9 Xfer to % Cancel
Hold Original and
Disconnect

2.6% 1.7%

Page 1 of 4

Connected to

an Agent
9 Median

00:00:17

Average

18,613 00:00:22




VIRTUAL HOLD ™

GQueueinfo Reporis

Dates: 9/1/2011 00:00:00
thru

9/30/2011 23:59:59

Generated on: 10/19/2011 16:22:13

Executive Summary

Results
Queue

En_Combo

Version 4,0

RC & Hold Return %o
Options Calls Calls Return
Calls

32,863 23,969 63.8%

Hold

11,894

%

Hold

36,2%

Return
Calls

Only

c

After
VirtuaiQ PateBook Hours
[} 0 0

%%

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

Total 206,955 18,976 90.5% 88.4% 1,294 6.9% 0.0% 9.5%
VirtuélQueue 20,849 18,880 90.6% 88.5% 1,285 0.9% 0.0% 9.4%,
VirtualQueue via Web ] 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment 120 26 80.0% 75.8% 0.8% 3.3% 0.0% 20.0%
Appolntment via Web 0 G 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 18,976 16,507 1,764 553 152
VirtualQueue 18,880 16,436 1,745 547 152
VirtvalQueue via Web 4] 3 0 a G
Subtotal s A 18,880 16,436 1,745 547 152
Appointment 4] 71 19 6 o
Appointment via Web 0 0 a 0 0
Subtotal ¢ B a6 71 19 6 [+

Successful Reconnect 18,880
Total Saved Minutes 321,496
Averaga Saved Minutes /
Return Call 17
Total Doflar Savings @
0.02 ($/minute} $6,429.92
Average Dollar Savings [/

9 ¢ $0.30

Return Call

Total CBDC % Kept
Calls COriglnat

call

iié 64.7%

%% Xfer to
Top

31.0%

%o Xfer to

Hold

2.6%

%/s Cancel
Original and
Disconnect

1.7%

Page 2 of 4

Connected to

an Agent Median Avaraga

18,544 00:00:17 00:00:22




VIRTUAL HOLD ™

-Queuelnfo Reports

9/1/2011 00:00:00
thru
9/30/2011 23:59:59

Dates:

Generated on: 10/19/2011 16:22:13

Executive Summary

Results
Queue

Sp_Main

Version 4.0

RC & Hold Return %%
Options Calls Calls Return
Calis

61 26 42.6%

%% Return

Hold Hold Calls
Only

35 57,4% L

After
virtualQ DateBook Hours
[ 0 0

%o

All Successful % % % % Cali Event %
Retuin Reconnect Succassiul Connected Cancelled Abandon Mot Unsuccessful
Calls Reconnect toan Agent Recelved

Total 26 23 88.5% 80.8% 0.0% 7.7% 0.0% 11.5%
virtualQueue 26 23 88.5% 80.8% 0.0% 7.7% 0.0% 11.5%
VirtvalQueue via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 0 0 0.0% 0.6% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 0r More

Recannect Attempt Attempt Attempt Attempis

Total 23 19 3 1 o
VirtualQueue 23 19 3 1 v}
VirtualQueuea via Web [ 1] 0 0 0
Subtotal ¢ A 23 19 3 1 1}
Appointment ¢} ¢ [} 0 0
Appointrent via Web 4 ¢ 4] 0 4]
Subtotal« B [+ 0 ¢ 0 1]

Successful Reconnact 23

Total Saved Minutes ic

Average Saved Minutes /

Return Call o
Total Dollar Savings @ :
0.02 ($/minute} $0.20
Average Dollar Savings f

9 s $0.00

Return Call

Total CBDC % Kept
Calls Original

Calt

0 0.0%

0% ¥fer to
Top

0.0%

% Xfer to % Cancel
Hold Original and
Disconnect

0.0% 0.0%

Page 3 of 4

Connected to

an Agent Medfan Average

21 00:01:55 00:02:00




VIRTUAL HOLD ™

Queusinfo Reporis

Dates: ©/1/2011 00:00:00
thru

8/30/2011 23:59:59

Generated on: 10/19/2011 16:22:13

Executive Summary

Results
Queue

Sp_ServiceOrder

Version 4.0

RC & Hold Return %o
Optlons Calls Calls Return
Calls

97 58 59,8%

Hold

%

Hold

39 40.2%

Return
Calls

Only

o

After
VirtualQ DateBook Hours
[4) 0 0

%

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

Total 58 51 87.9% 82.8% 0.0% 5.2% 0.0% 12.1%
VirtualQueaua 58 51 87.9% £82.8% 0.0% 5.2% 0.0% 12.1%
VirtualQueue via Weab 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 ¢ o 0.0% 0.0% 0.0% D.0% 0.0% 3.0%

Successful 1st 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 51 43 6 2 0
VirtualQueua g1 43 [ 2 o]
VirtuzlQueusa via Web 4] 0 1] 0 0
Subtotal « A 51 43 6 2 ¢
Appointment [ 44 0 0 Q
Appointment via Web [ 43 o o] 0
Subtotal ¢ B 4] o 0 1] 1}

Successful Reconnect 51

Total Saved Minutes 16

Average Saved Minutes /

Return Call o
Total Doliar Savings @ i .
0.02 ($/minute) $0.32
Average Dollar Savings /

g g $0.00

Return Call

Total CBDC %% Kept
Calls Orlginal

Call

o 0.0%

% Xfer to
Top

0.0%

%% Xfer to
Hold

0.0%

% Cancel
Original and
Disconnect

0.0%

Page 4 of 4

Connected to

an Agent Median Average

48 00:61:34 00:02:02




VIRTUAL HOLD™

Queuelinfo Reports

10/1/2011 00:00:00
thru

Dates:

Executive Summary

Version 4.0

10/31/2011 23:59:59 Results
Generated on: 1/25/2012 15:03:21 Queue
e b & : i *g??.?:' e o T ‘fM' "X“ iy Wﬁﬁ‘wﬁé Z
S 7 E 5 e ea
h1ls proschted It Ketom Call & 1 -
RC & Hold Return % % Return Calls
Optlons Calls Calls Return Hold Hold only
After
Calls VirtualQ DateBook Hours
32,473 21,365 65.8% 11,108 34.2% 1} 0 o 0
R S B R ey s S
TR T St R e
)
All Successful % % % % Call Evant %
Return Reconnect Successful Connected Cancelled Abandon Not Unsuccessful
Calls Reconnect to an Agent Receivad
Total 21,365 19,024 89.0% 87.1% 1.2%% 0.7% 0.0% 11.0%
VirtvalQueue 24,232 18,925 89.1% 87.2% 1.2% 0.7% 0.0% 10.9%
VirtualQueue via Web o b 0.0% 0.0% 0.0% 0.0% 0.0%% 0.0%
Appointment 133 99 74.4% 71.4% 2.3% 0.8% 0.0% 25.6%
Appointment via Web 0 0 0.0% 0.,0% 0.0% 0.0% 0.0% 0.0%

Steceastil Beconn

Successful ist 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 19,024 18,506 1,761 618 139
VirtualQueue 18,925 16,429 1,745 613 138
VirtualQueue via Web 0 0 Q o 0
Subtotal « A 18,925 16,429 1,745 613 138
Appointment 99 77 16 5 1
Appolntment via Web 0 0 0 0 0
Subtotal ¢« B 99 I 16 5 1

T,

e

Total CBDC %% Kept
Calls Original

call

199 65.3%

%% Xfer to % Xfar to % Cancel
Top Hold Original and
Disconpect

30.7% 2.0% 2.0%

rage 1 of 4

Successful Reconnect 18,925
Total Saved Minutes 402,740
Average Saved Minutes /

Return Call 21
Total Dollar Savings @

0.02 {$/minute) $8,054.80

Average Dollar Savings /
Return Call

IHTary

Connected to

an Agent
Medlan

Average

18,611 00:00:16 00:00:20




VIRTUAL HOLD ™

Quecueinfo Reports

Bates: 107172011 00:00:00

Executive Summary

thru Results
10/31/201% 23:59:59 Queue
Genarateg on: 1/25/2012 15:03: 21 En CombO

RC & Hold Raturn O %
Optlons Calls calls Return Hold Held
Calls

32,277 21,261 65.9% 11,016 34.1%

Tyh

i

Version 4.4

Return

Calls
only

]

RIS

After
VirtealQ DateBook Hours
0 o 0

2

All Successful % kG % % Call Event %
Return Reconnect Successiul Connected Cancelled Abandon Mot Unsuccessful
calls Recannect to an Agent Recelved

Total 21,261 18,923 89.0% 87.1% 1.2% 0.7% 0.0% 11.0%
VirtualQueus 21,128 18,824 89.1% 87.2% 1.2% 0.7% 0.0% 10.9%
VirtualQueue via Web 0 0 0.0% 0.0% 0.0% 0.0% ¢.0% 0.0%
Appolntment 133 99 74.4% 71.4% 2.3% 0.8% 0.0% 25,6%
Appolntment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 18,923 16,419 1,74% 616 139
VirtualQueue 18,824 16,342 1,733 611 138
VirtualQueue via Web ¢ 0 "] (] 0
Subtotal ¢« A 3,824 16,342 1,733 611 138
Appointment 59 17 16 5 1
Appointment via Web a [v] 0 0 1]
Subtotal « B 99 77 16 5 1

Total CBDC % Kept o/ Xfer te % Xier to
Calls Original Top Hold

call
199 65.3% 30.7% 2,0%

%% Cancel
Original and
Plsconnect

2.0%

Page 2 of 4

Successful Reconnect 18,824

Total Saved Minutes 402,691

Average Saved Minutes /

Return Call 21
Total Dollar Savings @
0.02 ($/minute) $8,053,82
Average Dollar Savings f

o $0,40

Return Cail

st

oS

HOldHi i LU

Connected to

an Agent Median Average

18,519 00:00:16 00:00:20




VIRTUAL HOLD™

Queaueinfo Reports

10/1/2011 00:00:00
thru
1073172011 23:59:59

Dates:

Genzrated on: 172572012 15°03:21

Executive Summary

Results
Queue

Sp_Main

Warsion 4.0

RC & Hold Return %
Options Calls Calls Return
Cails

61 37 60.7%

% Return

Hold Hold Calis
Only

249 39.3% 4

After
VirtualQ DateBook Hours
[ ¢ 0

i

All Successful % % % % call Event %
Return Reconnect Successful Connected Cancelled Abandon Mot Unsuccessful
calls Raconnect to an Agent Recelved

Total 37 3z 1060.0% 89.,2% 0.0% 10.8% 4,0% 0.0%
VirtualQueue 37 37 100.0% 89.2% 0.0% 10.8% 0.0% 0.0%
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% 0.0%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successiul 1st 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 37 30 5 2 0
VirtualQueue 37 30 5 2 0
VirtealQueue via Web 1] 0 0 0 0
Subtotal « A 37 30 5 2 o
Appointment 0 ¢ [ 0 0
Appointment via Web 0 Q ¢ o o
Subtotal + B 0 0 9 ¢ o

Total CBDC %% Kapt
Calls Original

Calt

] 0.0%

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

0.0% 0.0% 0.0%

Successful Reconnect 37

Total Saved Minutes 10

Average Saved Minutes /

Return Cali o
Total Dollar Savings @
0,02 {$/minute) $0.20
Average Dollar Savings

9 os/ $0.00

Return Call

v ol Hold Time sisfingty,

Connected to

Medlan

Avarage

an Agent

33 00:02:00 00:02:23




~ VIRTUAL HOLD ™

Queueinfo Reporis

10/1/2011 90:00:00
thru
F0/31/2011 23:59:5%

Pates:

Genarated one 1/25/2012 15:03: 21

RC & Hold Return Yo
Options Calls Calls Return
Calls

135 67 49.6%

Executive Summary

Results
Queue

Sp_ServiceOrder

% Return

Hold Hold calis
Only

68 50,4% [

Version 4.9)

SRR o

After
VirtuvalQ DateBook Hours
0 0 9

S R S g e e S R S e s S DR e g e
RO & Siimhtary Al kaum el Uil S Refrme 2l Olv
Al Successful L) o %% L7 Call Event %
Return Reconnect Successiul Connected Cancelied Abandon Hot Unsuccessful
Calls Reconnect to an Agent Recelved
Tatal 67 64 95.5% 88.1% 0.0% 7.5% 0.0% 4.5%
VirtvalQueue 67 63 95.5% 88.1% 0.0% 7.5% 0.0% 4.5%
VirtualQueue via Web 0 1} 0.0% 4.0% 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% 0.0%

siccess il Redoniieet

Successful 1st 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total . 64 57 7 0 3]
VirtualQueue 64 57 7 0 0
VirtualQueue via Web 3] 0 0 0 0
Subtotal « A 64 57 7 0 0
Appointment [ 0 1] 0 0
Appolntment via Web 0 1] 0 0 a
Subtotal« B 0 o 0 0 o

Total CBDC % Kept
Calls Original

Call

H 0.0%

% Xfer to

Top

0.0%

% Xfer to %% Cancel
Hold Orfginal and
Disgonnect

0.0% 0.0%

2 4 GH 4

Successful Reconnect G4

Total Saved Minutes 40

Average Saved Minutes /

Return Call 1
Total Dollar Savings @
0.02 ($/minute) $0.80
Average Dollar Savings /

$0.00

Return Call

SLOFA C

1 HEI e S

Connected to
Median

Average

an Agent

59 00:01:27 00:01:40




© VIRTUAL HOLD ™

Queuelnfo Reports

Dates: 117172011 00:00:00 : Version 4.0
R Executive Summary
11/30/2011 23:59:59 Results
Generated on: 1/25/2012 150712 Queue

RC & Hold Returp % % Retura Calls
Options Calls Calls Raturn Hold Hold Only
Aftar
Calls VirtualQ DateBook Hours
39,914 27,118 68.0% 12,786 32,0% (1] i) ] 0

ey

Jsd

T

SR o s
[ & § ¥
RetirniCallRestilt

AR e ot el

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

Total 27,128 23,869 £88,0% 85.5% 1.6% 0.9% 0.0% 12,0%
VirtualQueue 26,978 23,755 88.1% 85.6% 1.6% 0.9% 0.0% 11.9%
VirtualQueus via Web 0 0 0.0% 0.8% 0.0% 0.0% 0.0% 0.0%
Appolntment 150 114 76.0% 72,0% 2.7% 1.3% 0.0% 24.0%
Appolntment via Web 0 Q 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

L

i

Sieee UL RELITHCHBUVE e ST

).
,2:{?'3

FiE
Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Total 23,869 20,321 2,480 867 201 Successful Reconnect 23,755
virtualQueus 23,755 20,225 2,470 859 201 Total Saved Minutes 755,925
virtualQueue via Web 0 1} 0 o
0 Average Saved Minutes /
Return Call 32
Subtotal ¢« A 23,755 20,225 2,470 859 201
Appointment 114 26 10 8 0 Total Dollar Savings @
0.02 {$/minute) $15,118.50
Appointment via Web 1] o 0 0 0
Subtotal « B 114 96 10 8 0 Average Dollar Savings /
Return Call $0.60

B L LY
Sy

o, [ o X )
Total CEDC %0 Kept Vo Xfer to fo Xfer to /a Cancel Connected to
Calls Original Top Hold QOriginal and
an Agent
cah Discannect g Median Average
258 74.8% 20.9% 3.9% 0.4% 23,198 00:00:15 06:00:20

Page L of 4




VIRTUAL HOLD™

Queucinfo Reports

Executive Summary

Version 4.0

Dates:  11/1/2011 00:00:00
thru Results
11/30/2051 23:59:59 Queue
Generated en: 11252012 15:07:12 En Combo

|

[ pre et d With RE U Cllonil

.

RC & Hold Return %% % Return
Optfons Calis calls Return Held Hold Calls
After
Calls only VirtuaiQ DateBook Hours
39,707 27,008 68.0% 12,699 32.0% o o 0 o
REEEEL Ry L R A % Dy
fe ByEIyiiE shnimaty. ALR: WHTOE et Gl
ATl Successful /o % o % Call Event %
Return Reconnect Successful Connected cancelled Abandon Not Unsuccessful
Calls Reconnect to an Agent Recelvad
Total 27,008 23,758 88.0% 85.5% 1.6% 0.9% 0.0% 12.0%
VirtualQueve 26,858 23,644 §8.0% 85.6% 1,6% 0.9% 0.0% 12.0%
WirtualQueue via Web o 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appalntment 150 114 76.0% 72.0% 2,7% 1.3% 0.0% 24.0%
Appolntment via Web 0 0 ¢.0% 0.0% 0.0% €.0% 0.0% 0.0%

icor

SHEECEEAITR By Aypesinmay: i

Suecessful 1st 2nd 3rd 4 0rMore
Reconnect Attempt Attempt Attempt Attempts
Total 23,758 20,220 2,473 854 201 Successful Reconnact 23,644
VirtualQueue 23,644 20,124 2,463 856 201 Total Saved Minutes 755,916
VirtualQuave via Web L 0 0 9 0
Average Saved Minutes /
32
R
Subtotal ¢ A 23,644 20,124 2,463 856 201 eturn Call
114 96 10 8 0
Appolntment Total Dollar Savings @
s $15,118.32
Appolntment via Web 1] 0 0 4] Q 0.62 (s/minute) !
Subtotal ¢ B 114 96 10 8 0 Average Dollar Savings /
Return Call $0.60
i

ST

Total CBDC %% Kept %% Xfer to % Xfar to
Calls Criginal Top Hold

Call
258 74.8% 20.9% 3.9%

s L
e e

% Cancel Connected to
Original and an Agent Median Average
Disconnect
0.4% 23,098 00:00:15 00:00:20

Paze 2 of 4




VIRTUAL HOLD ™

Queueinfo Reports

E1/1/23011 00:00:00
thru
11/30/201)1 23:50:50

Dates:

Y25/7012 15.07:12

[V RRFA C

Generated oo

it

RC & Hold Return ©/a
Optlons Calls Calls Return Hold
Calls
69 42 60.9% 27

Al

Executive Summary

TR

Versien 4.0

Results
Queue

Sp_Main
Gfle HiEee

e

% Return
Hold Calis AL
er
onty Virtuaig DateBook Hours
39.1% 0 Y 0 0
e e

Al Successful % % % % cafl Event %
Return Reconneck Successful Connected Cancelled Abandon Not Unsuccassful
calls Reconnect to an Agent Recelved

Total L 41 97.6% 85.7% 4.8% 7.1% 0.0% 2,4%
VirtualQueue 42 #1 97.6% 85.7% 4.8% 7.1% 0.0% 2.4%
virtualQueue 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% 8.0%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

SUCECE MR EonHECEDYTY

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Total 41 38 2 1 Q Successful Reconnect 41
VirtualQueue 41 38 2 1 g Total Saved Minutes 3
VirtualQueue via Web ¢ 9 0 0 0
Average Saved Minutes / 0
Re
Subtotal e A 41 ag 2 1 0 turn Call
0 0 4] 0 0
Appointment Total Dollar Savings @
0.02 inut $0.06
Appolintment via Web [ 0 0 0 0 o ($/minute)
Subtotal « B i 1] 0 0 0 Average Dollar Saviags / $0.00

Return Call

erdrd ol HoT fime sifmim:

Total CBDC ¢/ Kept % Xfer to % Xfer to % Cancel Connected to
Calls Qriginal Top Hold Qriginal and an Agent Median Average
Call Discannect
0 0.0% 0.0% 0.0% 0.0% 36 00:01:15 00:0£:31

i

Page 3of 4




VIRTUAL HOLD ™

Queuecinfo Reports

Dates:t  11/1/2011 00:00:00
thru

11/30/2011 23:59:59

Genarated on:

1/25/2012 15:07:12

RC & Hold Return %o
Options Calls Calls Return
Calls

138 78 56.5%

i gall 6 Heid

€ SlimmarvE AR G

Executive Summary

Results
Queue

Sp_ServiceOrder

% Return

Hold Hold Calls
only
60 43.5% ¢

Version 4.0

After
VirtualQ DateBook Hours
o o Q

gl

Al Successful % e %% s Call Event %
Return Reconnect Successful Connected Cancelled Abandon Not tinsuccessful
calls Reconnect to an Agent Recelved

Total 78 70 89.7% 85.9% 0.0% 3.8% 0,0% 10.3%
VirtualQueues 78 70 89.7% 85.9% 0.0% 3.8% 0.0% 10.3%
VirtualQueue via Web ¢ 0 0.0% ©.0% 0.0% 0.0% 0.0% 0.0%
Appolntment ¢ 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appalntment via Web a ] 0.0% 0.0% 0.8% 0.0% 0.0% 0.0%

Successiul 1st 2nd 3rd 4 or More

Reconneact Attempt Attempt Attempt Attempts

Total 70 63 5 2 0
VirtualQueue 70 63 5 P4 0
VirtualQueue via Web L] 0 4] o o]
Subtotal » A 70 63 5 2 ]
Appelntment 0 0 0 g 0
Appointment vlia Web 0 0 o] 0 o
Subtotal + B 0 0 ¢ it 0

iegtai

Gllliack Duiihie chis

Total CBDC %% Kept
Calls Original

call

0 0.0%

% Xfar to
Top

©.0%

®a Xfer to %s Cancel
Hold Original and
Disconnect

0.0% 0.0%

Pagz 4 of 4

Successful Reconnect

Total Saved Minutes

Average Saved Minates /
Return Call

Total Dollar Savings @
0.02 ($/minute)

Average Dollar Savings /
Return Calt

Connected to

an Agent

67

Hedian

00:00:47

70

$0.12

Average

00:01:14




CVIRTUAL HOLD ™

Queucinio Reports

127172011 00:00:00
thru
1273172011 23:59:59

Dates:

14252012 1510:47

Ciwricratess oo

RC & Hold Reaturn %
Optlons Calls Calls Return
Calls

14,717 10,164 69.1%

EEY Tyge simiave Al e e B G Gl i Ui

Executive Summary

Results
Queue

% Return Calls
Hold Hold Only
4,553 30.9% 0

b L b et S

VirtualQ DateBook

Version 4.0

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

Total 10,164 8,982 88.4% 85.8% 1.7% 0.9% 0.0% 11.6%
VirtualQueus 10,094 8,925 88.4% 85.8% 1.7% 0.9% 0.0% 11.6%
VirtualQueua via Web 4] Q 0.0% 0.0% 0,0% 0.0% 0.0% 0.0%
Appointment 70 57 81.4% 77.1% 2.9% 1.4% 0.0% 18.6%
Appointment via Web 1] o] 0.6% 0.0% 0.0% 0.0% 0.0% 0.0%

Bl Tine

Successiul ist 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 8,982 7,626 951 324 81
VirtralQueue 8,925 7,581 939 324 81
VirtualQueus via Web i) 0 0 0 0
Subtotal ¢« A 8,925 7,581 939 324 81
Appointment 57 45 12 [\ ]
Appolntment via Web /] Q 0 Q 0
Subtotal « B 57 45 12 o 0

TR
1

Successful Reconnect

Total Saved Minutes

Average Saved Minutes /
Return Call

Total Deollar Savings @
.02 {$/minute)

Average Dollar Savings /
Return Call

8,025

238,964

27

$4,779.28

$0.50

Total CBDC % Kept
Calls Original

Calt

102 77.5%

% Xfer to % Kfer to % Cancel
Top Hold Criginal and

: Disconnect

21.6% 1.0% 0.0%

Page 1ol 4

i
fta3
o

Connected to

an Agent

8,717

Median
00:00:17

Avarage

00:00:22




VIRTUAL HOLD™

Queuelnfo Reports

12/1/2011 00:00:00
thru
12/31/2011 23:59:59

Dates:

Gunzrated on: 1/25/2012 15:10:07

En_Combo

Executive Summary

Results
Queue

Version 4.0

RC & Hold Return %%
Options Calls Calis Return Hold
Calls
14,644 10,125 69.1% 4,519

RS GAlIR

Yo

Hold

30.9%

L RET e

1

s R e o e

Return
Calls Af
ter
Only VirtualQ DateBaok Hours
Q 0 0 \]

All successful Y% K % o Call Event %%
Return Reconnect Successfut Connected Cancelled Abandon Not Unsuecessiul
calls Reconnect to an Agent Received

Total 10,125 8,349 88,4% 85.8% 1.7% 0.9% 0.0% 11.6%
virtualQueue 10,055 8,892 88.4% 85.8% 1.7% 0.9% 0.0% 11.6%
virtualQuaua via Web 0 0 0.0% 0.0% 0.0% 0.0% £.0% 0.0%
Appolntment 70 57 81.4% 77.1% 2.9% 1.4% 0.0% 18.6%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Suctessiul 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Total 8,949 7,594 850 324 B1 Successful Reconnect 8,892
virtvalQueue 8,802 7,549 938 324 :H Tota!l Saved Minutes 238,960
VirtualQueue via Web [} 0 0 0 0
Average Saved Minutes /
27
R
Subtotal ¢ A 8,892 7,549 938 324 81 aturn Call
57 45 12 0 4]
Appolntment Tatal Dollar Savings @
0.02 i $4,779.20
Appolntment via Web 0 0 0 0 [+ 0 ($/minute}
Subtotal + B 57 45 12 ¢ L] Average Dollar Savings / $0.50

Gisclisdtinay

Total CBRC %% Kept % Xfer to
Calls Original Top

Calf
102 77.5% 21.6%

%% Xfer to
Hold

1.0%

<% Cancel
Original and

Return Call

Disconnect

Connected to
an Agent Medlan Average
6.0% 8,686 00:00:17 00:00:22




VIRTUAL HOLD ™

Quoueinfo Repoits

Dates:

thru

12/1/2081 00:00:00

12/31/2011 23:59:59

Generated on:

1/25f2012 15:10:07

Executive Summary

Results
Queue

Sp_Main

Version 4.0

AC & Hold
Options Calls

33

RetifCe

Return
Calls

%

Return
Calls

60.6%

% Return
Hold Calis
only
13 39,4% a0

After
VirtualQ DateBook Hours
L] 0 0

Al Successful % % % % Call Event %
Return Reconnect Successful Connected Cancalled Abandan Nat Unsuccessful
calts Reconnect te an Agent Received

Total 20 16 80.0% 75.0% 0.0% 5.0% 0.0% 20,0%
VirtualQueve 20 16 80.0% 75.0% 0.0% 5.0% 0.0% 20.0%
VirtualQueue via Web 0 [} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment 0 g ¢.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment via Web 0 -] 0.0% 0.0% 0.0% £.0% 0.0% ¢.0%

Successful 15t 2nd 3rd 4 or More

Reconnect Attempt Attampt Atternpt Attermipts

Total i 16 15 1 0 o
VirtuaiQueue 16 15 H 0 Q
VirtualQueue via Web 4] Q 0 V] 0
Subtotal v A 16 15 1 [ 0
Appolntment ¢ 0 [ 0 o
Appolntment via Web i 0 & 0 0
Subtotal + B 0 1] 0 o o

Successful Reconnpect 16

Total Saved Minutes 3

Average Saved Minutes /

Return Call 0
Total Dollar Savings @
0.02 ($/minute) $0.06
Average Dollar Savings /

%$0.00

Return Call

Total CBDC
Calls

% Kept
Orlginal
Call

0.0%

%% Xfer to
Top

0,0%

%% *fer to % Cancel
Hold Original and
Disconnect

0.0% 0.0%

Fage 3of 4

Connected to

an Agent Medlan Average

15 00:01:16 00:0t1:5¢




VIRTUAL HOLD™

Cuicueinfo Reports

12/1/2011 00:00:00
thru
1273172011 23:59:59

Dates:

12572012 15:10:07

Genurated on:

Executive Summary

Results
Queue

Sp_ServiceOrder

Gillsp

L ohtion il

Version 4.0

RC & Hold Return % L] Return
Options Calls calls Return Hold Hold calls
After
Calls Only virtualQ DateBook Hours
40 19 47.5% 21 52.5% 0 o Q 1]
A ST T e S e e A e
i CAL RESU(E ByiTvbe Silntis e CIEad thaR GO
All Successful % o %o S/a Call Event %
Return Reconnect Successful Connected cancelled Abandon Not Unsuccassful
Calls Reconnect to an Agent Recelved
Tatal 19 17 89.5% 84,2% 0.0% 5.3% 0.0% 10.5%
VirtualQueue 19 iz 89.5% 84.2% 0.0% 5.3% 0.0% 10.5%
VirtuaiQueue via Web 0 [} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment 0 ¢ 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or More
Raconnect Attempt Attempt Attempt Attempis
Total 17 17 ¢ o 0 Successful Reconneact
VirtualQueue 17 i7 4] 0 4] Total Saved Minutes
VirtualQueue via Web 0 1] ] a a
Average Saved Mlnutes /
Return Call
Subtotal « A 17 7 0 o 0
o ] 0 0 0
Appointment Total Doilar Savings @
0.02 inut
Appointment via Web ¢ 0 0 4] Q ($/minute)
Subtotal « B 0 +] o 0 [1] Average Dollar Savings /
Return Call
AR
RetdT

Total CBDC o/ Kept
Calls Original

call

0 0.0%

% Xfer to

Top

0.0%

o% Xfer to 9% Cancel Connected to
Hald Original and an Agent
Disconnect
0.0% 0.0% i6

Page 4 of 4

Medlan

00:01:43

17

$0.02

Average

00:01:56




MoPSC Inquiries/Complaints

| (*Awaiting receipt of information,
which is provided to MGE by MoPSC staft)

* Gay Fred has requested that she no longer be
required to provide this information for this report.




Customer Service Organization Chart
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Customer Service Staffing
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Number of Estimated Bills

(Including consecutive estimates)




o

o

o

[

[w] [

(o] o)

[ ] L)

oo

:|ejo} uoibay

HLIHON ALID SVSNY

OW 'Hd3SOr 1S

OW 'LIWANS 8331

O 'ALID SYSNWH

O "DdNGSNIYYYM

QIO|Mi— O™

OW 'FONIANIJIANI

:UoIe20T

[EJ0] pUBIS) [SUIuow +6 | stpuows g | sipuows £ | sypuow g _mchE g [ sqpuow ¥ [ swguow ¢ [sypuow z | yyuow ]

NOIDZIY ALID SYSNVM 3o

o

o

o

o

o

<

T EWIOTIINGOLSVaA

e

:1ejo] uoibay

OW 'LLINOW

OW_‘NIdor

:uoneosoT]

[£30 ] pueto | syjuow +6 | syjuow g |syjuow L [syuow ¢ fsyiuow g [suyuow + {sypuow ¢ fswpuow z | yuows | |

NOIDTY NYIHLNOS =)

HOd AMVININNS Y313 d31VINILSE

LL-NVE




o

o

o

LSAVIOLFINA 01 ¥VIA

je ] L]

Qo

1Je303 uoibay

HLHON ALID SYSNYY

OW 'Hd3sSOor ‘1S

OW "LIWANS §.337

O "ALID SYSNWM

OW 'DUNGSNIHHVM

fun g fam } [op j fan} fanj {an )

O 'IONIANIJIANI

1UoIIe207

[ejoL pueio |syjuow +6 |syjuow g |sypuowt 2 [sipuow g sypuow g [sypuow 1 [supuow ¢ [syuow z | wpuow | ||

NOIDSY ALID SYSNVA 3y

o

o

o

(e ] fun)

oo

[} {en)

le10 ] uoibay

o

OW "L IINOW

OW_'Nidor

TuonReso

[ejo | puels |syuow +5 | syuow g | syuow L [syyuow g | syuow g [syyuow I suypuow ¢ [syuow z | yguow | ||

NOIDIH NYIHINOS =3

d0Od AJVININNS ¥313IN G31VINILSS

Ll-934




SV EOLEZIVA-O1I-EYHA

112303 uoibay

H1HON ALID SYSNYH

O 'Hd3SOor '1S

OW "LINNNS 8331

O "ALID SYSNY

O "DYNGSNIHYVYM

OO [O[O ]~
—
™

OW "IONIANI4IANI

U0iedoT]

NOID3H ALID SVSNVM -3u

lejo) puel) | supuows +6 |suyjuow g |syzuou ; | sypuow g {syuow ¢ [sysuow ¢ | supuow ¢ [syjuow N_ ypuows 4

0 0 0 0 0 0 0 0 0 0 S SIVIOL NGO L NYEA

0 0 0 0 0 0 0 0 0 0 :[e30 |, ucibay

0 0 O "LIINOW

0 0 OW_'NINdOr
IUOIEI0T]

jero L puess) | syuow +6 |suyjuow g | syjuows L [ syuow g {syyuow g {syyuow ¢ {supow ¢ [sypuow z | yyuow ¢ |

NOIOZFY NYH3HLINOS (3

L1-4VIN
HO4 AYVININNS ¥31IIN AILVINILST




6L 0 0 0 0 0 0 L gl SISV IO L FIVAO MY I A

¥ 0 0 0 0 0 0 0 v 1230} uoibay|

0 0 HLYON ALID SYSNW

0 0 OW ‘HJ3SOr 1S

0 0 OW "LINWNS S.337

v v O "ALID SYSNW

0 0 OW "DUNISNIHHVYM

0 0 OW IONIANIJIANI
uonedo

[e}01 puels {syuouw +6 [syuow g _mchE L [stpuow g _mﬁcoE g _mcucoE v | sypuow ¢ [stpuowi z | tuows | ||

NOIOZY ALID SYSNVM T

[w]

o

o

SIWIOLIIVA-OL-UVIA

OO

oo

oo

[ Yo

‘|ejo] uoibay

o

OW "L1INOW

OW _‘NIndor

1uoneI0T

[ejoL puBIS) | suuows +6 [ syjuow g [ sipuow 4 Jstpuows g [syjuow 6 [ syiuow  [suuow ¢ [sypuow z | yuow | ||

NOIDTN NYIHLNOS Ty

Ll-ddVv

d0d AYVINIANS d313IN d31VINILS3




SSIVIOLIINVO- O aVIA

Jo] Les)
o~

oo

(o] Le]

fan ) Lan]

oo

12103 uoibay

HLHON ALID SYSNY

OW 'Hd3SOf 1S

OW "1LINANS §.331

O 'ALID SYSNWM

O 'DYNISNIHUYM

O[O |N]|O|N

OW "IONIANIJIANI

:UoI13e207

(2301 puels) |syuow +6 [siyuow g | sypuous / | siuow g |sipuow ¢ | stpuow v _ syuowl ¢ _mchE Z| wuow |

NOIOTY ALID SVSNVA 3d

o

o

o

o

o

SIVIOL FLVAOL-HYIX

L

[}

D

:[e1o1 uoibay

OW "LIINOW

o

OW_'NINdor

:uoiea0T

[e10] puels) [syuow +6 |syiuow g [syjuow L | sypuow g | syuows g | syguows ¢ | sypuow ¢ [ suyuow z | yyuow | |

NOI9FY NYIHLNOS 3

d04d AYVININNS J3 1IN A31VINILST

LI-AVIA




i CSIVIOL ILVA-OL-EVIX
S :Jejo} uoibay

o

©I&
oo
(o)
oo
oo
<
[an ] [en)
—

[4 HIMON ALID SYSNVA
O 'Hd3S0r 1S

OW "LINNNS S.3371
OW ‘A LID SYSNYA
O "OUNISNIHHYM

OIN 'TINIANILIANI
TuoREeIoT

CIOIT|O{O|N
~
(3]

o] puels) [sypuow +6[supuou g [stauow ; [stpuow g {suyuow g [syuow ¢ [ syuow ¢ [ syuow z | yuow 4 | NOI9ZY ALID SVSNVX T

i SSIVICLIIVA-OL-HVIA
14 ¥ :1e30] uolbay

g OW 'L 1IINOW

¥ ¥ OW _'NINdOf

:UonEeso

[e10 pueso [sypuow +6]suiuow g [sypuowl 7 [sypuout 9 [sypuow G | sguow | sipuow ¢ fsyjuow 2 | yguow | f NOIDZa N¥ZHLNOS ‘Tl

LI-NNr
J0d AMVININNS ¥313IN d3LVINLLSE




e ] [e)]
o

o

~

S IVICE IIVAOL-NYIX

oo

oo

:|e3j0} uoibay

HLION ALID SYSNWMA

O 'HdaSOr 1S

OW "LINNNS 331

O ALID SYSNWY

O "DUNGSNIYHYM

OO |[OO]|OD

OW "IONIANIJIANI

:uoIEed0T

{2101 pUBIS) [Supuoul +6 |sypuow g [siguow / [stauow g [ suuow g [sypuow v | stpuow ¢ fstpuows z | yyuows |

NOIDIN ALID SYSNYMA 3

jo]

o

(=]

o

o

SSIVICT VA OIYIA

(=]

[ejo | uoibay

OW "LLINOI

(<o} {en}

OW _'NINdor

:uonesoT

(2101 puels) |syow +g [ syuow g | syjuow ml_mﬁcoE g [ sypuows G [ stpuow ¥ [ syyuow ¢ [syuow z | ypuows | ||

NOIOEAY NMAHINOS =y

A0d AAVININNS ¥313IN A3 LVINILSS

Li-inr




—

CSAVIOLIIVA-0I-8YIA

oo

(=] o]}

‘|e303 uoibay

HLHON ALID SYSNYA

OW 'Hd3SOr "1LS

OW 'LINNNS s.3371

el 1o

OW 'ALID SYSNWM

O "OENGSNIYHVYM

OO [O]|NO|N

OW 'JONIANILIANI

uclleaon

[e101 pueis) [supuow +6 | sypuow g | syuow 7 [syjuows g [suypuows g | supuow 1 | syjuow ¢ [sypuows Z | yguow | |

NOIDIH ALID SYSNYH -3

(o]

o

o]

Q

[an] L}

ejo ] uolbay

OW "LLIINOW

ho gl L

OW ‘NIIdor

Uoneso

|2} puBID [syiuow +6 [suuow g [syuous / [supuow g [syjuow ¢ [supuow p | syuow ¢ | siguow z | yuow | ]

NOIOZN NM3H1NOS 3]

HO04d AUVINANS J313IN d31VINLLSE

LL-ONV



€9

(]

o

o

-~

SSIVIOLIIVA'OL-UVIA

QD

:Je10} ucibay

HLAON ALID SYSNVA

OW 'Hd3SOr 1S

OW "LIWANG S.3371

OW "ALID SYSNY

O "OUNISNIHHYM

OO [N~ O]~
b

OW "IONIANIJIANI

1UonEesoT

NOIO=Y ALID SVSNVM -TH

[44

o

[=]

o

-SIVIOLIIVAOLAVIX]

oo

o

(=]

‘[ejo]) uoibay

OW "LLINOW

OW_'NINdOr

:uoneson

[e10] puels) |syjuow +6 | syjuow g | sypuows L [ sywow g [ sywow g fsyuow ¢ [ sypuows ¢ [sypuow z | yguowr | f

NOIOFH NYIH.LNOS 3|

d04 AAVINANS {313 d31LVINILLSE

Li-d3s




o

(] [en)

o

L

SSIVIOL FIVAOI-EVIN

:[e303 uoibay

HLHON ALID SYSNYA

OW ‘Hd3sOor '1s

O "LINWNS S.337T

OW “ALID SYSNWA

O "DHUNGSNIUHVYM

[=] [R50 Fat ] L] (o]

O O|MIN|OIM

OW 'FONIAN3JIAN]

:uoREd0T

[BJO1 PUBID) |SUFuoW +6 | supuow g |sypuow 7 |supuow g |sypuow g | sypuows ¢ | stuow ¢ [ syuow Z | puow | |

NOID3IYH ALID SYSNYM -3

¥

o

o

[}

o

o

o

[}

ojo

:je3ol ucibay

o

OW "L1INOW

OW 'NINdOr

uoes0n

lejo puels |suzuow +6 |sypuow g |syuow / [syuow g | syjuow g | sypuow | syuow ¢ | syuows z | yuow |

NOID3H NYIHLNOS Fd

HO4 AMVIANINNS ¥313IN A3LVINLLSH

L1200




78

(@)

~—

—

oo

Qo

Q

:je1o} uoibay

HLHON ALID SYSNWM

OW ‘Hd3SOf 1S

OW "LAWNS 5331

O “ALID SYSNYM

OW "OdNGSNIAAVM

QIO IMIN|O|—

O 'IONZAN3IJ3ANI

UOIB20T

NOIDTH ALID SYSNVM T

¥e

]

o

o

e

oo

<

ez uoibay

OW "LIINOW

OW_'NI1dOr

:uone207

|2101 puels) |syjuous +g | syuow g | syiuow L { sypuowl g | sypuow 6 [syuow ¢ [syyuows ¢ Tsyyuow z | yruows |

NOI93d NH3IHLINOS 3FY

L1-AON

d0d AYVININNS ¥313JIN d31VINILSS




i USIWVEOL FIVAOTEYIX
8 0 0 0 0 0 0 0 L L |10} ucibay

HIHMON ALID SYSNYMA
OW 'Hd3SOor 1S

Z OW "LINANS 8331
O "ALID SYSNWM

O "DUNISNIHHVYM

OW 'FONIUNIJ3ANI
1UonEd0T

OO INIOIo
~
w0

le3o1 pueld | syjuow +6 [supuoi g [stpuow 2 [sqyuow g [syow g [syjuow ¢ [ syuow ¢ Jsypuow z | yuow | || NOIDIY ALID SYSNYM 3d

T4 0 0 0 0 0 0 0 0 Y4 o TSIVIOL IIVEOEAYIX

L 0 0 0 0 0 0 0 0 L [ejo ] uoibay

0 0 0 OW "LLINOW

b 0 ) ON_NIdOF
IUonesoT

fejo puers | syjuow +6 [ sypuow g [sysuow 2 [syyuow g [ sypuow g [syzuow v | sypuow ¢ fsujuow z | yyuow | ] NOIOFN NN¥3H.LNOS Ty

L1-03d
HO4 AMVININNS dU3.1L3IN dd1LVINILSH




List of Customer Pay Station Locations




TEBT9LE-LTP
Pr88-T9t-918
0062-T$Z-918
0S80-975-L1F
£S4P-8E7-918
008Z-9EC-LTY
PTOT-BSE-L1IY
GGy
E0ro-IvL-9T18
99T9-STLLTY
8TOETISLIY
00E9-€L9-LTF
SLBT-LRLLTY
TIH-E5E918
0019-6£/-918
£599-59/-918
VLT TLV-918
TELr-E9E-918
006/£-198-918
GEYT-YIEOTE
£00T-8£C918
0S46-7EC918
0S/677€C918
OTCECH6L9T8
00ZT-$55-918
0945775918
QLL-PSEITE
LLTT-9EG9T8
0059-75v-918
88TH-rZZ-9T8
QZLLVES-LTY
0Z90-8SE~£1F
Trre-7€9-918
881E-£LET-9TE
ZTLT-1Z6-9T8
TTLI-Ti6-918
8BTT-6ZH-099
[9/5-€81-918
ESTLTESITS
ESTL-TEGITE
Z009-28L-LTY
6£65-5¢5-918
9.LL-891-9T8
$600-28¢-918
0089-CEE-9T8

aucyd

Lo O
75019 omn
PZTHO O
TO8Y9 ol
POSHS ow
80259 O
9EBY9 Ol
52969 on
TSI on
PTLS9 onw
058r9 on
0L8YS O
BELSS ol
EETHO o
8LOV9 O
YETHO oW
TITH9 O
OrIvy ow
§TIY9 ow
90519 ow
¥OS5H9 oW
9059 on
9059 oW
890t9 On
T8OY9 oW
98019 O
STITHY O
$5019 o
6Tt ow
TOvS Ol
YO8YY ow
9E8Y9 oW
67rY9 o
¥ZOr9 oW
0ETPY ow
OEIrS on
£60t9 oW
bzans] (o]
0TTrS O
0TTH9 oW
TOSYS ow
TO8YS OW
8TTY9 o]}
0E0v9 On
¥ITPO oW

diz sleis

z 301 °d

s3uudsg opeioq [3
aouapuadapu)
Ay sesuey
uydor

ydasor 15
nauo
aseypued
alassen

Ao sesuey
eXIN

oysoan

Aud qgam
agnday
UMOIARY
1enaag

Ay sesuey
Al sesuey
Al sesuey
A3 sesuey
ydasor 1s
ydasor 1
ydasor g
ydasor ig
Ausgn
IMUING 5,987
HWWNS 5337
Aug sesuey
souapuadapu|
JLOISPR|D
s3unuds anig
uydor
afeyued
UOISWED
s3unds Jo15]a0x3
Ay sesuey
A1 sesuey
gingsualiem
Aup sesuey
Ay sesuey
A sesuey
undor
LINIANS S,331
INOLSAYTD
MAATNVYED
Auo sesuey
A

TE-YS SOST
19908 PIEZ "3 bTLIT
SNUINY mu:wvcmamvc_ ZEST
dUET UBPIBIN OSBT

"INy MET £I6Y

PUBDAD[D '3 OSTZ

SNUIAY RIS *AN €27T
U "8 L6

PEOY SILOYNEA MN Q079
"PAIg ABSSBIN °N 00

PAIg OYSOIN S OQ0T
JRYLIYIRIA M E0ST

1523 09 AMH SN £T0T
Homndy 3Fpry an|g 0EOS

IS UIBIAL 6TT

palg @3pry @n|g 0L0T
Aempeoig 00RE
15PIE9 I ST9T

15 YI6E "3 00Y

Ay UPaIS ZOZT

12248 |iyBuy FT0L
Aemudig 399 YLION 10T
AemysBiE Y28 YHON 10T
19315 Sesue)y ZEET

pesy piem ms OTE

Py 2014 3N TOE

peoy poomadul *I*N L0
'S 132415 PIET "3 STST
Padsoid ‘N LTTL

Ot AemydiH SN 352MYINOS TOS

BAY plIg 7O0T

13345 el 7T
IUIBA N EOET

peoy 14 umoiD 65T
dede] 09 3 602
|ieUB] 0% "3 60T
Sunop 3 0ty
InuIAy 3udpuUadapul 9027
Uiy 3 5TTT

Wiy 3 STET

NS YLL M EDL
avOyd GV MS 00

AVAADIIIVYL YO HIMON £S24

133918 NIVIN £0€9
peoy [lewsonm L8438
1552.ppY

7107 “1¢ Aaenuel
SNOILVIS AVd

1oeunsadng spoosn,
gnig s nemm

X0g Ysed YL

£53#1910) g s Anwg
IARS N HoBS

S 4N 3214 Aawiey
TZH 91N 331 Aowey
SL# JoUNY 20Ud fowey
1IN By Brld

SGH J21INTD L4

BT 49110 919

E£TH o1 921id

LT# 19100 901
2ouelddy s,uewIo0g
Aoeunieyd te1|noad
Buysen sy ey Aduocyy
ssa1dxz Asuon
Aemyliyl onan
Aemapyt s uoen

5,IBAG)

$,3BAOY

TS5 FBA-AH

ZSST# 99A-AH

Avagi - #EETH 29A-AH
T8ETH DIA-AH

ORETH IOA-AH

TZET# 2aA-AH
SoudpudIpul - D9ZTH A-AM
JUOISPE|S - GTTTH IN-AH
sBunidg ang - ££0T# 99A-AH
8# Vel pood sileH
21016 AEQOI5]

HeW ALunod uoJawed
Adeuleyq s,umaolg

ysald ung Aemsjred ang
Ysa44 ung Aemjied anjg
e Auno) o1-1g
uUmed anuasy

1ouely 3|ddy

e 9ddy

e pood g9 uads
GEETH $594dX3 yse) 30Y
9EETH 5533 YseD 0V
SEETH 5591dx3 YsED FIV
Buse) H29YD INOK HT
awey 31015

1516
TS08
1856
1626
TTL6
TSv6
TZS6
18204
TO00T
085
1808
1916
6
1520t
TTT0T
TZL0T
T0S6
TyZ0T
TZ00T
1046
FYA%:
fanss
T1ie
T5S6
1208
1408
1086
16¥6
T200T
T8¥6
TETOT
TLO0T
T9¢0T
TE66
€566
T966
TLT6
TES6
Z106
T106
Tro0T
T0T0T
16001
T300T
TTZ0t
di
43|19 1ady



1Ald QCT60 - WY COL0 “ABPUNS | IALG 0060 - WY 00:20 tAepanles |INd 0060 - Y 00°L0 :Aepid [1Nld 00160 - tNY 00:20 AePSiRULIIA 00160 ~ Y 00:£0 *Aeps3upamlnid 0060 - WY 0020 HA2pSanL!ING 00:60 - INY 00:£0 Aepuoly
Q350712 *Aepuns|a3sOTD ‘Aepanies|Nd CO:SC - INY 0060 :AePild | INd 00750 - WV 0060 SABPSINGL [N 00:S0 - IV 00:60 “ASPSSLPaM | Nd 00:S0 ~ WY 00:60 1ARPSan) [ N4 00:S0 - WY 00160 :ABPUOIA

@35017 Aepunsiing 0F:00 - WY 00:0T :ABPINIRS [ IAd 0SS0 - Y 00°60 *AePid | INd 0S:S0 - INY 00:60 ABPSINYL [INd OSSO - INV 0060 :ABPSIUPaM | 1Nld 0550 - IV 00:50 *ARPSINL [INd DEIS0 - WY 00:60 ‘ARpUCIy

Wd D080 - INY 00TZT *Aepunsg|iNd 00:20 - Y 0020 "Aepanies|nd 0080 - INY 00:80 :ARPLI | Mld 00:3C - WY 0030 Aepsinyy, | Nd 00°RC - Y 00:30 :Aepsaupan| tid 00180 - WY 0080 *A2psany find 00:80 - IAY 00780 ‘Aepuom
0350713 :Aepuns|iNd 00:60 - INY 00:80 Aepnies|INd 00:60 ~ NV Q080 *APIL | INd 0050 - WY 00:80 :ARPSINUL | INd 00:60 - WY 0080 :AepSaupsm [ Ind 00260 - INY 00180 ABPSRNL [Iad 00180 - NV 00:80 tAepuoiy

Wd 00°TT - WY 00:90 *Aepuns|1Ald QOSTT - AV 00:90 :Aepinies|iNd 00T - WY 00:90 :ARPLIZ | I OCITT - WY 0090 MARPSINYL [IAld 00TTT - LY 00290 ‘ABPSIUPaM | INd OCSTT - INY 00:90 :Aepsan) | INd 00:TT - IV 0090 :Aepuoiy
Ad 0£:20 - INY 00:60 *ABPUNS | INd OE£0 - NV 00:60 *ABRIRIES [ INd OF:£0 - NV 00360 :ABPLIE [Nd DE:£0 - WY 00360 HAepSINUL]INd OE:20 - NV 00:60 :APSIUPaM N OF-£0 - INY 00:60 *ABPSONL | INd 0S:£0 - NV 00:60 "Aepuoln
IAld Q0T - WY 0010 tABPUNS | Ild 0OW0T ~ WY 00120 tAepanies | d D00T - INY 00:LC (ABPHL | Wd Q00T - INY 00120 tAepsinuy [ING Q00T - IV 00-£0 tAepsaupam A Q00T - INY 00120 tAepsany {INd 00T - WY 00:20 ABpuoln
d 00:60 - WY 00:0T *AepunSINg 00:60 - INY 0080 Aepunies| g 00160 - INY 00120 *Aepiid [IAd 00560 - WY 00:£0 SA2PSINUL | d 0060 - NV O0:20 “Aepsaupam | ind 0060 - WY 00:20 :AepsanLINd 0080 - WY 00:20 *Aepuoly
Wd 00:0T - Y 0€:£0 :ARBuUns | ING QOZ0T - NV GE2L0 HARPIMIES | NG 00:0T - INY 08220 JARP1ad | g 00T - WY 0€:L0 “ARPSINYL | Ald O0R0T - INY DE£0 *ARRSIUPIM g 00:0T - INY 05720 *AepsantliNd O0:0T - WY CE-20 *Aepuoiy
d 00°TT - WY 00:£0 *Aepuns|iNd O0°TT - INY 00-£0 Apunes{INd 00:TT - WY 0020 *AepLid | Id 00T - Y 0020 SARPSINUL| g OOSTT - INY 00-£0 -ARPS2URAM [N 0OITT - INY 00-20 :ABPSINL] INd O0FTT - NV 00-£0 *Aepuoly
Wd Q00T - Y 0080 HAepung | 1nd D0°0T - INY Q0080 tAepaniesing 00I0T - Y 00°80 *Aeplid N 00:0T - INY 00:30 tAepsIni] [ IAd 00:0T - IV 0080 "ARPSIULIM | INd 00:0T - NV 00:80 ARPSINL [1nd DOI0T - IV 00180 :Aepuoln
I QOIZT - 1Y 00:90 *ABPURS Ay 00T - Y 00:90 “AepInies |y 00:ZT - WY 00:90 :Aeplad [Iav Q0T - MY 0:9C *Aepsanu [ INY 00:ZT - Y 00:90 :ARPSIUPIM L INY O0TZT - Y 00:90 :ABpsanL Ay 00ZT - INY 00:90 tAzpuola
INd COFE0 - WY 00°TT *ARPURS |G 00:90 - WY 00730 :Aepamies|INd 00:90 - Y D0S80 'ARPL |INd 00:90 - INY 00:80 AepsiniL [INd 00190 - INY 00:80 2ARRSSUPIM [N 00780 - WY 00:30 *ARPSSnLL NG 00:90 - W 00:80 'Aepuoy
43507 tABPUNS{ING O0ITD - INY D060 tAepumies | INd 0TS0 - WY DQI60 :ARDIA |Wd 0£:90 - Y 00:60 *ARPSINYL|INd 0E:90 - WV 0060 *Aepsaupan | ind Q£:90 - INY 0060 :ABPSINL]IAld BE'90 - WY 00:60 :ABpUCKY

Wd QG190 - INY 00:ZT JARPUNSTIA 00160 - INY 00:60 :Aepanies | Nd 0010 - WY 0060 ABPLM | INd 00E0 - INY 00:60 *ABPSINYL|INd 00:60 - INY 00I60 ABPSIUPRA [ d 00160 - WY 00060 HABPSSNL Al 00:60 ~ INY 00:60 ABBUCH
LT

Wd 00320 - WY 00:L0 Aepuns |IAd 00120 - INY 00:20 “Aepinies | IAd 00520 ~ WY 00:20 Aepu3|INd 00320 - WV 00:£0 *AepsinyL | INd 00:£0 - INY 00:£0 :AepSaupaming 00:20 - WY 00-20 :Aepsan |ind 00:£0 - INY 0020 HAepuoln
Wd 00°90 - AV 00°£0 A2puns | 1Al 00:60 - WY 00:20 :AeRImes [IAld 00560 - WY 00:£0 *AepL3|INd 00160 - IV 00:£0 AAepsiniyl [IAd 00160 - Y 0020 AepSSupam ] ING 00160 - INY 0020 :Aepsan | IAd 0060 - Y 00:£0 ARpuLola
Ind 00:60 - 1Y QOI8O tAepuUnS | Nd 0S80 - Y 00:£0 tARPINIES | 1d OE160 - N 00:£0 TARPUZ [INd OEI60 - INY 0070 HAePSINUL | INd 0TI60 - NV Q0720 :AepSaupam NG D860 - Y 00:£0 Aepsan) | INd SIS0 - MY 00120 Aepuol
13 0060 - INY D0-80 Aepuns [ INd OF:60 - WY 00:20 Aepanies | ind DE:60 - INY 00:£C “ARPL | 1Nd DEI60 - INY 00520 AePSInUL [N D160 - Y 00:£0 TABPSIUPIM |INd OEI60 - INY 00120 AepsanL [INd OE:60 - WY 00:L0 tAepuon
A D060 - WY 00:£0 *ABPUNS | INd OG:60 - INY 007£C ARRIN3esS | Aid 00160 - INY 00720 Aepird [1A1d 00°60 - W 00520 *ARPSInY L | INd 00760 - WY 00720 *ABRSIUPRM | 1ALd 00760 - Y 00:Z0 SARRSINL [INd Q0760 - WY 00:L0 MARpuon
Wd 00:60 - WY D080 (ABPUNS | INd 00160 - WY 0050 tAepanies| g 00!60 - INY 0040 1ARp1x | Nd 00I60 - MY 00:£0 [ABPSINYLAd 00R60 - IAIY 00340 tABPSIUPSM | INd 00:60 ~ INY QDIZ0 ABPSINL|1d 0060 - NV 00:£0 *Aepuoly
Wd 00:60 - INY 0090 ‘Aepuns [ 1d 0060 - INY 00:90 Aepanieg] g 00:60 - INY 00290 *Aeplad| N4 00'60 - INY D0R90 :ABPSINY L[ AL 00560 - IAIY 0090 "ARPSaupam [ INd 0060 - INY 00190 Aepsany [ W4 00:60 - INV 00:90 :Aepuoiy
7,74

IAld 00:CT - INY 00:90 ABpuns | INd D00T - INY 0090 :Aepimes HAd 00:CT - N 00:90 "ABPLI3 [IAId 00I0T - NV 00:90 tAepsinuyL HINd Q0I0T ~ INY 00:90 :ABPSBUPaM [INd Q0ICT - WY 00:50 :Aepsan) [ INe DI0T - INY Q090 tAepuciy
Nd 00°60 - Y 00°£0 “ABPURS | Wid 00160 - INV 00-£0 "ABPNIRS | INld 00:60 - WY 00:20 Aepild |INd 00060 - IV 0020 “ABPSINYL | INd 00760 - WY 00:£0 “AZRSSUPAA | INd 00760 - WY 007G *ARPSRL] NG 00160 - WY 00-L0 ‘ABPUOW
1Al 0180 - Y 0020 *ABpUnS | IAtd D060 - INY 00720 tABPINIeS [INd 00°60 - W 00'L0 AP [1Ald 00760 - NV Q0:£0 -ABPSINYL|INd 00:60 - INY 00:£0 ‘ABPSAUPEM | d 0060 - INV 00:£0 ABPS3RLINd D060 - INY 00:L0 JABRUOIAL
LT

Nd O0:0T - Y 00:£0 *AepunstIAld 00:0T - INIY 00720 ‘AeRImes | Nd 00T - WY 00:20 Aepid | Id 00:0T - WY 00:£0 “ARpsInyL | INd 00:0T - INY 00:£0 Aepsaupans [INd 00:07T - Y 0020 :Aepsany [iAld 00:0T - INY 00:£0 Aepuoln
WY 002 - INY 000 HARPUNS | INY 00TO - LNV 0090 HARPINIES | INY 00 TO - WY 00:90 tARpLIL | INY 0D:ZT - Y 00:90 :Aepsimyl LAY O0:ZT « WY 0090 HAeRSSupam iIAY Q0IZT « WY 00:90 tARPSIAL| Y 00:ZT - Y 00:90 :ABPUOIA
Ald Q060 - ALY 0010 ARpunS | INd 00:60 - ALY 00:£0 Aepanles | INg 00:60 - INY Q0:20 :AepU: | IAd 00760 - Y 00-£0 ARPSINYLIING D060 - NV 0C-£0 :Aepsaupam]ing 00:60 - WY 00:20 :AepSanL[INd 00-50 - WY 0020 “Aepuoiy
iid 00780 - INV 00°80 “APung | INd 0060 - IV 00:20 *A2panies [ iNd 0060 - INY 00:£C “ARPLL | Nd D060 - IV 00720 Aepsiny L |:Ad 00160 - IAIY 0020 :ABPSIUPBM |1Nd D060 - INY 00:20 *ARPSan {INg 00760 - Wy 0050 Aepuo
d 00€0 - INV OCFTT sAZPUNS | INd 0050 - WY 0060 “ARRINIES | 1Ald 0080 - INW GOS0 SARPiLd [INd D080 = INY 0060 :ARPSINUL | tnd 00:80 - INY 00:60 ABpSIUP3am |1 d 00:R0 - INY 00:60 “AePSanL |ld 00:80 - WY 00260 :Aepuoln
Q35072 Aepung | IAld 0060 - Y 0010 *ARPIMES | g DOR60 - Y 0040 *ARPLd | d 0060 - WY 00:£0 :ABPSINYLIING 00760 - INY 00740 :AePSaURam | N4 00°60 - IV 00-£0 ABPSaNL|INd D060 - WY 00:£0 :Aepuoiy

1Ald 00160 - WY 00-£0 tARPUNS | NG 0060 - INY 00:£0 sAepanies| ind 00:60 - Y 00220 *Aeplad | ned 00:60 - INY 00:£40 tAepssniyl [INd 00160 - I 00120 “ARPSBURIAM | N 00160 - Y 00:£0 IABPS3N L[N D060 - NV 00520 JABPUON
Wd 00:30 - Y 00-£0 :Aepung [ iNd OE:80 - INY OF:£0 :Aepanies] INg 0€:80 - AW 0E:£0 *Aeplid I 0180 - INY 0F°£0 IABDSIRLL TN 0E:80 - WY 0CL0 *AepSaupam | INd 08:30 - INY 0E-LC tAepsan [1Ad DSI80 - INY DEILO :Aepuo
Q350710 Aepung [ 1Ald 00790 - WY 00:0T AepsmiesAld 00020 - Y 0060 AR [IAld 00:20 - INY 00:60 SAEPSINUL [1Nd 00820 - NV 00:60 :A2pSaupam | nd 00-L0 - WY 00350 2Aepsan| TINd 00:20 - Y 00:60 ‘Aepuon

Wd 00220 - INY 00:£0 “ABPURS | INId D00 - INY 00740 AepaniesINg 00720 - WY 00:20 :ARPUd |[INd 00:20 - Y 00:£0 “ARPSINYL|INd COMLC - NV 00°L0 *ABPSIUPSM | 1Ald 00720 - INY 00720 *AepsanL|INd 00:20 - AW 00:20 :ARPUOIN
Nd 00:£0 - AW 00820 *ABPUNS NG 00120 - INY 0020 1Aepinles | Nd 0050 - INY 00:20 :ABPI | INd 00340 - WY 00FL0 HAepsiny )| INg 00RL0 - INY 00:£0 ‘Aepsaupam | IAld 0020 - WY 00720 :AepSanL | INd 00:£0 - Y Q0-£0 FABPUOIN
Q35010 *ARpuns | @350 Aepanies | Nd 00:90 - INY 0060 *ABPLA [1Ad 0090 - WY 00:60 *ARPSINULTING 06:00 = W 00760 HARpSaupas]ING 00:90 - Y 00:60 :AepsanL | Nd 00:90 - Y 0060 :ABpLOlY

Q350177 AepungliAd 00:90 - Y 00:60 ABRINIES 14 00740 - WY Q0:60 :AePUZ |l 0G:20 - INY 007G HARPSINYL]ING 0020 - INY QG:60 *ARDSIUPIM [N 0040 - WY 00360 JABPSINL|ING OG- NV 0060 SABPUBI

4350710 HAepungiid 00:90 - NV 00:60 “Aepanles|iald 00:£0 - WY 00760 :ARPUZ | 1Ald 00820 - INY 0060 *Aepsiny |t 00:£0 - N 00260 tAEPSIUPRM 1AL 00140 - IV 00360 'AepSan [IAld 00:40 - WY 0060 *ABPUOI

Q9350717 “Aepuns | Nd 0090 - NV 00:60 ABRINIES | ING 0020 - INY 00:60 “ABPUI |G 00520 - INV 0060 2ARPSINYL |1ad 00°£0 - Y O0-60 “ABPSIUPIM |tatd 00FL0 - INY 00:60 Aepsang [INd 00:40 - NV 0060 Aepuoly

LIVT
sangyssauIsng

¢z 30 ¢ *d  Z10Z ‘1€ Axenuer
SNOILVIS AVd

1916
908
1856
1626
5973
15%6
1756

T820T
T000T
1086
1808
T9v6
TG
1570T
TTTI0T
T7T0T
1096
THI0T
TZ00T
1016
rar:]
Faans
T8
1556
1208
T/08
1056
1646
Te00T
T8%6
110t
TL00T
1970T
1866
2956
1956
1716
1£56
106
1106
TH00T
TOTOT
T600T
T800T
TTZ0T
al
3|19 Iy



Percent of Service Appointments Kept
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Average Response Time to
Commission-Forwarded Complaints




Answer Within

Missouri Gas Energy
Average Response Time to Commission-Forwarded Complaints

Answer Within

Answer Within

2003 2 Business Days
Aprit 92.00%
May 85.71%
June 83.33%
Quarter 2 86.11%
July 74.01%
August 72.73%
Seplember 76.74%
Quarters 2 & 3 81.00%
Oclober 79.63%
November 76.09%
December 77.42%
Quarters 2, 3 & 4 79.76%

2004 2 Business Days
January 74.19%
February 77.27%
March 75.61%
Quarter 1 76.53%
April 63.04%
May 73.91%
June 90.00%
Quarters 1 & 2 74.61%
July 62.50%
August 65.00%
September 65.52%
Quarters 1,2 & 3 71.33%
October 67.00%
Novamber 73.00%
December 85.00%
Calendar Year 2004 72.14%

Answer Within

Answer Within

2006 2 Busingss Days
January 92.59%
February 92.11%
March 85.29%
Quarter 1 89.90%
April 90.00%
May 89.66%
June 78.26%
Quarters 1& 2 88.40%
July 91.30%
August 87.50%
September 88.89%
Quarters 1,2 & 3 88.66%
Qctober 96.88%
November 88.24%
December 93.75%
Calendar Year 2006 89.74%

2005 2 Business Days
January 91.49%
February 84.21%
March 71.05%
Quarter 1 82.93%
April 84.31%
May 80.65%
June 91.43%
Quarters 1& 2 84.17%
July 87.10%
August 79.31%
September 83.87%
Quarters 1,2 & 3 83.52%
Qctober 82.86%
November 83.33%
December 92.86%
Calendar Year 2005 84.45%

Answer Within

2008 2 Business Days
January 92.86%
February 80.00%
March 88.89%
Quarter 1 87.88%
April 92.59%
May 91.30%
June 90.48%
Quarters 1 & 2 89.78%
July 88.89%
Augusi 88.00%
Septermnber 95.45%
Quarters 1,2 & 3 91.06%
October 71.43%
November 82.35%
December 87.88%
Calendar Year 2008 87.93%

Answer Within

Answer Within

2009 2 Business Days
January 91.67%
February 88.00%
March 80.65%
Quarter 1 86.96%
Aprif 67.50%
May 80.00%
June 100.00%
Quarters 1 & 2 83.24%
July 100.00%
August 97.10%
September 95.12%
Quarters 1,2 & 3 89.18%
QOctober 66.67%
November 73.33%
December 83.33%
Calendar Year 2009 85.50%

2007 2 Business Days
January 90.48%
February 95.24%
March $8.89%
Quarter 1 91.67%
April 93.10%
May 88.88%
June 92.00%
Quarters 1 & 2 91.67%
July 94.74%
Augusl 88.24%
September 87.50%
Quarters 1,2 &3 94.48%
QOctober 93.33%
November 83.33%
Dacember 91.30%
Calendar Year 2007 90.95%

Answer Within

2010 2 Business Days
January 100.00%
February 88.88%
March 85.00%
Quarter 1 90.69%
April 94.87%
May 92.31%
June 85.71%
Quarters 1 & 2 91.80%
July 100.00%
August 88.89%
September 88.24%
Quarters 1,2 & 3 92.00%
QOctober 100.00%
November 91.30%
December 95.00%
Calendar Year 2010 92.61%

2011 2 Business Days
January 90.91%
Fehruary 94.44%
March 100.00%
Quarter 1 95.00%
April 92.00%
May 82.31%
June 100.00%
Quarters 1 & 2 94.35%
July 86.67%
August 94.12%
September 100.00%
Quarters 1,2 & 3 94.15%
October 92.86%
November 100.00%
December 20.00%
Calendar Year 2011 94,34%




Insulation of Southern Union’s MGE Operating
Division From Panhandle Business
and CrossCountry Business

Certificate of Compliance




Certificate of Compliance

—T :
STATE OF M«/ )
, ) |
COUNTY OF %/(&’P@ ) N

Richard N. Marshall, Senior Vice President and Chief Financial Officer for
Southern Union Company, of lawful age, on his oath states that:
L. For the period January 1, 2011, through March 31, 2011:

e Panhandle Energy or any direct or indirect subsidiary of Southern Union
acquiring or owning any equity interests in Panhandle were owned and operated
as a separate subsidiary of Southern Union Company;

e Southern Union Company and MGE did not, directly or indirectly, allow any

© Panhandle debt to be recourse to them; pledge Southern Union or MGE equity as
collateral or security for the debt of any Panhandle entity; give, transfer, invest,
contribute or [oan to any Panhandle entity, any equities or cash;

¢ Southern Union did not transfer to Panhandle or any subsidiary thereof, directly
or indirectly, assets necessary and useful in providing service to MGE’s Missouri
customers;

¢ Southern Union did not, -directly or indirectly, enter into any “make-well”
agreements, or guarantee the notes, debentures, debt obligations or other
securities of any Panhandle entity;

¢ Southern Union did not adopt, indemnify, guarantee or assume responsibility for
payment of, either directly or indirectly, any of the current or future liabilities of
any Panhandle entity.

2, For the period January 1, 2011, through March 31, 2011:

o. CrossCounfry Energy or any direct or indirect subsidiary of Southern Union
acquiring or owning any equity interests in CrossCountry Energy were owned and
operated as a separate subsidiary of Southern Union Company;

e Southern Union Company and MGE did not, directly or indirectly, ailow any

~ CrossCountry debt to be recourse to them; pledge Southern Union or MGE equity
as collateral or security for the debt of any CrossCountry entity; give, transfer,
invest, contribute or loan to any CrossCountry entity, any equities or cash;

e Southern Union did not transfer to CrossCountry or an subsidiary thereof, directly
or indirectly, assets necessary and useful in providing service to MGE’s Missouri
customers;

e Southern Union did not, directly or indirectly, enter into any “make-well”
agreements, or guarantee the notes, debentures, debt obligations or other
securities of any CrossCouniry entity;

e Southern Union did not adopt, indemnify, guarantee or assume responsibility for
payment of, either directly or indirectly, any of the current or future liabilities of
any CrossCountry entity.

3. that he has knowledge of the matters set forth above; and that such matters
are true and correct to the best of his knowledge and belief.




PANINEE

Richard N. Marshail

L s
Subscribed and sworn this ﬁ 7 day of M , 2011,

J
/)ZD UD AT

Notary Public

My Commission expires: ‘}; / o 0/2// o L7




. Certificate of Compliance
1/ :
STATE OF /,efém_) )
) ss.
COUNTY OF W )

Richard N. Marshall, Senior Vice President and Chief Financial Officer for
Southern Union Company, of lawful age, on his oath states that:
1. For the period April 1, 2011, through June 30, 2011:

e Panhandle Energy or any direct or indirect subsidiary of Southern Union
acquiring or owning any equity interests in Panhandle were owned and operated
as a separate subsidiary of Southern Union Company;

¢ Southern Union Company and MGE did not, directly or indirectly, allow any
Panhandle debt to be recourse to them; pledge Southern Union or MGE equity as
collateral or security for the debt of any Panhandle entity; give, transfer, invest,
contribute or loan to any Panhandle entity, any equities or cash;

e Southern Union did not transfer to Panhandle or any subsidiary thereof, directly
or indirectly, assets necessary and useful in providing service to MGE’s Missouri
customers;

o Southern Union did not, directly or indirectly, enter into any “make-well”
agreements, or guarantee the notes, debentures, debt obligations or other
securities of any Panhandle entity;

o Southern Union did not adopt, indemnify, guarantee or assume responsibility for
payment of, either directly or indirectly, any of the current or future liabilities of
any Panhandle entity.

2, For the period April 1, 2011, through June 30, 2011:

¢ CrossCountry Energy or any direct or indirect subsidiary of Southern Union

acquiting or owning any equity interests in CrossCouniry Energy were owned and
_operated as a separate subsidiary of Southern Union Company;

e Southern Union Company and MGE did not, directly or indirectly, allow any
CrossCountry debt to be recourse to them; pledge Southern Union or MGE equity
as collateral or security for the debt of any CrossCountry entity; give, transfer,
invest, contribute or loan to any CrossCountry entity, any equities or cash;

e Southern Union did not transfer to CrossCountry or an subsidiary thereof, directly
or indirectly, assets necessary and useful in providing service to MGE’s Missouri
customers;

e Southern Union did not, directly or indirectly, enter into any “make-well”
agreements, or guarantee the notes, debentures, debt obligations or other
securities of any CrossCountry entity;

e Southern Union did not adopt, indemnify, guarantee or assume responsibility for

'~ payment of, either directly or indirectly, any of the current or future liabilities of
any CrossCountry entity,
3. that he has knowledge of the matters set forth above; and that such matters
are true and correct to the best of his knowledge and belief.

¥




DL,

Richard N. Marshall

Subscribed and sworn this o'Zz/J(;of %f—« , 2011

NN

Notary\Public

My Commission expires:__ & 3// 0 %’/ o/ 5




Certificate of Compliance

STATE OF ////W )
88,
COUNTY OFWW )

Richard N. Marshall, Senior Vice President and Chief Financial Officer for
Southern Union Company, of lawful age, on his oath states that:
L. For the period July 1, 2011, through September 30, 2011:

e Panhandle Energy or any direct or indirect subsidiary of Southern Union
acquiring or owning any equity interests in Panhandle were owned and operated
as a separate subsidiary of Southern Union Company;

¢ Southern Union Company and MGE did not, directly or indirectly, allow any
Panhandle debt to be recourse to them; pledge Southern Union or MGE equity as
collateral or security for the debt of any Panhandle entity; give, transfer, invest,
contribute or loan to any Panhandle entity, any equities or cash;

¢ Southern Union did not transfer to Panhandle or any subsidiary thereof, directly
or indirectly, assets necessary and useful in providing service to MGE’s Missouri
customers;

e Southern Union did not, divectly or indirectly, enter into any “make-well”
agreements, or guarantee the notes, debentures, debt obligations or other
securities of any Panhandle entity;

o Southern Union did not adopt, indemnify, guarantee or assume responsibility for
payment of, either directly or indirectly, any of the current or future liabilities of
any Panhandle entity.

2. For the period July 1, 2011, through September 30, 2011:

e CrossCountry Energy or any direct or indirect subsidiary of Southern Union
acquiring or owning any equity interests in CrossCountry Energy were owned and
operated as a separate subsidiary of Southern Union Company;

o Southern Union Company and MGE did not, directly or indirectly, allow any
CrossCountry debt to be recourse to them; pledge Southern Union or MGE equity
as collateral or security for the debt of any CrossCountry entity; give, transfer,
invest, contribute or loan to any CrossCountry entity, any equities or cash;

e Southern Union did not transfer to CrossCountry or an subsidiary thereof, directly
or indirectly, assets necessary and useful in providing service to MGE’s Missouri
customers,

e Southern Union did not, directly or indirectly, enter into any “make- well”
agreements, or guarantee the notes, debentures, debt obligations or other
securities of any CrossCountry entity;

¢ Southern Union did not adopt, indemnify, guarantee or assume responsibility for
payment of, either directly or indirectly, any of the current or future liabilities of
any CrossCountry entity.

3. that he has knowledge of the matters set forth above; and that such matters
are true and correct to the best of his knowledge and belief,




PRSI,

Richard N. Marshall

Subscribed and sworn thlsaf 0 day of ﬂ CZO‘L’X"/LJ , 2011,

// DN D

Not ry Public

My Commission expires: ‘7?/ "/Z// s . é‘ﬁ' )
S,

oS0
e “a




Certificate of Compliance

STATE OF//,/W )
) sS.
COUNTY OF W/D )

Richard N. Marshall, Senior Vice President and Chief Financial Officer for
Southern Union Company, of lawful age, on his oath states that:
1. For the period October 1, 2011, through December 31, 2011:

e Panhandle Energy or any direct or indireet subsidiary of Southern Union
acquiring or owning any equity interests in Panhandle were owned and operated
as a separate subsidiary of Southern Union Company;

e Southern Union Company and MGE did not, directly or indirectly, allow any
Panhandle debt to be recourse to them; pledge Southern Union or MGE equity as
collateral or security for the debt of any Panhandle entity; give, transfer, invest,
contribute or loan to any Panhandle entity, any equities or cash;

e Southern Union did not transfer to Panhandle or any subsidiary thereof, directly
or indirectly, assets necessary and useful in providing service fo MGE’s Missouri
customers; :

e Southern Union did not, directly or indirectly, enter into any “make-well”
agreements, or guarantee the notes, debentures, debt obligations or other
securities of any Panhandle entity;

¢ Southern Union did not adopt, indemnify, guaraniee or assume responsibility for
payment of, either directly or indirectly, any of the current or future liabilities of
any Panhandle entity.

2. For the period October 1, 2011, through December 31, 2011:

e CrossCountry Energy or any direct or indirect subsidiary of Southern Union
acquiring or owning any equity interests in CrossCountry Energy were owned and
operated as a separate subsidiary of Southern Union Company,

e Southern Union Company and MGE did not, directly or indirectly, allow any
CrossCountry debt to be recourse to them; pledge Southern Union or MGE equity
as collateral or security for the debt of any CrossCountry entity; give, transfer,
invest, contribute or [oan to any CrossCountry entity, any equitics or cash;

¢ Southern Union did not transfer to CrossCountry or an subsidiary thereof, directly
or indirectly, assets necessary and useful in providing service to MGE’s Missowri
customers; ‘

o Southern Union did not, directly or indirectly, enter into any “make-well”
agreements, or guarantee the notes, debeniures, debt obligations or other
securities of any CrossCountry entity;

e Southern Union did not adopt, indemnify, guarantee or assume responsibility for
payment of, either directly or indirectly, any of the current or future liabilities of
any CrossCountry entity.




hat he has knowledge of the matters set forth above; and that such matters

3. th
are {rue and correct to the best of his knowledge and belief.
K\Z AL }\J w

Richard N. Marshall
70
, 2012,

Subscribed and sworn l]lIS ;/ day of Qe atd
oo

Notat Public

My Commission expires: 5y / 2 / (3

JPCYYY O
e




