Missouri Gas Energy
A Division of Laclede Gas Company

GM-2013-0254

Report for Calendar Year 2016




910T/L1/T pesinay ST0C-T0 U1 SO

abeudny ajeq Ol 1BIA Aeq 1od 314 412d s|jed
abelaay Ajyjuon oS Aeq 19d 314 13d spjed
%L ver 148 09€ LL €66 09 %TE'9 6SE'ETT ve|’'ss STSL9 S8Z°L %4 £0£’6S aLAi
%tbL vevw 8T 1344 LL €66 09 %TE'9 6SE'ETT ve|’ss STSs’'L9 S8/7°L £33 4 £0£’'6S ain
i0/AIQ#  i0/AIQ#  i0/AIQ# [4 69¢'T 69¢'T REER
[4 69¢'T 910Z/1€/1 Aepung

44 £5¢ 09 %0€'C 168'8C 086'Z1 T16'ST 599 £0T 6€T'ST MIIM

910¢/¥2/1
8T1+'9C 9LTTT ve'sT 86£'T 68 SGL'ET REEIN
oSN\mN\H

>mE3mm

£0€'eT [444Va" 7£8'T 86 262'ST M3IM
oﬁom\mﬁ\ﬁ, 4

6ET TZTST AIAM
oﬂom\m\ﬂ

_ KepSsupsii

910Z/€/T

i0/AIQ#  10/AIQ#  10/AIQ# D EER

oﬂom\m\ﬁ >mEBmm

Pa13j0 S||Bd JO % anNvayvy AWIL JWIL  YIMSNVY '3'L'd4¥dd 3714 k-0l STIVD NOLLYWOLNY Y10 TIVO  dNVaY DYO ¥IINID 41vad
RELER AVI3d  AQVEY 1ON VL 40 Q33dS| STIvO % ONIWODNI A9 GITANVH  Q3¥34d0 STIVD  oed I3ssm LDVINOD
HJINY3S DAY DAY DAY DAY Iv1l0oL Iv1OL V1oL JIYIMSNY STIVD

9107 "Alenuer
YALNID LDVINOD HIWO0LSND - ADUINA SVD IUNOSSIN



910¢/12/€ pesinay 9T0C-C0 O4uL SO

afieiany ajeq 0oL Jed4 Aeq 19d 314 19d syje)n

abesany Apyruopw €S Aeq 1ad 314 19d sje)n
%9L (1749 81 T8€ 9 (4 4 4 8T %6L"Y 890°£ST vrr6TT YTOLET  9TECT £86 TIEPTT alAi
%8L 9/ 1T oov (45 79C1 (4] %0b'E 60LEET 0T19’€9 660'0L vs'y vsS ¥00’59 aLKW

seg’e 3IM

9ToZ/6dlc

910¢/8¢/¢
M3AM
mSN\R\N

£9 %L6'Y 91’8

%1 er

>mnc:m

QHON\HN\N
JAF3m
9T ON\ON\N

Aepimes

Aepsanyl
iu@mmumwm%

‘Aepsan]

Som\ﬁ\N
LSS LST $16°ST NEEI
mﬁom\mﬂ\m

>muL:umm

;},.mewL:s 1
[0¢/0t/c | Aepssupsmy
stoc/o/e  Aepsan.

T0c/8i

9102/L/C Aepung

osg’ee 9P P +88°LT €102 921 §89'ST F3IM
6ve’ H

>mum;:;,_,

EPEEITET

mSN\N\N Aepsan]
/e Kepuol
. ¥€>,m. puns
Po124j0 S|[eD JO %  ANVEY AWIL AWIL  ¥AMSNY |'3'L'd¥3d 3Ld oV STIVD NOILVWOLNY YID TIVD  dNvay 3010 WILINID 3lvda
REV = AVIEA  AQVEH ION MVl 40 @3ads| s1ivo % ONIWODNI A9 ITANVH 4343440 STIVD  MPegIsem  LDOVLINOD
ADINY3S OAY ONY OAY DAY IVLOL IYLOL V1oL JIHIMSNY STIVD

9107 "Adenuqgey
YILNID LDV.INOD HIWOLSND - ADYANT SVD TUNOSSIN



9T0Z/¥1/¥ pasinay 9T0¢-£0 04Ul SO

abelany 2jeq ol 1edA Aeq 1ad 314 J1ad s|jen

abesany Ajyjuop €S Aeq t12d 314 12d spjed
%9L i 415 6T s8¢ 19 810’V 8t %0ty 9tZ’'s6€ 6CY'SST LT18°60C 8OVLT 6C9'T 082'06T datA
%9L 0SE [£4 £6€ 99 STTT SS %%89'E 8L1'8€T 5$86'59 £61°CL z80°‘s [474] 69+'99 alw
8t9 8 9/€ 89 82T LS %69y 816'€T 9LL'6 20T PT'T S8T £68'71 SAIM

SET'9 mmm [4 w.ﬁom\ﬁm\m >mnm5£.
o P

mSN\R\m
6TT VT MFIM
9102//92/€

Aepanies

M EET

mﬁom\mﬁ\m Aepinjes

~Aepsinyl

~ Aepseupsm

>mnc:m

oﬁom\mim
M3IM
mﬁom\mﬁ\m Aepanges

>m_um._:s.r

9102/9/¢

294°2T obb’T £s £YT'TT MFIM
>m_uL njes

. i;!lci>m_u L&,

€5 ON , €41'€ OHON\H\M >mnmm_._._'
pa1240 S||ed Jo % aNvavy FWIL JWIL  YIMSNV p'd'L'4¥dd 314 Hov STIVD NOLLYWOLNY YIO TIVD  dNvav Celtre) YA LINED 31vd
RELER AVIEA  AQYEY ION  MIVL 40 33ds| STIvD % ONIWODNI A9 Q3TANVH  d=¥3dd0 STIVD  ded IS8 LDVINOO
J2INGIS DAV DAY DAV DAY Iv.lOL 1oL V1oL JIHIMSNY STIVO

9T10¢C Yo1enw
YILNFD LDVINOD HIWOLSND - ADUINT SV IINOSSIN



9702/6/S pesinay 9107 [HdY

“joeq |[BD 03 P2210) 3I2M SISWO0ISND PUB UMOP SEM UOIJOBUU0D YIOMIBU YL 910Z/v/b

afielany 93eQg OL 1BOA Aeq 1ad 314 412d s|jed

abeltony Ajyjuop 8¢ Aeq t1ad 314 19d s|jed
%9/ :34 (114 08¢ 09 sZt’s :34 %IV 626'8CS z2L8'VbT LS0'¥8T  6SL'1T [4: 7404 91009¢C ala
%8L s8¢ €T 99¢ LS SYOT L9 %ST'E £89°€ET £vr’6s ove'vL ISE'Y €59 9€2’'69 alin
%18 T1€ 6 68¢ Ly 8¢ €S %¥S'C £4$8'82 €IT'ET 0£L'ST YEL (4] YES T AFAM

>mE:umm

wHON\om}u

, Aepsinyl,

Kepssupsiv

9T om\vm\v
REEI
9T0T/€C/v

910Z/61/%

Aepunsg

9102/L1/%
8¥S'LT 07€'T SST £8079T REETNN
9102/91/%

65 Y%b1¥ 0L9'T€
>mE:umm

uﬁmvﬂ:s L

>mumm:l_.

199°02. 60T'T 951 96£'6T SFIM
mSN\m\«

29 %IZ°€ £28've
>m_u‘_3mm

%7T9°S €€9°'9 mﬁom\m\w - " Aepsany
%60°T bez's 9T0Z/¥/¥ Aepuop
081’1 9102/€/¥ Aepung
19 %9t 96’6 69¢'t 424 o€ S68°c AIIM
8GST 3 9102/2/v.

Pa13J0 S||Bd 40 % anvavy JWIL JWNIL  YIMSNY 3 L'dd¥ad 314 k-i0)4 STIVD NOLLYWOLNY ¥1OTIVD  JNVdY PO LENE] 41va
REER AVI3A  AQYEY ION  MIVL 4O @d3dS| STIv0 % ONINOONI A9 dITANVH  d3¥d4d0 STIVD  >dedIssm LDVINQOO
JDINGGS DNV DAY DAV DAY IV1OL V.LOL IV1IOL JIYIMSNY STTVO

9107 "Idy
UYILNID LDOV.LNOD HIWOLSND - ADYINT SYD TUNOSSIN



910¢/TC/9 pesinsy 9T0T Ael

abeidAy 93e(d OL 1B3A Aeq 12d 314 1ad sjed

abeuany Apyiuopw 6% Aeq 1ad 314 412d s|ed
%9L S9¢ 9T €8€ €9 6EV’9 os %8IV SEL'VS9 osv’€0€E 89T'ISE 6SELT  SI0'E  v68'0CE alA
%S L oedy (514 L6E €L 988 oL %Sty 608°S¢T 865’85 T12'29 009’s €€L 8,809 aln

4 %0L°0T 766’8 6CL'y £92'% 96 L 62’ AIIM
mmm 9 b62'E 910T/1€/S Aepsan]

_%8LET

o giogoels ] AepugW
910¢/62/S Aepuns
€5 %¥6°9 6ST'LT 79T'ST S88'T €61 H80'ET pEE
m: T 910Z/82/S  Aepimes
I7/s Aepid

>m_um‘_:c._.

w.ﬁow\mm\m

WSN\NN\ma
S97’€T 850'91 +02'T S8T 699°PT REER
9102/12/8 Aepimes

9102/61/5 Aepsiny

9T0C/8T/G . Kepseupsii

9102/L1/S ] Aepsany

T0Z/9%/S  Repuon

'9T0¢/ST/S Aepung

%S1°C 802’67

9102/8/5

91Z’ST REER

mﬁom\tm >mE nes

ST0e/P/S | AeDSaUpoM

9T0Z/€/S  Aepsani

ot0e/e/s | Kepuow
9T10¢/1/S Aepuns
paJayjo s|{ed Jo % anNvay dWIL JIWIL YIAMSNY |'T'L'd¥3d 'd°L'4 oV S1IvO NOILYIWOLNY YL1D TIVvD anNvav VO WILNHD J1iva
REney AVHA  AQY3Yd LON AMvL 40 d3ads] STIvV0 % DONIWOONI A9 QITANYH azayg440 STIVD  oeg I1som  1DVINOD
J4DINd3S ONY ONY DAY OAY TVI1OL IV.LIOL V101l JI¥IMSNY STIVD
910C "Aen

YIALNFD LDVINOD dIWOLSND - ADUIN3T SVD IUNOSSIN



sfen1oy uonewoIny yim paiepdn 910z7/62/9-9102/c2/9 9%

abelaay 91eQ Ol 1e3ap Aeq 12d 314 12d s[jed

abeiaay AjYjuow £ Aeq 12d 314 13d sqed
%L 86€ sg 68€ (174 LEO'S st %S9V 192084 6EE'09E TI6'6TY 9979t  8S/'E 868'6/L€ ala
%09 10§ v8 61V TIT 0LIT 18 %0T L £28'sCT 69895 +59'89 £06’8 YL +00'6S almw
91 1¥474 8tT 0T 18 %TCL'8 596'61 9z8'L 6ET'CT ovL't €ET 992’01 NEEL

9 >mvm5s.r

mH‘om\om\m

%29 geg 15 80% +8 85T 1S %CL' ¥ LS1'9T [4TARN" SOY'PT yeT'T 19T 0TO’ET NEER

wﬁom\«.ﬂ\m

9102/21/9
202’91 v£2'T S8T €821 M3IM
mﬂom\ﬂ\w

AEpsoUpSm

>muwm:h

9102/5/9

S0T 650’8 3TIM
oﬁom\im

pslajo s||ed jo %  dNVdVY FWIL JWIL  YIMSNY '3 L'd¥3d 9'Ld k)4 STIVD NOLLVWOLNY WID TIVD  dNvaY DYPO YALNED 31vd
RERER AV13A  AQVIY ION VL 40 d33ds) STIVD % ONIWODNI A9 AITANVH  Q3¥3d440 STIVD  oedissm 1DVINOD
ADINYIS DAY ONY DAY DNV IviOoL V1oL Iv1l0olL JIHIMSNY STTVD

3 a3ilvadn 910z IANNC
YILNID LOVINOD HIWOLSND - ADUINT SVD IHNOSSIN



9T07/81/8 pasiney

abeiany ajeq ol Je3ax
abelany Ajyjuop 0s
ChEL

8v1‘6
S00T

Vv ve S6E €L
%99 L6V [4> 6EY 16

o\oOOH

314
€S

Aeq 1od 314 12d sjjed
Aeq 12d 314 12d s|jeD
96Z'v68
SE0'VIT

%T8'Y
%7¢Z6°S

§581°92

9LL'ETY 0zs‘ost 9TO‘Ed
LEV'ES 86509 0sz’'9
00T'T
00T'T
2es’'TT £29'vT LES'T

seo’et
seT't

9T0¢-£0 O4UI SO

6TY'Y S86'IEY ata
199 £80°CS alm
HIIM
910Z/1€/L Aepung
9z1T 096’zT M3IM
91 om\omk >mEBmm

9T0T/LT/L Aepuns
64T IPSET NEE
oﬁom\mﬂ\h >mE:umm;

9T02/E/L

AdAM

palajo s|jed Jo %  ANvaV JWIL WIL  YIMSNV
RELEDR AVIEd  AQVEY LON MI¥l 4O d3dds| STIVO
JDINYIS ONY DAY DAV DAY

Y3LN3D LDVINOD d3IWOLSND

‘F'Ll4¥dd A’ Ld

oV STIVD
% ONIWODNI
IV10OL
9T0T "AInc

NOILVYWOLNY ™IDTTVD  dNvVay
Ad A3TANVH  dF4¥3440 STIVO
wviol v1l0oLl

- ADU3NZ SYD THNOSSIN

22130 ENES]
Joed Isem LOVINOD
JIYIMSNY STIVD




9T0Z/61/6 PasiAaY

abeiany ajeq 0l 1BIA

Aeq 1od 314 12d sjjed
abedany Alyjuop

LY Aeq 1ad 314 12d s|jed

S6€ TL 66Z°0T t:14 %ELY  TLT'ETOT £T9'L9Y 659'SYS
P6€E 9s 80T 9s %91V 9/6'8TT LES'ES 6£1'59
It 801’9

+8L°6

970¢-80 04Ul SO

896°LY £66'Y

z96°v VLS

86S5'T6V
£19'6S5

142'8

S —

808'TT

69T'Y

506 EED!

Aepsanyl
~ oT0z/be/s a>muw§mw>>

'910Z/12/8

8,8'zT 3IM

9102/91/8

pa1ajo Sjjed 40 %  ONVEY JWIL JWIL  YIMSNY |'3'L'4¥3d "I'L'd uov STIVD NOLLYWOLNY Y1D TIVD  dNvaY 2O L-ENEw]
RENER AVIAd  AQVEY 1ON  M1VL 40 d33dS| STIvO Y% ONIWOODNI A9 Q31ANVH  d3¥3440 STIVD  >Ped isom LDOV.LNQD
32INd2S DAY DNV DAY DAY IVLOL IV1IOL IvioL JIAIMSNY STIVD

9102 "Isnbny

UILNID LDVINOD HIWOLSND - ADUINIT SVD TINOSSIN



9T0Z/6T/0T pasiay

obesony aje(q Ol IEDA

abeaany Ajyjuopw 54

%vL vov €€ 96¢ oL 9ST'TT 0s
%8L SEE 1€ vor €9 <s6 9

Aeqg 1ad 314 19d sqjed
Aeq 19d 314 12d s|jed
%ELY 69E'1ET'T

%00°TT PSS'ET

§80°61S
%0LY L60'8TT TLY'TIS

L8942 PHSZT

97T0¢-60 OJUI SO

147404 1- T 4 £ -5 £L59°'S £€10°ZSS aliA
§Z9'99 9vs’'s 99 S1t'09 alw
£8T 8/8'ST MIIM

9T02/81/6
€60'ST 696 691 SS6'ET MEENT
9102/41/6

9T02/T1/6
€60°ET 8€2'C 96 65401 H3IM

9102/01/6

Aepimes
7E >

Repiag
Aepsiny]

s gog’s MIFIM

ToY
Pa1940 S5([81 J0 %  ANVaV JWIL JWIL  YIMSNY ['F'L'4¥3d 3’14
RELER AYVIEA  AQVEY LON  MIVL 40 Q33dS| STIvD
JOINYAS PRI DAY DAY DAY

k=) STIVD
% ONIWODNI ~ Ad Qa7ANYH
IVLIOL

9T10¢C "1oqualdas

NOILVWOLNY ¥{1D TIvD anNvay 220 ENE] 31va

d3¥3440 STIVO  >Pedisem 1LOVINOD
V1oL JIHFIMSNY STIVO

UALNFD LOVINOD HIWOLSND - ADUINI SVD THNOSSIN



970¢/8T/TT pPasinay ST0C-0T 04Ul SO

obe.lany 238(Q O 4BDA LS Aeq 1ad 314 19d sjjed
abelany Ajyjuop [:17 Aeq t1ad 314 Jad s|jed
v6€ 69 TZO'CT (4] %89t 00v'SST’T 661695 TOZ'989 184'8S  €6b'9  LT8'619 ala

8¢ 69 596 TL %SCY TEOWCT v11'08 L16'EL £92's 9€8 PI8LY aimw
%SL°T T46'9 088°C 160’ T 6€ 0£6’c
T 3 2

9T02/0€/0T

%LTT 90§'s¢e M3IM
9102/62/07

TO'€ 9T0e/8g/or | Aepud

Aepsanyl

 Aeps3UPIM

T Aepsanl

vZjor = AepUon
ABpUNS

62 20z 186'ST 33m
9102/22/01 Aepimes

of0¢/re/or 71 fepud
9102/02/0T Aepsiny L
958 9702/6T/0T | AePSSUpsm
658'C 970Z/81/01 Aepsany
St te T 809 9r0c/iy/or T fepuon
9T0Z/91/0T Aepung
8T9'6T 689°¢ 0LT 652'ST REEI

910Z/ST/0T

9102/6/0
£0¢ 9gg’oT REEN

9102/8/0T Aepinies
) e Rl
- Aepsinyl
_ Aepssupsit

Aepsont

T

9102/2/0T

10/AIQ# i0/AIQ# 10/AIQ# R EEN
9102/1/0T Aepimes
paUsjo s|ied Jo %  dNvaY JWIL JWLL YIMSNY | '3°L°d "3d NN uov STIVD NOLLYWOLNY  ¥1D T1VO anvavy DIHO ¥31IN3D 31vd
RELER AVI3d  AQVIY LON AL 40 g33ds STIVD % ONIWOONI ~ Ad QITANVH  d3¥3440 STIVD  >Pdegissm  1SIm
JOINA3S DAY DAY DAY DAY Iv10ol vioLl V1oL gI¥IMSNY STIVD |

9T0¢ "1990320
™YILNID LOVINOD HIWOLSND - ADYANT SV THNOSSIN



9T0TZ/ST/TT posiAay

abelany 91eq 0 JBOA 9s
abetany Ajyiuop 61
LL6°CT
6T0T

%SL vy SE S6E 69

Aeq 12d 314 42d sfjed

Aeq 13d 314 13d sjed
vS %O0LV OLO'V6E’T
€L %r8'r 0L9'S8ET

06%'9¢

%SP°T

6£6°9T9
08L'Ls

zIe’et

160°£9L
06808

508°0¢

8/T'v1

9T0¢-TT OJUI SO

TLZ'E69
vryieL aln

61’59
TTL'9 s€L

SON\R\:.
M33am

oﬁom\mm\ﬁﬁ

mHON\ON\HH
AFAM

9T0Z/6T/TT

#SH'T S61 958’81

910Z/L1/11

mﬁom\ﬂ\,ﬁ
NEEL

9102/21/11

£68°LT

msm\m\j
AIIM

oﬂom\m\:

pa1a40 S|[e3 J0 %  dNvaY JWIL JWIL YIAMSNY | "3°1°'d ¥3d
REnLEY AVI3Q  AQVEY LON AVL 40 @33ds STIVD
I2INYES DAV DAY DAY DAV

FLd k-o)-4 STIVD
% SNIWOODNI
Tvi0L

9T0Z "I2qWOAON

NOLLYWOLNY  {1D TIVD

Ad QI1ANVH
vLOL

4343440
Tvi0L

€01 mﬂom\.ﬁ\ﬂ
aNvay  ool0  ¥IINID a1vd
STIVD >Pegisom  1SIM

AFYIMSNY STTVD

YILNID LOV.INOD dIWOLSND - ADUINI SVYD THNOSSIN

>mu::m\

>mEEmm




£LT0Z/9T/T pasinay 9T0Z-CT OJUI SO

abeiony ajeq o] 1e24 (-1 Aeqg 1ad 314 12d sjed
abeaany Ajyiuop V4] Aeq 1ad 314 19d s|jed
s€ S6€ (174 0LT'VT vs %bLY T6E'LZS'T 9889 SO00‘sr® 00b'TL €S8L  TS9'T9L alAa
Lz 66¢€ 6L Z6TT 8s %S8T'S TZE'EET LOv'LS vI6'SL. 80679 T4 ] 18€'89 dlW

oce 8§ %0S"T [s} =14 781°CT €27'e1 [4:33 PET £0L'21 AFAM

9T0Z/TE/CT >mEBmm

oSN\mN\ﬁ
M33Im

mﬁom\vm\mﬂ

>mEBmm

mSN\wH\NH :
291 795°8T AIIM

waom\NH\NH

>mUL:umm

ﬁom\ﬂ,\mﬂ

_9n0¢/eniet.

9T0Z/T1/2T
£10°02 812°C 097 BET'LT AIIM

mﬁom\Oﬁ\NH

>mE3mm

00v'8 ovy'T £S

mﬂom\H\NH

m.v
paJ340 S|[ed JO %  ANVaV JWIL dWIL YIMSNY | F'Ll'd¥ad FLd YoV STIVD NOLLVWOLNY ¥ID TIvD  JNvdy DO LENLEW] alvd
REGEN AVIEA  AQVEY LON AMVL 40 @33ads STIVD % ONIWODNI ~ Ad QI1ANVH  Q3¥3d440  STIVD [oBg BOLIO|Y  EDHIOlY
3IINYS DAY DAY DNV DAV vioL Iviol IvioL gI¥IMSNY STIVD |

9102 "Joquiadag
YILNID LOVINOD HIWOLSND - ADYIANT SVD THNOSSIW



SK'210 YSY HOV/O)U AIUOW SO YSZO-€L0Z Wupyseies

%05'8 S|EMO|lY WNWIXBN %0G'8 9|qemO|ly WNLWIXeN %05'8 9]qEMO]lY WNLWIXEN %068 S]qeMO||y WNWIXe|A
%¥ LV 9102 J1B3A Jepusjed %90'FL | SGL0T Jes) Jepusied %¥0°9 10C Jes A Jepusje) %S¢ £102Z 189\ Jepusjed
%81°G laquisdag %889 JESERE] %9¢2'¢ Jaquisos( %EL'G IEFTERE]
%¥8 v JOGLIBAON %6% LY J9QUISAON %E9°6 I8QUIBAON %80°9 JOQUUBAON
%ST¥ 1990100 %18°GE 1890100 %601 1200100 %2l ¥ 1940100
%ELY £-10-dlA %869 €-L0-dlA %819 €10 - dlA %6LC €-10-dLA
%0.L ¥ Joquiaydes %G0ve | Jequeidss %8¢ ¥ Jaqueides %81'C lequieydes
%8L'v }snbny %¥9'8 jsnbny %.48°9 jsnbny %¥0'C 1snbny
%¢C6°S Ainp %8¢ '€ Anp %S50°S Alnp %06°C Anp
%S9Y | 2810~ ALA %68°C | 2810 - ALA %859 | 2810 -dlA %96'C | 2RID-ALA
%0L°L sunp %L} aunr %L1'9 aunr %95°¢ aunp
%S¥' ¥ Aeiy %.LC’ Repy %95°L Aeiy %0¢C ¥ Rejy
%S2'E [ndy AN JHdy %9L L Hdy %989°C [Hdy
%0 ¥ 1O - ALA YALRS L0 - dlA %E£6°S L0 -ALA %L¥'T 1O - ALA
%89°¢ Yolepy %CC'C Yaley %E6°L Yole %08'C yalepn
%0¥7'E Aenige %16¢C Arenige %G6'¥ Arenlga4 %¥L'C Aenigad
%1E9 Aenuep %86'Q Aenuep %26 Aenuep %E8’ | Aenuep
910¢ S10C j 41114 €102
%058 9[gMO||Y WNWIXEN %058 3|qeMO|ly WNWIXeN %05°8 S[qEMO]lY WNWIXe %058 9|GEMO|lY WNWIXE[N %088 9|gEMO|lY WNWIXEN
%eL'C Z10¢ 13 Jepuse) %bL'G 1102 189 Jepusje) %02°9 0102 Jes) Jepuaje) %68°S 6002 J1B3A Jepusie)d %E6°S 8007 IB3\ iepud|en
%¢SC Jaqusoa( %6 | laquiadse %L 2 Jaquiada(] %60°E JERTIEREN] %/.G € laquiaosaq
%Ly J9GLUSAON %Ly J3QUIBAON %9C ¥l 19QUIBAON %B65°9 13qUIBAON %SEE J9QUIBACN
%16°S 19q0J00 Y%b¥'C 1840100 %6¢'8 1340100 %EY'8 194000 %66’ 190100
%S1°C €10 - AlA %689 £-10-ALA %E6Y | €10 -dlA %0%°S €-L0 - AlLA %6.L°9 €10 - dLA
%l¥'C Jaquieides Y%by'€ Jequieydes %86°E Jaqueydes %¥8°0 Jequieydeg %86'C Jaquiidas
%90'C }snbny %611 jsnbny %85| }snbny %8¥' | }snbny %LlP'€ 1snbny
%881 A %E£9°0 Anp %G8'C Aing %LlC Alnp %¢€0°L Anp
%91'C | 2810 -4lA %9G°L | 2810 -A1LA %E8'S | ZBLD-ALA %C6'9 | 2810~ ALA %SP'8 | 2810 - AlA
%S¢ aunp %61°C aunr %98 L aunp %VvE' L aunp %8G8°¢C sunp
%6.L°L Repy %.E°9 Repy %CE'C Ae|y %20°C Ael %6601 Re\
%LL'T [Hdy %l L Judy %46°01 [Hdy %619 Judy %050} [udy
%60°C LD -dLA %8Y°6 10-alA %LE'S 10 -dlA %¥8'6 1O - aLA %1588 LO - LA
%SS'C Yolep %LlL'6 YOIe %CEe L Yoie %YL Yole %C9'LL yoley
%88°C Aeniged %6401 Aeniged %.v'S Areniged %SG1°GL Aenige- %.LL'8 Aenigad
%490 Aenuer %8Y'8 Aenuer %GY' 2 Alenuer %159 Aenuer %4G°S Arenuer
210 LLozg 0L0Z 6002 800¢C
%05'8 B|qEMO|lY LWNWIXeN %0G°8 9]gEMOjlY WNWIXEN %05'8 9[gEMO||YY WNWIXEIA] %058 9|qeMO|ly WNWIXeN %08°8 9|gemo|ly WNWIXEN
%869 1002 les ) Jepusjen %499 900¢ 1es\ Jepusje) %90°8 S00T Je9) Jepusje)d %ZEYL | 00T 1B3A Jepudjed %S 8 €002 les) Jepusje)
%85| Jaquiaoa(] %LE L Jlaquisoa(] %CE L 13quiad3(] %10V lsguiadag %9E' €L Jaquiacad
%Sy'9 JSQLUSAON %CL'¥ 13QUIBAON %Lv'8 12QUIBAON %109 JOQLIBAON %69°LC 19qUISAON
%0¥'9 1990100 %9C ¥ 1840100 %088 1840100 %¥S'v 1270100 %ce 0L 18qo100
%8G°L €10 - dlA %19°L €10 -adlA %20°8 €10 -dlA %4691 | €10-dlA %EL'S €10 - LA
%6€°S Jequiaydes %190 Jequieydes %0%'€ Jaquieidag %161 tequieydeg %¥8'L Jsquieides
%EL'S }snbny %2 L }snbny %629 1snbny %8E'C ysnbny %E8 L }snbny
%CL'E Ainp %l¥' Ainp %0L¥ Anp %..L°0 Anp %8¢ L Ainp
%588 | 2810 -dlA %¥S'6 | 2210 - dLA %L26 | T8LO - ALA %S4 12 | 2810 - ALA %9%'9 | TRIOD -ALA
%9E'9 aunp %180 sunp %02°¢ aunr %LE Y aunr %¥E Y aunp
%Ll L Ae|y %161 Rep %08°9 Rey %<CL'9 Aely %CL'Y ey
%P6 L1 udy %EQ'L Judy %SL'8 Judy %E6 62 Judy %48°C LY
%68°8 1D -dlA %ZZ VL 10 -alA %EI'LE 10 -dlA %6£°92 10 - dlA %59°8 10 -dlA
%69'8 yalepy %6L L1 YoIe %.LESL Yoie|\ %6992 Yo.ien %158 Yolely
%666 Aenigad %¥0°0¢ Aeniged %ST L1 Arenlgad %1E'8¢C Areniged %6011 Aenige4
%108 Arenuer %0101 Arenuer %¥.L'9 Aenuep %E0'¥C Arenuer %829 Aenuer
1002 9002 G002 002 £002
% (LADV.)

ajey [1eD pauopueqy

ABiauz seo UNOSSIN



X918 YSY YOV/ORI AU SO YSZO-EL0Z-WOMpysawlB

74 9|qeMO||y WnLixXe|y 74 8|geMO|lyY WNWIXe|y S. 9|qeMO|ly WNLUIXE[ S 9|qeMO|y LUNLIXeIN
0L 9102 13\ Jepusje) 8¥l | G10¢ 1B\ lepuaje) 8 7102 JE3A lepusjed YA 4 €102 1e9A lepusje)d
6/ Jaguadag G6 Jaquiasad Qg laquasa 99 laquiadsq
Fle) J9QUIBACN 709 19GQUIBAON 2 J9qUIBAON 88 JERTEIGIY
65 18q0100 JX44 19q0j00 S9 1800100 G9 19¢0100
0L €10 - AdLA LL £-10-dlA £8 €10 -dlA (04 €10~ 3lA
) JEFEGELS $9¢ loquisydeg 99 Jlaquiaidesg FAS loquigideg
oG 1snbny 06 1snbny 6 1snbny ce 1snbny
16 Ainp 6¥ Anp 122 Ainp 8¢ A
0L | 28LO-ALA Sv | 281L0-AlA 98 | Z8L0-ALA ¢y | 28L0-ALA
LLL aunp 14 sunp o8 aunp 6% aunr
[ Repy 4 Aepy 80} Rein ¥S Rely
LS [1dy 0¢ judy 10} 1Ay 9¢€ [0y
19 VO -aiA £9 LO-dLA L 1O - dlA 8¢ 1O -AlA
9g yosep i Yale S6 Yole 04 Yolel
25 Aeniged b Aenigaq 65 Aenigeq GY Aeniga4
17 Aenuer €0l Aenuer ) Aenuep Y4 Aenuep
9102 S102T 102 €102
Gl 9|qeMO|y WNLIXEN S/ 8|gEMOJly WNWIXeN S/ S[gEMO|lY WNUIXEN 74 8|qeMO|ly WNWIXeA 74 8]qemO|ly WNLIXE|N
|34 2102 13\ Jepusjen LL 1102 1es\ Jepusjed 29 0102 483\ Jepuajed 29 6002 B3\ Jepudjed 69 8002 B3\ tepusjedn
e Jaquiads(g 0z laquiaoa 6/ JIERERLN] Ze Jaquisoag Gy Jlaquada(
1G I8qUIBAON GG JaqUBA0ON 06 J19QWIBAON 20 JaQUIBAON (X4 FERINENEY,
/19 1990100 JAS 1940100 €5 1900100 6 1990100 8¢ 1990100
LE €10 -adlA 18 €10 -ALA 1S €10~ adlA 19 €10 - dlA 8L €-10-aLA
ov Iloquaydeg 16 IECVEGES /€ Jaquigldeg Gl Jlaquiaydeg o¢ Jlaquiaides
Ge 1snbny 22 snbny 12 1snbny 22 snbny . 09 1snbny
Pe AInp Ll AInp (%14 Ainp 0¢ Ainp 81 Ainp
9¢ | 2810 -dlA 0L | 2810 - ALA 29 | 2810 -dlA Ll | 2810 -dLA ¥6 | 2810 - ALA
ve aunp e aunp 0% aunp 0z aunr Ge aunp
S¢ Rely ¥6 Rely ov Repy 62 Rely ccl el
8% Judy 9€L |1dy Ll [1dy 8 Hdy £cl [Hdy
£e 1O -alA LLL 10~ dlA 99 10 -aLA €0} 10 -alA 6 VO - AlA
(04 Yole LZ) Yoie 6 YoJeiy 88 YoIey lZ) Yoie
op Aenigad 2Z) Aenigead WA Aenige4 vl Aeniga4 Ge Aenlgeq
[ Aenuer 06 Aenuep [ Aenuer 18 Aenuep GO Aenugef
cioe LLog 0102 6002 8002
S/ 9[JEMOlY WNWIXEIA 74 9|GEMO|ly WNLIXe| S/ S|qemO|ly WNWIXeN SL 9|qBMO||Y LWUNWIXE[N SL 9]gEMO|ly WNWIXeN
19 L00Z 1B3A Jepusje) 29 9002 IB3\ Jepusjen LL G00¢C JESA lepuajed €6l | ¥00¢T JBIA Jepusjed 0€L | £00¢ 4es) Jepusjed
0c Jaquadaq 9l Jaquiada( G9 1aquiaoa( e Jlaquiadeqg 0ze laquisdsq
GO 19QWISACN V) 18qUIBAON 69 JaqUIBA0ON oF 1BQUIBACN 68Y FERTELCIY
89 1940100 6F 1340J00 Z8 190100 PAS 1940120 291 1840J00
¢l €10~ alA 69 €10 -dlA 0L €10 - adlA 6L | £1D-alA LL €10 -dlA
29 Jaquialdeg 8 Jaquialdeg G 1aquiaydeg 0z laqueideg 11| Jequeydes
[ 1snbny /1 1Snbny <15 1snbny 1 1snbny az 1snbny
Ly Anp 85 Ainp 6¢ Ainp Ll Anp 0¢ Anp
28 | 2810 -dLA ¥8 | 2RID-ALA €8 | 2810 -dLA LLZ | 2RI -dALA 88 | T8I0 -dLA
69 aunr 1 aunp 1€ aunp I aunp /S aunpr
Z8 Repy 0¢ Aely 8G Rely 9L Aely 99 Rep
70l [1dy 6L [Hdy 8 judy 90% judy 8¢ Hdy
LL 1O - ALA (44" 1O - LA €0l 1O - LA 8.¢ 10 -dlA (44" LD - dlA
1L Yoley 901 yolep Syl YoIe\ 06¢ Yoley 443 Ualepy
26 Areniged 291 Aenige4 6 Aeniga4 26E Aenige4 6GL Aenige
29 Aenuer 26 Aenuer 65 Aenuer 1GE Aenuer 68 Aenuer
2002 900¢ S00¢ ¥00¢ €002

spuodag ul (,¥SV..)
lamsuy Jo paadg abeiaay
ABiaug seo LINOSSIN



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

Sherri Hahn (816) 676-6212 Ron Crow (816) 5650-4792

Customer service management personnel

Ron Crow (314) 499-5679
David Hendershot (816) 360-5634

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

2016
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
Residential (483,682) 46,534,965 (472,193) 42,733,902 (284,911) 30,431,462
Coml/ind (9,438) 15,801,065 (1,959) 16,276,603 (2,199) 10,325,405
Non-Service
Total (493,120) - 62,436,030 (474,151) - 59,010,505 (287,110) - 40,756,867
Year to Date - Q1 April May
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
Residential (1,240,786) - 119,700,329 (157,154) 22,861,086 (91,853) 16,431,932
Comlind (13,596) - 42,503,073 (7,257) 7,329,715 (2,018) 4,954,376
Non-Service - - -
Total (1,254,381) - 162,203,401 (164,412) - 30,190,801 (93,872) - 21,386,308
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
Residential (134,070) 14,782,077 (1,623,863) - 173,775,424 (76,500) 13,619,574
Comlind (1,686) 4,400,827 (24,557) - 59,187,991 (2986) 4,182,787
Non-Service - - -
Total (135,755) - 19,182,904 (1,648,420) - 232,963,415 (76,796) - 17,802,361
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
Residential 284,784 13,297,532 (20,497) 13,783,505 (1,436,076) 214,476,035
Com/ind 148 3,837,308 15,829 4,106,802 (8,876) 71,314,887
Non-Service - -
Total 284,932 - 17,134,839 (4,668) - 17,890,307 (1,444,953) 285,790,922
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
Residential 173,868 14,160,258 (20,325) 17,115,646 16,786 37,377,488
Comliind 17,697 4,131,535 12,907 5,206,206 4,453 12,170,526
Non-Service
Total 191,565 - 18,291,793 (7,418) ~ 22,321,852 21,239 - 49,548,014
Calendar Year 2016
Number of
Dollar amount accounts
written off written off Revenue
Residential (1,265,747) - 283,129,427
Com/ind 26,181 ~ 92,823,154
Non-Service - - -
Total (1,239,566) - 375,952,581
Note:

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

CilUsers\20342\AppData\l ocalMicrosoftiWindows\Temporary Internet Fites\Content.Outlook\WQ7L314.\Bad Debt 2016




v‘ht Jueuelnfo Report

Dates 1/4/2016 12:00:00 AM . Version 4.0

, s Executive Summary e
1/31/2016 11:59:59 PM Results

Generated on:  2/11/2016 11:12:41 AM Queue

RC & Hold Return % Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calls Calls Only
19,576 13,880 70.9% 5,696 29.1% 4] 0 4] 4]

All Successful % % Connected % Cancelled % % % Unsuccessful

Return Reconnect Successful to an Agent Abandon Call Event

Calls Reconnect Not

Received
Total 13,880 11,246 81.0% 79.1% 1.9% 0.0% 0.0% 19.0%
ASAP Callbacks 13,865 11,233 81.0% 79.2% 1.8% 0.0% 0.0% 19.0%
ASAP Callbacks via Web 15 13 86.7% 13.3% 73.3% 0.0% 0.0% 13.3%
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 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 11,246
Total 11,246 9,017 1,481 626 122 - .
Total Saved Minutes 200,516
ASAP Callbacks 11,233 9,009 1,478 624 122
ASAP Callbacks via Web 13 8 3 2 o] Average Saved Minutes /
Return Call 18
Subtotal [ A 11,246 9,017 1,481 626 122 newrnea
Total Dollar Savings @
Appointment 0 0 0 0 0 0.02($/minute) $4,010.32
Appointment via Web 0 0 0 0 0
Average Dollar Savings /
Subtotal | B 0 0 0 o 0 Return Call $0.40

Connected to Median Average
Total CBDC % Kept % Xfer to % Xfer to % Cancel
Calls Original Top Hold Original and an Agent
Call Disconnect
10,980 00:00:00 00:00:00
799 58.1% 33.2% 8.0% 0.8%

Page 1 of 3




V‘ht Oueuslnfo Report

Executive Summary

Dates 1/4/2016 12:00:00 AM Version 4.0
’ thru Results

1/31/2016 11:59:59 PM Queue
Generated 2/11/2016 11:12:41 AM English

on:

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

Options Calls Calls Calls Calls Hours
Only

19,562 13,869 70.9% 5,693 29.1% 0 0 /] 0

All Successful % % Connected % % % %

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 13,869 11,236 81.0% 79.2% 1.9% 0.0% 0.0% 19.0%
ASAP Callbacks 13,865 11,233 81.0% 79.2% 1.8% 0.0% 0.0% 19.0%
ASAP Callbacks via Web 4 3 75.0% 0.0% 75.0% 0.0% 0.0% 25.0%
Appointment 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 11,236
Total 11,236 9,009 1,479 626 122 Reconnect
Total Saved Minutes 200,513
ASAP Callbacks 11,233 9,009 1,478 624 122
ASAP Callbacks via Web 3 0 1 2 0
Average Saved Minutes /
Subtotal I A 11,236 9,009 1,479 626 122 povurn call 18
Total Dollar Savings @
0.02 ($/minute) $4,010.26
Appointment 0 o] 0 0 o]
Appointment via Web 0 0 0 0 0 Average Dollar Savings / $0.40
Subtotal | B 0 0 0 0 o Return Call k

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

799 58.1% 33.2% 8.0% 0.8% 10,978 00:00:00 00:00:00




V‘ht Oueuslnfo Report

Executive Summary

Dates 1/4/2016 12:00:00 AM Version 4.0
: thru Results

1/31/2016 11:59:59 PM Queue
Generated 2/11/2016 11:12:41 AM Spanish

on:

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

14 11 78.6% 3 21.4% 0 0 0 0
| 2all ] , .
All Successful % % Connected % % % %
Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calis Reconnect Not

Received
Total 11 10 90.9% 18.2% 72.7% 0.0% 0.0% 9.1%
ASAP Callbacks 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
ASAP Callbacks via Web 11 10 90.9% 18.2% 72.7% 0.0% 0.0% 9.1%
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 ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 10
Total 10 8 2 0 0 Reconnect
Total Saved Minutes 3
ASAP Callbacks 0 0 0 0 1]
ASAP Callbacks via Web 10 8 2 0 0
Average Saved Minutes /
Subtotal | A 10 8 2 1] 0 Return Call 0
Total Dollar Savings @
0.02 ($/minute) $0.06
Appointment 0 0 o} 0 0
Appointment via Web 0 0 0 0 [} Average Dollar Savings / $0.00
Subtotal | B 0 0 0 0 0 Return Cail ’

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% 0.0% 2 00:00:00 00:00:00
Production

Page 3 of 3




V‘ht Queuelnfo Report

Dates 2/1/2016 12:00:00 AM Version 4.0

Executive Summary

. thru
2/29/2016 11:59:59 PM Results
Generated on:  3/1/2016 10:53:21 AM Queue

Calls presented with

RC & Hold Return % Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calls Calls Only
21,761 13,854 63.7% 7,907 36.3% 0 1] ] 0

Return Call Results by Type Summary

All Successful % % Connected % Cancelled % % % Unsuccessful

Return Reconnect Successful to an Agent Abandon Call Event

Calls Reconnect Not

Received
Total 13,854 12,066 87.1% 85.6% 1.5% 0.0% 0.0% 12.9%
ASAP Callbacks 13,844 12,057 87.1% 85.6% 1.5% 0.0% 0.0% 12.9%
ASAP Callbacks via Web 10 9 90.0% 10.0% 80.0% 0.0% 0.0% 10.0%
Appointment o] 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
Reconnect Attempt Attempt Attempt Attempts
Successful 12,066
Total 12,066 10,011 1,315 554 186 - .
Total Saved Minutes 104,683
ASAP Callbacks 12,057 10,002 1,315 554 186
ASAP Callbacks via Web 9 9 0 0 o] Average Saved Minutes /
turn Call 9
Subtotal | A 12,066 10,011 1,315 554 186  ReturnCal
Total Dollar Savings @
Appointment 0 0 0 0 0 0.02($/minute) $2,093.66
Appointment via Web 0 0 0 0 0
Average Dollar Savings /
Subtotal | B 0 0 0 0 0  Return Call $0.20

Connected to Median Average
Total CBDC % Kept % Xfer to % Xfer to % Cancel
Calls Original Top Hold Original and an Agent
Call Disconnect
11,854 00:00:00 00:00:00
495 52.3% 38.2% 9.5% 0.0%

Page 1 of 3




V‘ht Oueuelnfo Report

Executive Summary

Dates 2/1/2016 12:00:00 AM Version 4.0
: thru Results
2/29/2016 11:59:59 PM Queue
Generated 3/1/2016 10:53:21 AM English
on:

Calls presented with Return Call only

1 Call & Hold options - = -
DateBook After

RC & Hold " Return % Return Hold % Hold

eturn VirtualQ
Options Calls Calls Calls Calls Hours
Only
21,660 13,807 63.7% 7,853 36.3% 0 0 o 4]

ype Summary - All Return Calls is the sum of Return Calls and the Return Call Only fields ,,
All Successful % % Connected % % % %

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 13,807 12,023 87.1% 85.6% 1.5% 0.0% 0.0% 12.9%
ASAP Callbacks 13,807 12,023 87.1% 85.6% 1.5% 0.0% 0.0% 12.9%
ASAP Callbacks via Web 0 [} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 0 [ 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 12,023
Total 12,023 9,973 1,313 552 185 Reconnect
Total Saved Minutes 104,640
ASAP Calibacks 12,023 9,973 1,313 552 185
ASAP Callbacks via Web 0 0 4} o] o]
Average Saved Minutes /
Subtotal | A 12,023 9,973 1,313 552 185 Return Call 9
Total Dollar Savings @
0.02 ($/minute) $2,092.80
Appointment 0 0 0 0 0
Appointment via Web 1] 0 0 0 0 Average Dollar Savings / $0.20
Subtotal | B o 0 o 0 0 Return Call )

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

495 52.3% 38.2% 9.5% 0.0% 11,819 00:00:00 00:00:00




V‘ht Oueuelnfo Report

Executive Summary

Dates 2/1/2016 12:00:00 AM Version 4.0
: thru Results

2/29/2016 11:59:59 PM Queue
Generated 3/1/2016 10:53:21 AM Spanish

on:

Calls presented with Return Call & Hold options

~_ EKcaiis presented with Return Call onl
RC & Hold Return % Return Hold %o Hold

DateBook ]

Return VirtualQ
Options Calls Calls Calls Calls Hours
Only
101 47 46.5% 54 53.5% 1] 0 0 0

Successful %o % Connected % % % %

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 47 43 91.5% 74.5% 17.0% 0.0% 0.0% 8.5%
ASAP Callbacks 37 34 91.9% 91.5% 0.0% 0.0% 0.0% 8.1%
ASAP Callbacks via Web 10 9 90.0% 10.0% 80.0% 0.0% 0.0% 10.0%
Appointment 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 43
Total 43 38 2 2 1 Reconnect
Total Saved Minutes 43
ASAP Callbacks 34 29 2 2 1
ASAP Callbacks via Web 9 9 0 (¢} 0
Average Saved Minutes /
Subtotal | A 43 38 2 2 1 Return Call 1
Total Dollar Savings @
0.02 ($/minute) $0.86
Appointment 0 o o 0 0
Appointment via Web 0 0 0 0 0 Average Dollar Savings / s
0.00
Subtotal | B 0 0 0 0 0 Return Call

Total CBDC % Kept % Xfer to % Xfer to % Cancel Connected to Median Average
Calls Original Top Hold Original and an Agent
Call Disconnect
1] 0.0% 0.0% 0.0% 0.0% 35 00:00:00 00:00:00
Production

Page 3 of 3




Dates

: thru

3/1/2016 12:00:00 AM

3/31/2016 11:59:59 PM

Generated on:

4/14/2016 8:34:59 AM

V‘ht Queuelnfoe Report

Executive Summary

Results
Queue

Version 4.0

RC & Hold
Options Calls

20,772

Return
Calls

13,327

% Return
Calis

64.2%

Hold

7,445

% Hold

35.8%

Return Calls VirtualQ DateBook After Hours
Only
0 1] ] 0

n Calls is the sum ¢

All Successful % % Connected % Cancelled % % %o Unsuccessful

Return Reconnect Successful to an Agent Abandon Call Event

Calls Reconnect Not

Received
Total 13,327 11,659 87.5% 85.7% 1.8% 0.0% 0.0% 12.5%
ASAP Callbacks 13,325 11,657 87.5% 85.7% 1.7% 0.0% 0.0% 12.5%
ASAP Callbacks via Web 2 2 100.0% 0.0% 100.0% 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%

ASAP Callbacks via

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 11,659
Total 11,659 9,522 1,376 552 209 - .
Total Saved Minutes 100,911
ASAP Callbacks 11,657 9,521 1,375 552 209
ASAP Callbacks via Web 2 1 1 0 0 Average Saved Minutes /
Return Call 9
Subtotal { A 11,659 9,522 1,376 552 209 orurnta
Total Dollar Savings @
Appointment 0 4 0 4} 0 0.02($/minute) $2,018.22
Appointment via Web 0 0 0 0 0
Average Dollar Savings /
Subtotal | B 0 0 0 0 0  Return Call $0.20

Totai CBDC
Calls

485

% Kept
Original
Call

74.2%

% Xfer to
Top

10.9%

% Xfer to
Hold

13.4%

Connected to Median Average
% Cancel
Original and an Agent
Disconnect
11,425 00:00:00 00:00:00
1.4%
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V‘ht Oueuelnfo Report

Executive Summary

Dates 3/1/2016 12:00:00 AM Version 4.0
: thru Results
Generated 4/14/2016 8:34:59 AM Eng"sh

on:

RC & Hold eturn % Return Hold Retrn 7 Dateook

Options Calls Calls Calls Calls Hours
Only
20,690 13,293 64.2% 7,397 35.8% 0 0 0 0
., turn Calls is the sum of Return Calls and the Return Call Only fields

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

Calls Reconnect Not

Received
Total 13,293 11,628 87.5% 85.7% 1.7% 0.0% 0.0% 12.5%
ASAP Callbacks 13,293 11,628 87.5% 85.7% 1.7% 0.0% 0.0% 12.5%
ASAP Callbacks via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web [¢] 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 11,628
Total 11,628 9,498 1,369 552 209 Reconnect
Total Saved Minutes 100,883
ASAP Callbacks 11,628 9,498 1,369 552 209
ASAP Callbacks via Web 4] 0 0 0 ) 0
Average Saved Minutes /
Subtotal | A 11,628 9,498 1,369 552 209 Return Call 9
Total Dollar Savings @
0.02 ($/minute) $2,017.66
Appointment 0 0 0 0 0
Appointment via Web 0 0 0 o 0 Average Dollar Savings / $0.20
Subtotal | B 0 0 0 0 0 Return Call :

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

485 74.2% 10.9% 13.4% 1.4% 11,396 00:00:00 00:00:00




V»ht Queuelnfo Report

Executive Summary

Dates 3/1/2016 12:00:00 AM Version 4.0
: thru Results

3/31/2016 11:59:59 PM Queue
Generated 4/14/2016 8:34:59 AM Spanish

on:

RC & Hold Return % Return N

Options Calls Calls Calls Calls Hours
Only
82 34 41.5% 48 58.5% [ 0 1] 0

All Successful % % Connected % % %

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 34 31 91.2% 85.3% 5.9% 0.0% 0.0% 8.8%
ASAP Callbacks 32 29 90.6% 90.6% 0.0% 0.0% 0.0% 9.4%
ASAP Callbacks via Web 2 2 100.0% 0.0% 100.0% 0.0% 0.0% 0.0%
Appointment [¢] 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web ] 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 31
Total 31 24 7 0 0 Reconnect
Total Saved Minutes 28
ASAP Callbacks 29 23 6 o 0
ASAP Callbacks via Web 2 1 1 0 0
Average Saved Minutes /
Subtotal | A 31 24 7 o 0 Return Call 1
Total Dollar Savings @
0.02 ($/minute) $0.56
Appointment 0 0 0 0 0
Appointment via Web 0 o 0 0 Q Average Dollar Savings / $0.00
Subtotal | B 0 1} 0 0 0 Return Call .

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% 0.0% 29 00:00:00 00:00:00
Production
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V‘ht Queuelnfo Report

Dat 4/1/2016 12:00:00 AM . Version 4.0

Lo Executive Summary *
4/30/2016 11:59:59 PM Results

Generated on:  5/6/2016 3:02:31 PM Queue

RC & Hold Return % Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calis Calis Only
40,642 19,946 49.1% 20,696 50.9% 0 0 1] 0

turn Calls fs the sum of

All Successful %o % Connected % Cancelled % % % Unsuccessful

Return Reconnect Successful to an Agent Abandon Call Event

Calls Reconnect Not

Received
Total 19,946 17,776 89.1% 87.5% 1.6% 0.0% 0.0% 10.9%
ASAP Callbacks 19,940 17,772 89.1% 87.5% 1.6% 0.0% 0.0% 10.9%
ASAP Callbacks via Web 6 4 66.7% 33.3% 50.0% 0.0% 0.0% 16.7%
Appointment 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 17,776
Total 17,776 14,645 1,996 851 284 - -
Total Saved Minutes 118,616
ASAP Callbacks 17,772 14,641 1,996 851 284
ASAP Callbacks via Web 4 4 0 0 0 Average Saved Minutes /
Return Call 7
Subtotal | A 17,776 14,645 1,996 851 284 Returnta
Total Dollar Savings @
Appointment [ 0 0 0 0 0.02($/minute) $2,372.32
Appointment via Web 0 0 o] 0 0
' Average Dollar Savings /
Subtotal | B 0 0 o 0 0  Return Call $0.10

Connected to Median Average
Total CBDC % Kept % Xfer to % Xfer to % Cancel
Calis Original Top Hold Original and an Agent
Call Disconnect
17,455 00:00:00 00:00:00
752 77.5% 6.4% 15.6% 0.5%
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V‘ht Oueuelnfo Report

Executive Summary

Dates 4/1/2016 12:00:00 AM Version 4.0
: thru Results

4/30/2016 11:59:59 PM Queue
Generated 5/6/2016 3:02:31 PM Eng"Sh

on:

Calls presented with Return Call oni)

Calls presented with pres ; .
Return VirtualQ DateBook After

RC & Hold Return % Return ] ] Hold % Hold

Options Calls Calls Calls Calils Hours
Only
40,617 19,933 49.1% 20,684 50.9% 4] L] 0 1]

n Call Only fields

Il Return Calls i L0 ! , _,
% Connected % % % %

Successful

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 19,933 17,763 89.1% 87.5% 1.6% 0.0% 0.0% 10.9%
ASAP Callbacks 19,929 17,761 89.1% 87.5% 1.6% 0.0% 0.0% 10,9%
ASAP Callbacks via Web 4 2 50.0% 50.0% 25.0% 0.0% 0.0% 25.0%
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 ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 17,763
Total 17,763 14,634 1,995 850 284 Reconnect
Total Saved Minutes 118,582
ASAP Callbacks 17,761 14,632 1,995 850 284
ASAP Callbacks via Web 2 2 0 o 0
Average Saved Minutes /
Subtotal | A 17,763 14,634 1,995 850 284 Return Call 7
Total Dollar Savings @
0.02 ($/minute) $2,371.64
Appointment 0 0 0 0 0
Appointment via Web 0 0 0 0 0 Average Dollar Savings / $0.10
Subtotal I B 0 0 0 0 ) Return Call .

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

752 77.5% 6.4% 15.6% 0.5% 17,445 00:00:00 00:00:00




V‘ht Queuelnfo Report

Executive Summary

Dates 4/1/2016 12:00:00 AM Version 4.0
: thru Results

4/30/2016 11:59:59 PM Queue
Generated 5/6/2016 3:02:31 PM Spanish

on:

with Return Callonly
DateBook

Calls presented with Return Call & Holdoptions
RC & Hold Return % Return Hold % Hold VirtualQ
Options Calls Calls Calls Calls Hours
Only
25 13 52.0% 12 48.0% 0 ] 0 0

All Successful %o % Connected % % % %

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 13 13 100.0% 76.9% 23.1% 0.0% 0.0% 0.0%
ASAP Callbacks 11 11 100.0% 90.9% 9.1% 0.0% 0.0% 0.0%
ASAP Callbacks via Web 2 2 100.0% 0.0% 100.0% 0.0% 0.0% 0.0%
Appointment o] 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 13
Total 13 11 1 1 0 Reconnect
Total Saved Minutes 34
ASAP Callbacks 11 9 i 1 0
ASAP Callbacks via Web 2 2 0 o]
Average Saved Minutes /
Subtotal 1 A 13 11 -1 1 o Return Call 3
Total Dollar Savings @
0.02 ($/minute) $0.68
Appointment 0 0 0 0
Appointment via Web 0 0 0 0 4} Average Dollar Savings / $0.10
Subtotal | B . 0 0 0 0 0 Return Call '

Total CBDC % Kept % Xfer to % Xfer to % Cancel Connected to Median Average
Calls Original Top Hold Original and an Agent
Call Disconnect
o 0.0% 0.0% 0.0% 0.0% 10 00:00:00 00:00:00
Production

Page 3 of 3




Dates 5/1/2016 12:00:00 AM
: thru

5/31/2016 11:59:59 PM

Generated on: 6/17/2016 7:40:10 AM

V»ht Cueuelnfo Report

Executive Summary

Results

Version 4.0

RC & Hold Return % Return
Options Calis Calls Calls
28,266 16,653 58.9%

11,613

% Hold Return Calls
Only
41.1% 0

VirtualQ

DateBook After Hours

All Successful % %o Connected % Cancelled % % % Unsuccessful

Return Reconnect Successful to an Agent Abandon Call Event

Calls Reconnect Not

Received
Total 16,653 14,697 88.3% 86.9% 1.3% 0.0% 0.0% 11.7%
ASAP Callbacks 16,653 14,697 88.3% 86.9% 1.3% 0.0% 0.0% 11.7%
ASAP Callbacks 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%

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 14,697
Total 14,697 11,979 1,746 741 231 - .
Total Saved Minutes 197,641
ASAP Callbacks 14,697 11,979 1,746 741 231
ASAP Callbacks via Web 0 0 o] 0 o] Average Saved Minutes /
t C 13
Subtotal A 14,697 11,979 1,746 741 231  Refurn Call
Total Dollar Savings @
Appointment 0 0 0 0 0 0.02($/minute) $3,952.82
Appointment via Web 0 0 0 ] ¢}
Average Dollar Savings /
Subtotal | B 0 0 0 0 0  Return Call $0.30

Total CBDC % Kept
Calls Original

Call

617 82.0%

% Xfer to
Top

6.0%

Connected to Median Average
% Xfer to % Cancel
Hold Original and an Agent
Disconnect
14,479 00:00:00 00:00:00
11.8% 0.2%
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V‘ht Oueuelnfo R

Dates 5/1/2016 12:00:00 AM
: thru

5/31/2016 11:59:59 PM
Generated 6/17/2016 7:40:10 AM
on:

Return

% Return Hold VirtualQ DateBook
Options Calls Calls Calls Calls Hours
Only
28,236 16,637 58.9% 11,599 41.1% o 0 [+] 1]

0ot

Executive Summary

Results
Queue

Version 4.0

English

Return

Call Resuits by

Successful

%

%

% Connected

%

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 16,637 14,682 88.2% 86.9% 1.3% 0.0% 0.0% 11.8%
ASAP Callbacks 16,637 14,682 88.2% 86.9% 1.3% 0.0% 0.0% 11.8%
ASAP Callbacks via Web o] 4] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 14,682
Total 14,682 11,965 1,746 740 231 Reconnect
Total Saved Minutes 197,490
ASAP Callbacks 14,682 11,965 1,746 740 231
ASAP Callbacks via Web 0 0 0 o] o]
Average Saved Minutes /
Subtotal | A 14,682 11,965 1,746 740 231 Return Call 13
Total Dollar Savings @
0.02 ($/minute) $3,949.80
Appointment 0 0 o] 0
Appointment via Web 0 0 0 Average Dollar Savings / $0.30
Subtotal | B 0 0 0 0 0 Return Call :

Total CBDC % Kept % Xfer to
Calls Original Top

Call
616 82.1% 6.0%

% Xfer to % Cancel Connected to Median Average
Hold Original and an Agent
Disconnect
11.7% 0.2% 14,465 00:00:00 00:00:00




V‘ht Gueuslinfo Report

Executive Summary

Dates 5/1/2016 12:00:00 AM Version 4.0
: thru Results

5/31/2016 11:59:59 PM Queue
Generated 6/17/2016 7:40:10 AM SpaniSh

on:

RC & Hold Return % Return ] Hold % Hold Return VirtualQ DateBook

Options Calls Calls Calls Calls Hours
Only
30 16 53.3% 14 46.7% 0 0 0 o

All Return Cal

All Successful % % Connected % % % %o

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 16 i5 93.8% 87.5% 6.3% 0.0% 0.0% 6.3%
ASAP Callbacks 16 15 93.8% 87.5% 6.3% 0.0% 0.0% 6.3%
ASAP Callbacks via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web ¢} 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 15
Total 15 14 0 1 0 Reconnect
Total Saved Minutes 151
ASAP Callbacks 15 14 0 1 0
ASAP Callbacks via Web 0 0 o o 0
Average Saved Minutes /
Subtotal | A 15 14 o 1 o Return Call 10
Total Dollar Savings @
0.02 (g/minute) $3.02
Appointment ' 0 ] 6 o 0
Appointment via Web 0 0 ] 0 0 Average Dollar Savings /
Return Call $0.20
Subtotal | B 0 0 0 0 0 eturn Ca

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% 100.0% 0.0% 14 00:00:00 . 00:00:00
Production
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V‘ht Queuelnfo Report

Dates 6/1/2016 12:00:00 AM - Version 4.0

, - Executive Summary _ "
6/30/2016 11:59:59 PM Results

Generated on:  7/14/2016 2:58:43 PM Queue

RC & Hold Return %o Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calls Calls Only
43,914 30,924 70.4% 12,990 29.6% 0 0 [H] 0

All Successful % % Connected % Cancelled % % %o Unsuccessful

Return ‘Reconnect Successful to an Agent Abandon Call Event

Calls Reconnect Not

Received
Total 30,924 26,875 86.9% 85.7% 1.2% 0.0% 0.0% 13.1%
ASAP Calibacks 30,924 26,875 86.9% 85.7% 1.2% 0.0% 0.0% 13.14%
ASAP Callbacks via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web o] o} 0.0% ' 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 26,875
Total 26,875 21,916 3,122 1,349 488 - .
Total Saved Minutes 404,753
ASAP Callbacks 26,875 21,916 3,122 1,349 488
ASAP Callbacks via Web 0 Q 0 0 0 Average Saved Minutes /
turn Call i5
Subtotal I A 26,875 21,916 3,122 1,349 4gg ReturnCa
Total Dollar Savings @
Appointment 0 0 0 0 0 0.02(%$/minute) $8,095.06
Appointment via Web 0 o] 0 4] 0
Average Dollar Savings /
Subtotal | B 0 [} 0 0 0 Return Call $0.30

Connected to Median Average
Total CBDC % Kept %o Xfer to %o Xfer to %o Cancel
Calls Original Top Hold Original and an Agent
Call Disconnect
26,507 00:00:00 00:00:00
1,350 48.3% 46.0% 5.1% 0.6%

Page 1 of 3




V‘ht Oueuelnfo Report

Executive Summary

Dates 6/1/2016 12:00:00 AM Version 4.0
: thru Results

6/30/2016 11:59:59 PM Queue
Generated 7/14/2016 2:58:43 PM Eng“Sh

on:

RC & Hold Return % Return Hold % Hold Return VirtualQ - After

Options Calls Calls Calls Calls Hours
Only
43,504 30,740 70.7% 12,764 29.3% 0 0 0 0

rn Calls is the sum of Return Calls anc )nly fie ...

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

Calls Reconnect Not

Received
Total 30,740 26,715 86.9% 85.7% 1.2% 0.0% 0.0% 13.1%
ASAP Callbacks 30,740 26,715 86.9% 85.7% 1.2% 0.0% 0.0% 13.1%
ASAP Callbacks via Web ] [ 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 ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 26,715
Total 26,715 21,786 3,097 1,344 488 Reconnect
Total Saved Minutes 404,248
ASAP Callbacks 26,715 21,786 3,097 1,344 488
ASAP Callbacks via Web o 1] o} o} o]
Average Saved Minutes /
Subtotal | A 26,715 21,786 3,097 1,344 488 poturn call 15
Total Dollar Savings @
0.02 ($/minute) $8,084.96
Appointment 0 0 0 [0} 0
Appointment via Web 0 0 o] 0 0 Average Dollar Savings / $0.30
Subtotal | B 0 0 0 0 0 Return Call

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

1,344 48.4% 45.9% 5.1% 0.6% 26,347 00:00:00 00:00:00




V‘ht Queuelnfo Report

Executive Summary

Dates 6/1/2016 12:00:00 AM - Version 4.0
: thru Results

6/30/2016 11:59:59 PM Queue
Generated 7/14/2016 2:58:43 PM Spanish

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

Options Calls Calls Calls Calls Hours
Only
410 184 44.9% 226 55.1% 0 0 0 0

All Successful %o %o Connected % % % %o

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 184 160 87.0% 87.0% 0.0% 0.0% 0.0% 13.0%
ASAP Callbacks 184 160 87.0% 87.0% 0.0% 0.0% 0.0% 13.0%
ASAP Callbacks via Web 0 4] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 0 [4] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 160
Total 160 130 25 5 0 Reconnect
Total Saved Minutes 506
ASAP Callbacks 160 130 25 5 0 :
ASAP Callbacks via Web 0 0 0 [y} 0
Average Saved Minutes /
Subtotal | A 160 130 25 5 0 Return Call 3
Total Dollar Savings @
0.02 {$/minute) $10.12
Appointment 0 0 0 0 o]
Appointment via Web o 0 [} 0 ¢} Average Dollar Savings / $0.10
Subtotal 1 B ] 1] 0 0 0 Return Call .

Total CBDC % Kept % Xfer to % Xfer to % Cancel Connected to Median Average
Calls Qariginal Top Hold Original and an Agent
Call Disconnect
6 33.3% 66.7% 0.0% 0.0% 160 00:00:00 00:00:00
Production
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V‘ht Oueuelnfo Report

Dates 7/1/2016 12:00:00 AM . Version 4.0
: e Executive Summary

7/31/2016 11:59:59 PM Results
Generated on:  8/2/2016 3:16:48 PM Queue

Calls presented with Return Callonly

RC & Hold Return % Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calls Calls Only
30,992 21,722 70.1% 9,270 29.9% 0 [+] [¢] 0

sby Type Summaty-A - AllRetur Calls is the sum of Return Calls and the Return Call Only fields

All Successful % % Connected % Cancelled % % % Unsuccessful

Return Reconnect Successful to an Agent Abandon Call Event

Calls Reconnect Not

Received
Total 21,722 18,808 86.6% 85.5% 1.1% 0.0% 0.0% 13.4%
ASAP Callbacks 21,711 18,798 86.6% 85.5% 11% 0.0% 0.0% 13.4%
ASAP Callbacks via Web 11 10 90.9% 54,5% 45.5% 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 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Saved Minutes Summary.

Successful Reconnect by Type Summary.

Only ASAPR Callbacks and ASAP Callbacks via

Successful ist 2nd 3rd 4 or More WEb Reconnect calls .
Reconnect Attempt Attempt Attempt Attempts
Successful 18,808
Total 18,808 15,402 2,109 975 322 - B
Total Saved Minutes 285,474
ASAP Callbacks 18,798 15,393 2,109 975 321
ASAP Callbacks via Web 10 9 0 0 b Average Saved Minutes /
Ret: 15
Subtotal | A 18,808 15,402 2,109 975 322 ReturnCall
Total Doliar Savings @
Appointment 1] 0 0 ] o] 0.02($/minute) $5,709.48
Appointment via Web 0 0 0 0 0
Average Dollar Savings /
Subtotal | B 0 0 0 o 0  Return Call $0.30

Return Call - Hold Time Summary

Connected to Median Average
Total CBDC % Kept % Xfer to % Xfer to % Cancel
calls Original Top Hold Original and an Agent
Call Disconnect
18,563 00:00:00 00:00:00
928 39.3% 56.6% 3.4% 0.6%

Page 1 of 3




V»ht Queuelnfo Report

Executive Summary

Dates 7/1/2016 12:00:00 AM Version 4.0

: thru Results
7/31/2016 11:59:59 PM Queue
Generated 8/2/2016 3:16:48 PM English

RC & Hold o Return ‘ % Retr ] Hold % Hold Return Virtual DateBook After

Options Calls Calls Calls Calls Hours
Only
30,749 21,602 70.3% 9,147 29.7% 0 0 4] 1]

All Successful % % Connected %o % % %

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 21,602 18,701 86.6% 85.5% 1.1% 0.0% 0.0% 13.4%
ASAP Callbacks 21,595 18,695 86.6% 85.5% 1.1% 0.0% 0.0% 13.4%
ASAP Callbacks via Web 7 6 85.7% 71.4% 28.6% 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%

Saved Mmutes Summary

Only ASAP Callbacks and ASAP Callbacks vla
Web Reconnect calls '

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 18,701
Total 18,701 15,320 2,094 968 319 Reconnect
Total Saved Minutes 282,886
ASAP Callbacks 18,695 15,314 2,094 968 319
ASAP Callbacks via Web 6 6 0 0 0
Average Saved Minutes /
Subtotal 1 A 18,701 15,320 2,094 968 319 Return Call 15
Total Dollar Savings @
0.02 {$/minute) $5,657.72
Appointment 0 0 Y 0 0
Appointment via Web 0 0 0 0 0 Average Dollar Savings / $0.3
.30
Subtotal I B 0 0 [i] 0 0 Return Call

Return Call - Hold Time Summary

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

919 39.0% 57.0% 3.4% 0.7% 18,462 00:00:00 00:00:00




V‘ t Oueuelnfo Report

Executive Summary

Dates 7/1/2016 12:00:00 AM Version 4.0
: thru Results
Generated 8/2/2016 3:16:48 PM Spanish

nted wi options calls presented with Return Callonly
RC & Hold Return % Return Hold % Hold Return VirtualQ DateBook After

Options Calls Calis Calis Calls Hours
Only
243 120 49.4% 123 50.6% 0 4] 0 (V]
ry - All Return Calls is the sum of Return Calls and the Return Call Only.fields .

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

Calls Reconnect Not

Received
Total 120 107 89.2% 84.2% 5.0% 0.0% 0.0% 10.8%
ASAP Callbacks 116 103 88.8% 86.2% 2.6% 0.0% 0.0% 11,2%
ASAP Callbacks via Web 4 4 100.0% 25.0% 75.0% 0.0% 0.0% 0.0%
Appointment o] 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%

ype Summary

Saved Mlnutes Summary

Only ASAP Callbacks and ASAP Callbacks via
Web Reconnect calls

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 107
Total 107 82 15 7 3 Reconnect
Total Saved Minutes 2,588
ASAP Callbacks 103 79 15 7 2
ASAP Callbacks via Web 4 3 0 0 i
Average Saved Minutes /
Subtotal | A 107 82 15 7 3 Return Call 24
Total Dollar Savings @
0.02 {$/minute) $51.76
Appointment 0 0 0 0
Appointment via Web 0 0 0 0 0 Average Dollar Savings / s
0.50
Subtotal | B 0 0 0 0 0 Return Call

Hold Tlme Summary

Total CBDC % Kept % Xfer to % Xfer to 9% Cancel Connected to Median Average
Calls Original Top Hold Original and an Agent
Call Disconnect
9 77.8% 11.1% 11.1% 0.0% 101 00:00:00 00:00:00
Production
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V‘ht Oueuelnfo Report

Dates 8/1/2016 12:00:00 AM

Version 4.0

Executive Summary

. thru
8/31/2016 11:59:59 PM Results

Generated on:  9/19/2016 8:12:19 AM Queue

RC & Hold Return % Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calls Calls Only
22,056 15,006 68.0% 7,050 32.0% 1] 0 0 4]

All Successful %o % Connected % Cancelled % % % Unsuccessful

Return Reconnect Successful to an Agent Abandon Call Event

Calis Reconnect Not

Received
Total 15,006 12,841 85.6% 84.6% 0.9% 0.0% 0.0% 14.4%
ASAP Callbacks 15,002 12,837 85.6% 84.6% 0.9% 0.0% 0.0% 14.4%
ASAP Callbacks via Web 4 4 100.0% 100.0% 0.0% 0.0% 0.0% 0.0%
Appointment o] 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 o] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 12,841
Total 12,841 10,418 1,526 680 217 - .
Total Saved Minutes 155,784
ASAP Callbacks 12,837 10,415 1,526 679 217
ASAP Callbacks via Web 4 3 0 1 0 Average Saved Minutes /
call 12
Subtotal [ A 12,841 10,418 1,526 680 217 RetumnCa
Total Dollar Savings @
Appointment 0 0 0 "] 0 0.02($/minute) $3,115.68
Appointment via Web 0 0 o] 0 [}
Average Dollar Savings /
Subtotal | B 0 o 0 0 0  Return Call $0.20

Connected to Median Average
Total CBDC % Kept % Xfer to 9% Xfer to % Cancel
Calis Original Top Hold Original and an Agent
Call Disconnect
12,701 00:00:00 00:00:00
638 30.6% 66.5% 2.7% 0.3%
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V‘ht Oueuelnfo Report

Executive Summary

Dates 8/1/2016 12:00:00 AM Version 4.0
= thru Results

8/31/2016 11:59:59 PM Queue
Generated 9/19/2016 8:12:19 AM Eng"Sh

on:

Call & Hold options _ K ed with Return Callonly
% Return Hold % Hold Return VirtualQ DateBook After

RC & Hold Return

Options Calls Calls Calls Calls Hours
Only
21,490 14,739 68.6% 6,751 31.4% 0 [¢] 0 0

% Connected

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

Calls Reconnect Not

Received
Total 14,739 12,614 85.6% 84.6% 0.9% 0.0% 0.0% 14.4%
ASAP Callbacks 14,735 12,610 85.6% 84.6% 1.0% 0.0% 0.0% 14.4%
ASAP Callbacks via Web 4 4 100.0% 100.0% 0.0% 0.0% 0.0% 0.0%
Appointment 0 ] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web o 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 12,614
Total 12,614 10,229 1,499 673 213 Reconnect
Total Saved Minutes 153,466
ASAP Callbacks 12,610 10,226 1,499 672 213
ASAP Callbacks via Web 4 3 0 1 o
Average Saved Minutes /
Subtotal | A 12,614 10,229 1,499 673 213 Return Call 12
Total Dollar Savings @
0.02 {$/minute) $3,069.32
Appointment 0 0 0 0 c
Appointment via Web 1} 0 [y} 0 0 Average Dollar Savings / $0.20
Subtotal | B o 0 0 0 0 Return Call )

Total CBDC % Kept % Xfer to 9% Xfer to % Cancel Connected to Median Average
Calls Original Top Hold Original and an Agent
Caill Disconnect

624 30.1% 66.8% 2.7% 0.3% 12,474 00:00:00 00:00:00




v‘ht JOueuelnfo Report

Dates 8/1/2016 12:00:00 AM
: thru

8/31/2016 11:59:59 PM
Generated 9/19/2016 8:12:19 AM
on:

p

i RC & Hold Return % Return

Options Calls Calls Calls
566 267 47.2%

Executive Summary

Results

Queue

Spanish

Hold % Hold

52.8%

Successful %

Return
Calls
Only

% Connected

Version 4.0

Hours

% % % %

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 267 227 85.0% 85.0% 0.0% 0.0% 0.0% 15.0%
ASAP Callbacks 267 227 85.0% 85.0% 0.0% 0.0% 0.0% 15.0%
ASAP Callbacks via Web o] 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 1st 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 227 189 27 7 4

ASAP Callbacks 227 189 27 4

ASAP Callbacks via Web 0 o 0 0 0

Subtotal 1 A 227 189 27 7 4
Appointment 0 0 o 0
Appointment via Web 0 0 0 0

Subtotal | B 0 0 1] 0 0

Successful 227
Reconnect
Total Saved Minutes 2,318
Average Saved Minutes /
Return Call 10
Total Dollar Savings @
0.02 ($/minute) $46.36
Average Dollar Savings /

$0.20

Return Call

Total CBDC % Kept % Xfer to
Calls Original Top
Call
14 50.0% 50.0%
Production

% Xfer to
Hold

0.0%

Page 3 of 3

% Cancel

Original and

Disconnect

0.0%

Connected to Median Average
an Agent
227 00:00:00 00:00:00




V‘ht Gueuelnfo Report

Dates 9/1/2016 12:00:00 AM . Version 4.0
: e Executive Summary
10/1/2016 11:59:59 PM Results

Generated on:  10/3/2016 7:55:01 AM Queue
Calls presented with Return Call & Hold options~ [lllGails presented with Return Call only.

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

Options Calls Calls Calls Only
17,389 11,498 66.1% 5,891 33.9% 0 1] o [1]

All Successful % % Connected % Cancelled % % % Unsuccessful

Return Reconnect Successful to an Agent Abandon Call Event

Calls Reconnect Not

Received
Total 11,498 10,052 87.4% 86.4% 1.1% 0.0% 0.0% 12.6%
ASAP Callbacks 11,496 10,051 87.4% 86.4% 1.1% 0.0% 0.0% 12.6%
ASAP Callbacks via Web 2 1 50.0% 50.0% 50.0% 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 [y 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Only ASAP Callbacks and ASAP Callbacks vi
Web Reconnect calls .

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 10,052
Total 10,052 8,240 1,156 500 156 - -
Total Saved Minutes 117,436
ASAP Calibacks 10,051 8,239 1,156 500 156
ASAP Callbacks via Web 1 1 0 Q 0 Average Saved Minutes /
turn Call 12
Subtotal | A 10,052 8,240 1,156 500 156 Teturnca
Total Dollar Savings @
Appointment o 0 0 o} 0 0.02(%$/minute) $2,348.72
Appointment via Web 0 0 4] 0 0
Average Dollar Savings /
Subtotal I B 0 0 0 1] 0 Return Call $0.20

Connected to Median Average
Total CBDC % Kept % Xfer to % Xfer to % Cancel
Calls Original Top Hold Original and an Agent
Call Disconnect
9,930 00:00:00 00:00:00
456 29.4% 68.2% 2.2% 0.2%

Page 1 of 3
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V‘h'l'. Oueuelnfo Re

Executive Summary

Dates 9/1/2016 12:00:00 AM Version 4.0
: thru Results

10/1/2016 11:59:59 PM Queue
Generated 10/3/2016 7:55:01 AM Eng"Sh

on:

s presented with Return Callonly
Return VirtualQ DateBook After

Return

% Return
Options Calls Calls Calls Calls Hours
Only
17,184 11,415 66.4% 5,769 33.6% 0 1] 0 0

All Successful % % Connected % % % %

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 11,415 9,979 87.4% 86.4% 1.1% 0.0% 0.0% 12.6%
ASAP Callbacks 11,413 9,978 87.4% 86.4% 1.1% 0.0% 0.0% 12.6%
ASAP Callbacks via Web 2 1 50.0% 50.0% 50.0% 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 ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 9,979
Total 9,979 8,185 1,141 498 155 Reconnect
Total Saved Minutes 115,890
ASAP Callbacks 9,978 8,184 1,141 498 155
ASAP Callbacks via Web 1 1 [ 0 0
Average Saved Minutes /
Subtotal | A 9,979 8,185 1,141 498 155 Return Call 12
Total Dollar Savings @
0.02 ($/minute) $2,317.80
Appointment 0 0 0 [y 0
Appointment via Web 0 o o 0 0 Average Dollar Savings / $0.20
Subtotal | B 0 0 0 0 0 Return Call ’

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

447 28.2% 69.6% 2.0% 0.2% 9,858 00:00:00 00:00:00




V‘ t Oueuelnfo Report

Executive Summary

Dates 9/1/2016 12:00:00 AM Version 4.0
: thru Results

10/1/2016 11:59:59 PM Queue
Generated 10/3/2016 7:55:01 AM SpaniSh

on:

Return %o Return % Hold VirtualQ DateBook

Options Calls Calis Calls Hours
205 83 40.5% 122 59.5% )] 0 0 [+]

immary - All Return Calls is the sum of Return Calls and the Return Call Only fields
All Successful %o % Connected % %o % %

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 83 73 88.0% 86.7% 1.2% 0.0% 0.0% 12.0%
ASAP Callbacks 83 73 88.0% 86.7% 1.2% 0.0% 0.0% 12,0%
ASAP Callbacks via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment ] 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 1] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 73
Total 73 55 15 2 1 Reconnect
Total Saved Minutes 1,547
ASAP Callbacks 73 55 15 2 1
ASAP Calibacks via Web 0 0 o o 0
Average Saved Minutes /
Subtotal 1 A 73 55 15 2 1 Return Call 21
Total Dollar Savings @
0.02 (glminute) $30.94
Appointment 0 0 0 0 4]
Appointment via Web 0 0 0 0 0 Average Dollar Savings / $0.40
Subtotal 1 B 0 0 0 0 0 Return Call -

Total CBDC % Kept % Xfer to % Xfer to % Cancel Connected to Median Average
Calls Original Top Hold Original and an Agent
Call Disconnect
9 88.9% 0.0% 11.1% 0.0% 72 00:00:00 00:00:00
Production

Page 3 of 3




Dates 10/3/2016 12:00:00 AM . Version 4.0
: e Executive Summary

10/31/2016 11:59:59 PM Results
Generated on:  11/16/2016 3:55:49 PM Queue

RC & Hold
Options Calls

23,060

Return %o Return Hold %% Hold Return Calls VirtualQ DateBook After Hours
Calls Calls Only
15,903 69.0% 7,157 31.0% 0 0 0 0

All Successful % %o Connected % Cancelled %o % %o Unsuccessful

Return Reconnect Successful to an Agent Abandon Call Event

Calls Reconnect Not

Received
Total 15,903 13,723 86.3% 85.2% 1.1% 0,0% 0.0% 13.7%
ASAP Callbacks 15,892 13,715 86.3% 85.2% 1.1% 0.0% 0.0% 13.7%
ASAP Callbacks via Web 11 8 72.7% 54.5% 36.4% 0.0% 0.0% 9.1%
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 ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 13,723
Total 13,723 9,711 2,652 1,016 344 - .
Total Saved Minutes 229,362
ASAP Callbacks 13,715 9,704 2,652 1,015 344
ASAP Callbacks via Web 8 7 o} 1 0 Average Saved Minutes /
R Call 17
Subtotal | A 13,723 9,711 2,652 1,016 34 ReturnCal
Total Dollar Savings @
Appointment 0 a 0 0 0 0.02(%/minute) $4,587.24
Appointment via Web 0 o} 0 0 0
Average Dollar Savings /
Subtotal | B 0 0 0 0 0 Return Call $0.30

Total CBDC
Calls

782

Connected to Median Average
% Kept % Xfer to % Xfer to %o Cancel
Original Top Hold Original and an Agent
Call Disconnect
13,547 00:00:00 00:00:00
40.4% 53.3% 5.5% 0.8%

Page 1 of 3




V‘ht Cueuelnfo Report

Executive Summary

Dates 10/3/2016 12:00:00 AM Version 4.0
: thru Results

10/31/2016 11:59:59 PM Queue
Generated 11/16/2016 3:55:49 PM English

on:

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

Options Calls Calls Calls Calls Hours
Only

23,051 15,898 69.0% 7,153 31.0% 0 [H] 0 0

All Successful % % Connected % % % %

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 15,898 13,718 86.3% 85.2% 1.1% 0.0% 0.0% 13.7%
ASAP Callbacks 15,889 13,712 86.3% 85.2% 1.1% 0.0% 0.0% 13.7%
ASAP Callbacks via Web S 6 66.7% 55.6% 33.3% 0.0% 0.0% 11.1%
Appointment 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 13,718
Total 13,718 9,707 2,652 1,015 344 Reconnect
Total Saved Minutes 229,358
ASAP Callbacks 13,712 9,701 2,652 1,015 344
ASAP Callbacks via Web 6 6 0 o] 0
Average Saved Minutes /
Subtotal | A 13,718 9,707 2,652 1,015 344 Return Call 17
Total Dollar Savings @
0.02 ($/minute) $4,587.16
Appointment 0 0 0 0 [o}
Appointment via Web 0 (¢} 0 0 0 Average Dollar Savings / $0.30
3
Subtotal | B 0 0 0 0 0 Return Call

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

782 40.4% 53.3% 5.5% 0.8% 13,543 00:00:00 00:00:00




V‘ht Oueuelnfo Report

Dates 10/3/2016 12:00:00 AM

Executive Summary

Version 4.0

‘ thru Results

10/31/2016 11:59:59 PM Queue
Generated 11/16/2016 3:55:49 PM Spanish
on:

all & Hold

% Return

DateBook

RC & Hold Return

% Hold
Options Calls Calls Calis Calls Hours
Only
9 5 55.6% 4 44.4% 1] 0 1] 0

All % % Connected % % %o %

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 5 5 100.0% 80.0% 20.0% 0.0% 0.0% 0.0%
ASAP Callbacks 3 3 100.0% 100.0% 0.0% 0.0% 0.0% 0.0%
ASAP Callbacks via Web 2 2 100.0% 50.0% 50.0% 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 ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 5
Total 5 4 0 1 o Reconnect
Total Saved Minutes 4
ASAP Callbacks 3 3 0 0 ¢}
ASAP Callbacks via Web 2 1 [¢] 1 o}
Average Saved Minutes /
Subtotal | A 5 4 0 1 o Return Call L
Total Dollar Savings @
0.02 (%$/minute) $0.08
Appointment o 0 0 0 0
Appointment via Web 0 0 o] 0 0 Average Dollar Savings / $0.00
Subtotal | B 0 [ 0 [ 0 Return Call .

Total CBDC % Kept % Xfer to % Xfer to %o Cancel Connected to Median Average
Calls Original Top Hold Original and an Agent
Call Disconnect
[1] 0.0% 0.0% 0.0% 0.0% 4 00:00:00 00:00:00
Production

Page 3 of 3




V‘ht Queueinfo Report

:Dates 11]::.[]/2016 12:00:00 AM Executlve Summary Version 4.0
11/30/2016 11:59:59 PM Results

Generated on; 12/15/2016 10:48:49 AM

RC & Hold Return % Return Hold % Hold Return Calls VirtualQ DateBook After Hours
Options Calls Calls Calls Only
33,887 24,598 72.6% 9,289 27.4% V] 0 1] (i}

All Successful Y 9% Connected % Cancelled % % % Unsuccessful

Return Reconnect Successful to an Agent Abandon Call Event

Calls Reconnect Not

Received
Total 24,598 21,259 86.4% 84.8% 1.6% 0.0% 0.0% 13.6%
ASAP Callbacks 24,591 21,253 86.4% 84.8% 1.6% 0.0% 0.0% 13.6%
ASAP Callbacks via Web 7 6 85.7% 85.7% 14.3% 0.0% 0.0% 0.0%
Appointment o 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 ist 2nd 3rd 4 or Mare
Reconnect Attempt Attempt Attempt Attempts
Successful 21,259
Total 21,259 17,334 2,502 1,097 326 - .
Total Saved Minutes 555,498
ASAP Callbacks 21,253 17,328 2,502 1,097 326
ASAP Callbacks via Web 6 6 [\ o] 4] Average Saved Minutes /
R c 26
Subtotal 1 A 21,259 17,334 2,502 1,097 326  Return call
Total Dollar Savings @
Appointment 0 0 0 [¢] o] 0.02($/minute) $11,109.96
Appointment via Web (] 0 0 0 4]
Average Dollar Savings /
Subtotal |1 B 0 ¢ [ o 0 Return Call $0.50

Connected to Median Average
Total CBDC % Kept % Xfer to %% Xfer to % Cancel
Calls Original Top Hold Original and an Agent
Call . Discaonnect
20,859 00:00:00 00:00:00
1,579 52.4% 39.8% 7.0% 0.8%

Page 1 of 3




Dates

11/1/2016 12:00:00 AM
’ thru
11/30/2016 11:59:59 PM

Generated
on:

12/15/2016 10:48:49 AM

RC & Hold % Return

Return
Options Calls Calls Calls
33,635 24,480 72.8%

Executive Summary

Results
Queue

Version 4.0

English

% Hold

9,155 27.2% 0 0 0 0

% Connected % % %

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 24,480 21,149 86.4% 84.8% 1.6% 0.0% 0.0% 13.6%
ASAP Callbacks 24,473 21,143 86.4% 84.8% 1.6% 0.0% 0.0% 13.6%
ASAP Callbacks via Web 7 6 85.7% 85.7% 14.3% 0.0% 0.0% 0.0%
Appointment 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 21,149
Total 21,149 17,240 2,490 1,094 325 Reconnect
Total Saved Minutes 554,318
ASAP Callbacks 21,143 17,234 2,490 1,094 325
ASAP Callbacks via Web 6 6 0 0 4]
Average Saved Minutes /
Subtotal | A 21,149 17,240 2,490 1,094 325 Return Call 26
Total Dollar Savings @
0.02 ($/minute) $11,086.36
Appointment 0 0 ¢} 0 [0}
Appointment via Web 0 0 o} 0 Average Dollar Savings / $0.50
Subtotal | B 0 0 0 o 0 Return Call "

Total CBDC % Kept o/ Xfer to
Calls Original Top

Call
1,573 52.5% 39.7%

o/ Xfer to %o Cancel Connected to Median Average
Hold Original and an Agent
Disconnect
6.9% 0.8% 20,752 00:00:00 00:00:00




Dates

. thru

11/1/2016 12:00:00 AM

11/30/2016 11:59:59 PM

Generated
on:

Calls pres

RC & Hald
Options Calls

Return

12/15/2016 10:48;49 AM

Calls Calls
118 46.8%

ented with Return Call & Hold opt

% Return

Executive Summary

Results
Queue

Spanish

% Hold

Calls
Only
53.2% 0 0

Version 4.0

Hours

Calls Return Calls anc Retuin ( ,

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

Reconnect Not

Received
Total 118 110 93.2% 90.7% 2.5% 0.0% 0.0% 6.8%
ASAP Callbacks 118 110 93.2% 90.7% 2.5% 0.0% 0.0% 6.8%
ASAP Callbacks via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web o] o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful
Total 110 94 12 3 1 Reconnect
Total Saved Minutes
ASAP Callbacks 110 94 i2 3 i
ASAP Callbacks via Web 0 0 0 [y 0
Average Saved Minutes /
Subtotal | A 110 94 12 3 1 Return Call
Total Dollar Savings @
0.02 ($/minute)
Appointment o 0 0 o} 0
Appointment via Web 0 0 0 a Average Dollar Savings /
Subtotal | B 0 0 0 0 0 Return Call

110

1,180

11

$23.60

$0.20

Total CBDC
Calls

Production

% Kept
Original
Call

33.3%

% Xfer to

Top

50.0%

%o Xfer to
Hold

16.7%

Page 3 of 3

% Cancel Connected to
Original and an Agent

Disconnect
0.0% 107

Median

00:00:00

Average

00:00:00




v ht Oueueinfo Report

Y

Dates

thru

12/1/2016 12:00:00 AM

12/31/2016 11:59:59 PM

Generated on:

1/16/2017 12:48:33 PM

Executive Summary

Results
Queue

Version 4.0

RC & Hold
Options Calls

32,546

Return
Calls

23,960

% Return
Calls

73.6%

Hold %o Hold

8,586 26.4%

Return Calls VirtualQ
Only
0 0

DateBook

After Hours

All Successful % % Connected % Cancelied % %o % Unsuccessful

Return Reconnect Successful to an Agent Abandon Call Event

Calls Reconnect Not

Received
Total 23,960 20,928 87.3% 85.9% 1.4% 0.0% 0.0% 12.7%
ASAP Callbacks 23,960 20,928 87.3% 85.9% 1.4% 0.0% 0.0% 12.7%
ASAP Callbacks via Web o] 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 Q o] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful
Total 20,928 17,117 2,480 1,017 314 - .
Total Saved Minutes
ASAP Callbacks 20,928 17,117 2,480 1,017 314
ASAP Callbacks via Web o o] o] 0 Average Saved Minutes /
Ret call
Subtotal | A 20,928 17,117 2,480 1,017 314 eturn Cal
Total Dollar Savings @
Appointment 0 o] 0 0 0.02($/minute)
Appointment via Web o} 0 0 o
Average Dollar Savings /
Subtotal I B 0 0 0 0  Return Call

20,928

565,326

27

$11,306.52

$0.50

Total CBDC
Calls

1,307

% Kept
Original
Call

58.9%

% Xfer to %0 Xfer to
Top Hold
33.8% 6.5%

Connected to

% Cancel
Original and an Agent

Disconnect
20,582

0.8%

Page 1 of 3

Median

00:00:00

Average

00:00:00




V‘ht Queuelnfo Report

Executive Summary

Dates 12/1/2016 12:00:00 AM Version 4.0
: thru Results

12/31/2016 11:59:59 PM Queue
Generated 1/16/2017 12:48:33 PM English

on:

RC & Hold Return % Return Hold o Hold Return - T After

Options Calls Calls Calis Calls Hours
Only
32,173 23,765 73.9% 8,408 26.1% [ 0 0 0

 the | f Return Calls and the Reti 1Ly fi .

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

Calls Reconnect Not

Received
Total 23,765 20,758 87.3% 85.9% 1.4% 0.0% 0.0% 12.7%
ASAP Callbacks 23,765 20,758 87.3% 85.9% 1.4% 0.0% 0.0% 12.7%
ASAP Callbacks via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 (1} 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Succeassful 20,758
Total 20,758 16,981 2,456 1,010 311 Reconnect
Total Saved Minutes 564,036
ASAP Callbacks 20,758 16,981 2,456 1,010 311
ASAP Callbacks via Web 0 0 o] 0 o
Average Saved Minutes /
Subtotal | A 20,758 16,981 2,456 1,010 311 Return Call 27
Total Dollar Savings @
0.02 ($/minute) $11,280.72
Appointment 0 0 Q 0 0
Appointment via Web 4] 0 0 0 0 Average Dollar Savings / $0.50
.5
Subtotal | B 0 0 [ 0 0 Return Call

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

1,298 58.9% 33.8% 6.5% 0.8% 20,415 00:00:00 00:00:00




V‘ht Oueuelnfo Report

Executive Summary

Dates 12/1/2016 12:00:00 AM Version 4.0
: thru ReSUItS
12/31/2016 11:59:59 PM Queue
Generated 1/16/2017 12:48:33 PM Spanish
on:

RC & Hold Return " After

Options Calls Calls Calls Calls Hours
Only

373 195 52.3% 178 47.7% 0 0 [1] 0

) "o Return i % Hold Retrn

9% Connected %o % % %o

All Successful %

Return Reconnect Successful to an Agent Cancelled Abandon Call Event Unsuccessful

Calls Reconnect Not

Received
Total 195 170 87.2% 85.6% 1.5% 0.0% 0.0% 12.8%
ASAP Callbacks 195 170 87.2% 85.6% 1.5% 0.0% 0.0% 12.8%
ASAP Callbacks via Web 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%

Successful 1st 2nd 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Successful 170
Total 170 136 24 7 3 Reconnect
Total Saved Minutes 1,290
ASAP Callbacks 170 136 24 7 3
ASAP Callbacks via Web o Y o} 0 0
Average Saved Minutes /
Subtotal | A 170 136 24 7 3 Return Call 8
Tota!l Dollar Savings @
0.02 ($/minute) $25.80
Appointment 0 0 o} o] Q
Appointment via Web 0 0 0 0 ] Average Dollar Savings / s
0.20
Subtotal | B 1] 0 0 0 0 Return Call

Total CBDC % Kept % Xfer to % Xfer to % Cancel Connected to Median Average
Calls Original Top Hold Original and an Agent
Call Disconnect
9 55.6% 33.3% 11.1% 0.0% 167 00:00:00 00:00:00
Production

Page 3 of 3
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MGE PAY STATIONS - January 6, 2017

Authorized agents marked with
an asterisk (*) can only accept
full payments on or before the
due date shown on your bill.
Those agents without an asterisk
can accept full or partial
payments on, before or after the
due date. Most authorized
agents charge a fee for these
services. Please use
authorized paystations only.
For more information please
select a paystation.

66 Food Mart
703 West 7th Street, Joplin,
MO 64801, USA
Business Hours:M: 08 AM - 06
PM, Tu: 09 AM - 06 PM, W: 09
AM - 06 PM, Th: 038 AM - 06 PM,
F: 09 AM - 06 PM, Sa:
CLOSED|Su: CLOSED

ACE Cash Express #2332

1301 VANDIVER, Columbia,
MO 65202, USA

ACE Cash Express #2335

6303 Main Street, Grandview,
MO 64030, USA

Business Hours:M: 09 AM - 07
PM, Tu: 09 AM - 07 PM, W: 09
AM - 07 PM, Th: 09 AM - 07 PM,
F: 09 AM - 07 PM, Sa: 09 AM - 06
PM, Su: CLOSED

ACE Cash Express #2336

7257 North Oak Trafficway,
Gladstone, MO 64118, USA
Business Hours:M: 09 AM - 07
PM, Tu: 08 AM - 07 PM, W: 09
AM - 07 PM, Th: 09 AM - 07 PM,
F: 09 AM - 07 PM, Sa: 08 AM - 06
PM, Su: CLOSED

ACE Cash Express #2712

5018 Roe Avenue, Roeland
Park, KS 66205, USA

Business Hours:M: 09 AM - 07
PM, Tu: 09 AM - 07 PM, W: 09
AM - 07 PM, Th: 09 AM - 07 PM,
F: 09 AM - 07 PM, Sa: 09 AM - 06
PM, Su: CLOSED

ACE Cash Express #2716

6427 STATE Ave., Kansas
City, KS 66102, USA
Business Hours:M: 09 AM - 07
PM, Tu: 09 AM - 07 PM, W: 09
AM - 07 PM, Th: 09 AM - 07 PM,
F: 09 AM - 07 PM, Sa; 09 AM - 06
PM, Su: CLOSED

ACE Cash Express #2717
8837 W. 75TH St., Overland
Park, KS 66204, USA
Business Hours:M: 09 AM - 07
PM, Tu: 09 AM - 07 PM, W: 09
AM - 07 PM, Th: 09 AM - 07 PM,
F: 09 AM - 07 PM, Sa: 09 AM - 06
PM, Su; CLOSED

ACE Cash Express #2718

9970 W. 87TH St., Overland
Park, KS 66212, USA

ACE Cash Express #2719

103 N. PARKER, Olathe, KS
66061, USA

ACE Cash Express #2720

701-A CENTRAL Ave.,
Kansas City, KS 66101, USA

ACE Cash Express #2721

8222 PARALLEL Pkwy.,
Kansas City, KS 66109, USA
Business Hours:M: 09 AM - 07
PM, Tu: 08 AM - 07 PM, W; 09
AM - 07 PM, Th: 09 AM - 07 PM,
F: 09 AM - 07 PM, Sa: 09 AM - 06
PM, Su: CLOSED

ACE Cash Express #2722

1264 CENTRAL Ave.,
Kansas City, KS 66102, USA
Business Hours:M: 09 AM - 07
PM, Tu: 09 AM - 07 PM, W: 09
AM - 07 PM, Th: 09 AM - 07 PM,
F: 09 AM - 07 PM, Sa: 09 AM - 06
PM, Su: CLOSED

ACE Cash Express #2724

3112 STRONG Ave., Kansas
City, KS 66103, USA
Business Hours:M: 09 AM - 07
PM, Tu: 09 AM - 07 PM, W: 09
AM - 07 PM, Th: 09 AM - 07 PM,
F: 09 AM - 07 PM, Sa: 09 AM - 06
PM, Su: CLOSED

Apple Market
1215 Emanuel Cleaver Il
Boulevard, Kansas City, MO
64110, USA
Business Hours:M: 07 AM - 07
PM, Tu: 07 AM - 07 PM, W: 07
AM - 07 PM, Th: 07 AM - 07 PM,
F: 07 AM - 07 PM, Sa: 07 AM - 07
PM, Su: 07 AM - 07 PM

Avenue Pawn

2706 Independence Avenue,
Kansas City, MO 64124, USA
Business Hours:M: 03 AM - 07
PM, Tu: 09 AM - 07 PM, W: 09
AM - 07 PM, Th: 09 AM - 07 PM,
F: 09 AM - 07 PM, Sa: 10 AM - 06
PM, Su: CLOSED

Bi-Lo Country Market

410 East Young Street,
Warrensburg, MO 64093,
USA

Business Hours:M: 07:30 AM -
08:30 PM, Tu: 07:30 AM - 08:30
PM, W: 07:30 AM - 08:30 PM, Th:
07:30 AM - 08:30 PM, F: 07:30
AM - 08:30 PM, Sa: 07:30 AM -
08:30 PM, Su: 07 AM - 08 PM

Blue Parkway Sun Fresh

4209 East 50th Terrace,
Kansas City, MO 64130, USA
Business Hours:M: 07 AM - 09
PM, Tu: 07 AM - 09 PM, W: 07
AM - 09 PM, Th: 07 AM - 09 PM,
F: 07 AM - 09 PM, Sa: 07 AM - 09
PM, Su: 07 AM - 09 PM

Brown's Pharmacy

149 Crown Hill Road,
Excelsior Springs, MO 64024,
USA

Business Hours:M: 09 AM - 08
PM, Tu: 09 AM - 08 PM, W: 09
AM - 08 PM, Th: 09 AM - 08 PM,
F: 09 AM - 08 PM, Sa: 09 AM - 05
PM, Su: 11 AM - 03 PM

Buck Country Mart
1601 North Main Street,
Higginsville, MO 64037, USA

Business Hours:
Mon - Sun: 08:00AM - 07:00PM

Chit Chat - 23rd
11723 E 23rd Street,
Independence, MO 64050,
USA
Business Hours:M: 09 AM - 89
PM, Tu: 09 AM - 07 PM, W: 09
AM - 07 PM, Th: 09 AM - 07 PM,
F: 09 AM - 07 PM, Sa: 09 AM - 05
PM, Su: CLOSED

Chit Chat - Raytown

9214 State Route 350,
Raytown, MO 64133, USA
Business Hours:M: 09 AM - 89
PM, Tu: 08 AM - 07 PM, W: 09
AM - 07 PM, Th: 09 AM - 07 PM,
F: 09 AM - 07 PM, Sa: 09 AM - 05
PM, Su: CLOSED




Country Mart #73
15720 U.S. 160, Forsyth, MO
65653, USA
Business Hours:
Mon - Sun: 06:00AM - 09:00PM

Dave's Country Market
105 Moreau Avenue, Tipton,
MO 65081, USA

Business Hours:
Mon-Sun: 7AM - 9PM

Galena City Hall
111 Main Street, Galena, MO
65656, USA
Business Hours:M: 08 AM - 04
AM|[Tu:08 AM - 04 AMjW: 08 AM
- 04 AM|Th: 08 AM - 04 AM[F: 08
AM - 04 AM|Sa: CLOSED|Su:
CLOSED

Hy-Vee #1033 - Blue Springs
625 U.S. 40 Blue Springs,
MO 64014, USA
Business Hours:M: 07 AM - 10
PM, Tu: 07 AM - 10 PM, W: 07
AM - 10 PM, Th: 07 AM - 10 PM,
F: 07 AM - 10 PM, Sa: 07 AM - 10
PM, Su; 07 AM - 10 PM

Hy-Vee #1034
1307 East North Avenue,
Belton, MO 64012, USA

Business Hours:
Mon-Sun: 7AM - 9PM

Hy-Vee #1260 -
Independence
1525 East 23rd Street South,
Independence, MO 64055,
USA
Business Hours:M: 07 AM - 09
PM, Tu: 07 AM - 09 PM, W: 07
AM - 09 PM, Th: 07 AM - 09 PM,
F: 07 AM - 09 PM, Sa: 07 AM - 09
PM, Su: 07 AM - 08:30 PM

Hy-Vee #1321
207 Northeast Englewood
Road, Creekwood Commons,
Kansas City, MO 64118, USA
Business Hours:M: 07 AM - 09
PM, Tu: 07 AM - 09 PM, W: 07
AM - 09 PM, Th: 07 AM - 09 PM,
F: 07 AM - 09 PM, Sa: 07 AM - 09
PM, Su:; 07 AM - 09 PM

MGE PAY STATIONS - January 6, 2017

Hy-Vee #1380
301 Northeast Rice Road,
Lee's Summit, MO 640886,
USA
Business Hours:M: 06 AM - 10
PM, Tu: 06 AM - 10 PM, W: 06
AM - 10 PM, Th: 06 AM - 10 PM,
F: 06 AM - 10 PM, Sa: 06 AM - 10
PM, Su: 06 AM - 10 PM

Hy-Vee #1381

310 Southwest Ward Road,
Hy-Vee, Lee's Summit, MO
64081, USA

Business Hours:24/7

Hy-Vee #1384 - Liberty

109 N. Blue Jay Dr, Liberty,
MO 64068, USA

Business Hours:M: 06 AM - 09
PM, Tu: 06 AM - 09 PM, W: 06
AM - 09 PM, Th: 06 AM - 09 PM,
F: 06 AM - 09 PM, Sa: 06 AM - 09
PM, Su: 06 AM - 09 PM

Hy-Vee #1552
201 North Belt Highway, Hy-
Vee, St. Joseph, MO 64506,
USA
Business Hours:M: 07 AM - 09
PM, Tu: 07 AM - 09 PM, W: 07
AM - 09 PM, Th: 07 AM - 09 PM,
F: 07 AM - 09 PM, Sa: 07 AM - 09
PM, Su: 07 AM - 09 PM

Kiosk #45 - Fastrip Food
Store
221 W. Santee St., Wheaton,
MO 64874, USA

Kiosk #46 - Fastrip Food
Store
104 S. Main St., Cassville,
MO 65625, USA

Kiosk 127 - Balls Foods #16
12220 U.S. 71 Frontage,
Grandview, MO 64030, USA

Business Hours:Mon - Sun:
06:00 AM - 12:00 AM

Kiosk 128 - Balls Foods #17
9550 Blue Ridge Boulevard,
Kansas City, MO 64134, USA

Business Hours:Mon - Sun:
06:00 AM - 12:00 AM

Kiosk 131 - Balls Foods #12
4950 Roe Boulevard,
Roeland Park, KS 66205,
USA

Business Hours:Mon - Sun:
06:00 AM - 12:00 AM

Kiosk 132 - Balls Foods #18
8430 Wornall Road, Kansas
City, MO 64114, USA

Business Hours:Mon - Sun:
06:00 AM - 12:00 AM

Kiosk 133 - Balls Foods #12
4950 Roe Blvd., Roeland
Park, MO 66205, USA

Business Hours:Mon - Sun:
06:00 AM - 12;00 AM

Kiosk 141 - Balls Foods #11
4820 North Oak Trafficway,
North Oak Marketplace,
Kansas City, MO 64118, USA

Business Hours:Mon - Sun:
06:00 AM - 12:00 AM

Kiosk 142 - Balls Foods #21
500 Northeast Barry Road,
Oak Barry Center, Kansas
City, MO 64155, USA

Business Hours:Mon - Sun:
06:00 AM - 12:00 AM

Kiosk 144 - Balls Foods #29
6238 North Chatham Avenue,
Kansas City, MO 64151, USA

Business Hours:Mon - Sun:
06:00 AM - 12:00 AM

Kiosk 145 - Fast Trip Food
Store
700 Main Street, Cassville,
MO 65625, USA
Business Hours:24/7

Kiosk 156 - Balls Foods #37
520 S Commercial St,
Harrisonville, MO 64701,
USA

Business Hours:Mon - Sun:
06:00 AM - 12:00 AM

Kiosk 164- Price Chopper
#359

109 N. Cedar, Belton, MO
64012, USA

Business Hours:Mon - Sun:
08:00 AM - 09:00 PM

Kiosk 216 - Queens Price
Chopper #4
8686 Antioch Road, Overland
Park, KS 66212, USA

Business Hours:Mon - Sun:
06:00 AM - 05:00 PM




Kiosk 320 - Consentino's
Apple Market #70
4300 Blue Ridge Boulevard,
Kansas City, MO 64133, USA

Business Hours:Mon - Sun:
06:00 AM - 12:00 AM

Kiosk 321 - Consentino's
Price Chopper #102
1030 West 103rd Street,
Kansas City, MO 64114, USA
Business Hours:24/7

Kiosk 322 - Consentino's
Price Chopper #104
1100 Missouri 7, Blue
Springs, MO 64014, USA
Business Hours:24/7

Kiosk 323 - Consentino's
Price Chopper #1056
5800 Wilson Avenue,
Independence Avenue and
Topping Shopping Center,
Kansas City, MO 64123, USA
Business Hours:24/7

Kiosk 324 - Consentino's
Price Chopper #106
8700 East 63rd Street,
Kansas City, MO 64133, USA
Business Hours:24/7

Kiosk 325 - Consentino's
Sun Fresh #107
2415 Northeast Vivion Road,
Kansas City, MO 64118, USA
Business Hours:24/7

Kiosk 331 - Consentino's

Price Chopper #109
1305 Missouri 7, Blue
Springs, MO 64014, USA
Business Hours:24/7

Kiosk 333 - Consentino's
Price Chopper #119
7418 West 119th Street,
Overland Park, KS 66213,
USA
Business Hours:24/7

Kiosk 334 - Consentino's
Apple Market #137
11501 East 63rd Street,
Raytown, MO 64133, USA

Business Hours:Mon - Sun:
06:00 AM - 12:00 AM
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Kiosk 335 - Consentino's
Apple Market #143
7506 Raytown Road,
Parkway Shopping Center,
Raytown, MO 64138, USA
Business Hours:Mon - Sun:
06:00 AM - 12:00 AM

Kiosk 97 - Consentino's

Price Chopper #249
22210 West 66th Street,
Shawnee, KS 66226, USA

Business Hours:Mon - Sun:
06:00 AM - 11:00 PM

Kisosk 129- Price Chopper
7734 State Avenue, Kansas
City, KS 66109, USA

Business Hours:Mon - Sun:
06:00 AM - 12:00 AM

Kovac's

7014 King Hill Avenue, St.
Joseph, MO 64504, USA
Business Hours:M: 07 AM -
09:30 PM, Tu: 07 AM - 09:30 PM,
W: 07 AM - 09:30 PM, Th: 07 AM
- 09:30 PM, F: 07 AM - 09:30 PM,
Sa: 07 AM - 09:30 PM, Su: 08 AM
-09 PM

Kovac's

2202 Frederick Avenue, St.
Joseph, MO 64508, USA
Business Hours:M: 07 AM -
09:30 PM, Tu: 07 AM - 09:30 PM,
W: 07 AM - 09:30 PM, Th: 07 AM
- 09:30 PM, F: 07 AM - 09:30 PM,
Sa: 07 AM - 09:30 PM, Su: 08 AM
- 09 PM

Leon's Thriftway
4400 East 39th Street,
Kansas City, MO 64128, USA
Business Hours:M: 07 AM - 09
PM, Tu: 07 AM - 09 PM, W: 07
AM - 09 PM, Th: 07 AM - 09 PM,
F: 07 AM - 09 PM, Sa: 07 AM - 09
PM, Su: 07 AM - 06 PM

Metro Thriftway
1616 East 63rd Street,
Kansas City, MO 64110, USA
Business Hours:M: 07 AM - 07
PM, Tu: 07 AM - 07 PM, W: 07
AM - 07 PM, Th: 07 AM - 07 PM,
F: 07 AM - 07 PM, Sa: 07 AM - 07
PM, Su: 07 AM - 07 PM

Money Express
3800 Broadway Boulevard,
Kansas City, MO 64111, USA
Business Hours:24/7

Money Mart Check Cashing

10408 Blue Ridge Boulevard,
Kansas City, MO 64134, USA
Business Hours:M: 09 AM - 09
PM, Tu: 09 AM - 09 PM, W: 09
AM - 09 PM, Th: 09 AM - 03 PM,
F: 09 AM - 03 PM, Sa: 09 AM - 09
PM, Su: 12 AM - 06 PM

Murfin's Market

604 E. South St., Ozark, MO
65721, USA

Business Hours:Mon - Sun:
07:00 AM - 10:00 PM

Price Cutter #11

1730 S. Campbell Ave.,
Springfield, MO 65807, USA
Business Hours:Mon - Sun:
07:00 AM - 11:00 AM

Price Cutter #17

1013 U.S. 60 East Republic,
MO

Business Hours:M: 06 AM - 12
AM|Tu: 06 AM - 12 AM|W: 06 AM
-12 AM{Th: 06 AM - 12 AM|F: 06
AM - 12 AM|Sa: 06 AM - 12
AM|Su: 06 AM - 12 AM

Price Cutter #23

1503 West MacArthur Drive,
Webb City, MO 64870, USA
Business Hours:M: 08 AM - 10
PM, Tu: 08 AM - 10 PM, W: 08
AM - 10 PM, Th: 08 AM - 10 PM,
F: 08 AM - 10 PM, Sa: 08 AM - 10
PM, Su: 08 AM - 10 PM

Price Cutter #24

1000 South Neosho
Boulevard, Neosho, MO
64850, USA

Business Hours:M: 07 AM - 11
PM, Tu: 07 AM - 11 PM, W: 07
AM - 11 PM, Th: 07 AM - 11 PM,
F: 07 AM - 11 PM, Sa: 07 AM - 11
PM, Su: 07 AM - 11 PM

Price Cutter #34
1931 W. Kearney, Springfield,
MO 65803, USA

Business Hours:Mon - Sun:
06:00 AM - 12:00 AM

Price Cutter #4
5504 N. 17th St., Ozark, MO
65721, USA

Business Hours:Mon - Sun:
06:00 AM - 09:00 PM
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Price Cutter #55

400 North Massey Boulevard,
Nixa, MO 65714, USA
Business Hours:M: 07:30 AM -
10 PM, Tu: 07:30 AM - 10 PM, W:
07:30 AM - 10 PM, Th: 07:30 AM
- 10 PM, F: 07:30 AM - 10 PM,
Sa: 07:30 AM - 10 PM, Su: 07:30
AM - 10 PM

Ramey Price Cutter #15

708 South Eliiott Avenue,
Aurora, MO 65605, USA
Business Hours:M: 07 AM - 11
PM, Tu: 07 AM - 11 PM, W: 07
AM - 11 PM, Th: 07 AM - 11 PM,
F: 07 AM - 11 PM, Sa: 07 AM - 11
PM, Su: 07 AM - 11 PM,

Ramey Price Cutter #16

91 Main Street, Cassville, MO
65625, USA

Business Hours:M: 07 AM - 10
PM, Tu: 07 AM - 10 PM, W: 07
AM - 10 PM, Th: 07 AM - 10 PM,
F: 07 AM - 10 PM, Sa: 07 AM - 10
PM, Su: 07 AM - 10 PM

Ramey Price Cutter #21
1223 West Central Avenue,
Carthage, MO 64836, USA
Business Hours:M: 09 AM -
07:30 PM, Tu: 09 AM - 07:30 PM,
W: 09 AM - 07:30 PM, Th; 09 AM
- 07:30 PM, F: 09 AM - 07:30 PM,
Sa: 09 AM - 07:30 PM, Su; 09 AM
-07:30 PM

Ramey Price Cutter #5

2150 East Cleveland Street,
Monett, MO 65708, USA
Business Hours:M: 06 AM - 11
PM, Tu: 06 AM - 11 PM, W: 06
AM - 11 PM, Th: 06 AM - 11 PM,
F: 06 AM - 11 PM, Sa: 06 AM - 11
PM, Su; 06 AM - 11 PM

Ramey's Price Cutter #14

469 West Valley Street,
Granby, MO 64844, USA
Business Hours:M: 07 AM - 09
PM, Tu: 07 AM - 09 PM, W: 07
AM - 09 PM, Th: 07 AM - 08 PM,
F: 07 AM - 09 PM, Sa: 07 AM - 09
PM, Su: 07 AM - 09 PM

Ramey's Price Cutter #26
Ramey City Highway 37 & C,
Purdy, MO 65734 USA
Business Hours:M: 07 AM - 09
PM, Tu: 07 AM - 09 PM, W: 07
AM - 09 PM, Th: 07 AM - 09 PM,
F: 07 AM - 09 PM, Sa: 07 AM - 09
PM, Su: 07 AM - 09 PM,

Schnucks #743
942 Valley Creek Drive,
Farmington, MO 63640 USA

Business Hours:Mon - Sun:
06:00 AM - 12:00 AM

Smitty's Price Cutter #57

1850 South Maiden Lane,
Joplin, MO 64801, USA
Business Hours:M: 08 AM - 08
PM, Tu: 08 AM - 08 PM, W: 08
AM - 08 PM, Th; 08 AM - 08 PM,
F: 08 AM - 08 PM, Sa: 08 AM - 08
PM, Su; 12 AM - 08 PM

SummerFresh #81
1201 East 12th Street,
Lamar, MO 64759, USA

Business Hours:
Mon-Sun: 7AM - 10PM

SummerFresh #83
615 East Mount Vernon
Boulevard, Mount Vernon,
MO 65712, USA

Business Hours:
Mon-Sun; 7AM - 10PM

SummerFresh #85
163 West Old Mill Road, Fair
Grove, MO 65648, USA

Business Hours:
Mon-Sun: 7AM - 10PM

SummerFresh #88
200 North Grand Avenue,
Greenfield, MO 65661, USA

Business Hours:
Mon-Sun: 7AM - 10PM

The Cameron Market

1303 N.Walnut, Cameron,
MO 64429, USA

Business Hours:
Mon-Sun; 7AM - 09PM

The Cash Box

2532 East Independence
Avenue, Kansas City, MO
64124, USA

Business Hours:M: 09 AM -
05:30 PM, Tu: 09 AM - 05:30 PM,
W: 09 AM - 05:30 PM, Th: 09 AM
- 05:30 PM, F: 09 AM - 05:30 PM,
Sa:; 10 AM - 04:30 PM, Su:
CLOSED

Waldo Financial

8437 Wornall Road, Kansas
City, MO 64131, USA
Business Hours:M: 08 AM - 08
PM, Tu: 08 AM - 08 PM, W: 08
AM - 08 PM, Th; 08 AM - 08 PM,
F: 08 AM - 08 PM, Sa: 08 AM - 07
PM, Su: CLOSED

Woods Supermarket

312 W. Highway 54, EI
Dorado Springs, MO 64744,
USA

Business Hours:M: 07 AM - 09
PM, Tu: 07 AM - 09 PM, W: 07
AM - 09 PM, Th: 07 AM - 09 PM,
F: 07 AM - 09 PM, Sa: 07 AM - 09
PM, Su: 07 AM - 09 PM




Missouri Gas Energy

Percent of Service Appointments Kept

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

2008 % Kept
January through March 85.27%
Quarter 1 85.27%
April through June 80.47%
Quarters 1 & 2 82.43%
July through September 82.86%
Quarters 1,2 & 3 82.58%
October through December 85.65%
Calendar Year 2008 83.25%

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

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

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

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

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

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

2015 % Kept
January 97.57%
February 97.71%
March 96.66%
Quarter 1 97.30%
April 97.59%
May 97.23%
June 97.74%
Quarters 1 & 2 97.41%
July 97.67%
August 96.88%
September 88.87%
Quarters 1,2 & 3 97.19%
October 93.04%
November 96.32%
December 95.12%
Calendar Year 2015 97.04%

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

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

2010 % Kept
January through March 82.16%
Quarter 1 82.16%
April through June 82.37%
Quarters 1 & 2 82.28%
July through September 90.06%
Quarters 1,2 & 3 84.55%
October through December 89.41%
Calendar Year 2010 85.65%

2013 % Kept
January 97.69%
February 97.60%
March 97.48%
Quarter 1 97.57%
April 98.11%
May 98.28%
June 98.16%
Quarters 1 & 2 97.90%
July 98.05%
August 97.90%
September 97.74%
Quarters 1,2 & 3 97.91%
October 97.52%
November 97.24%
December 97.38%
Calendar Year 2013 97.80%

2016 % Kept
January 95.44%
February 95.96%
March 94.89%
Quarter 1 95.45%
April 93.68%
May 93.22%
June 94.28%
Quarters 1 & 2 94.54%
July 94.76%
August 94.16%
September 93.80%
Quarters 1,2 & 3 94.44%
October 96.02%
November 97.24%
December 96.49%
Calendar Year 2016 95.13%




Answer Within

Missouri Gas Energy
Average Response Time to Commission-Forwarded Complaints

Answer Within

Answer Within

2006 2 Business Days 2007 2 Business Days 2008 2 Business Days
January 92.59% January 90.48% January 92.86%
February 92.11% February 95.24% February 80.00%
March 85.29% March 88.89% March 88.89%
Quarter 1 89.90% Quarter 1 91.67% Quarter 1 87.88%
April 90.00% April 93.10% April 92.59%
May 89.66% May 88.89% May 91.30%
June 78.26% June 92.00% June 90.48%
Quarters 1 & 2 88.40% Quarters 1 & 2 91.67% Quarters 1 & 2 89.78%
July 91.30% July 94.74% July 88.89%
August 87.50% August 88.24% August 88.00%
September 88.89% September 87.50% September 95.45%
Quarters 1,2 & 3 88.66% Quarters 1,2 & 3 91.48% Quarters 1, 2 & 3 91.06%
Qctober 96.88% October 93.33% Qctober 71.43%
November 88.24% November 83.33% November 82.35%
December 93.75% December 91.30% December 87.88%
Calendar Year 2006 89.74% Calendar Year 2007 90.95% Calendar Year 2008 87.93%

Answer Within Answer Within Answer Within

2009 2 Business Days 2010 2 Business Days 2011 2 Business Days
January 91.67% January 100.00% January 90.91%
February 88.00% February 88.88% February 94.44%
March 80.65% March 85.00% March 100.00%
Quarter 1 86.96% Quarter 1 90.69% Quarter 1 95.00%
April 67.50% April 94.87% April 92.00%
May 80.00% May 92.31% May 92.31%
June 100.00% June 85.71% June 100.00%
Quarters 1 & 2 83.24% Quarters 1 & 2 91.80% Quarters 1 &2 94.35%
July 100.00% July 100.00% July 86.67%
August 97.10% August 88.89% August 94.12%
September 95.12% September 88.24% September 100.00%
Quarters 1,2 & 3 89.18% Quarters 1,2 & 3 92.00% Quarters 1,2 & 3 94.15%
QOctober 66.67% October 100.00% October 92.86%
November 73.33% November 91.30% November 100.00%
December 83.33% December 95.00% December 90.00%
Calendar Year 2009 85.50% Calendar Year 2010 92.61% Calendar Year 2011 94.34%

Answer Within Answer Within Answer Within

2012 2 Business Days 2013 2 Business Days 2014 2 Business Days
January 75.00% January 100.00% January 100.00%
February 100.00% February 100.00% February 100.00%
March 100.00% March 100.00% March 100.00%
Quarter 1 90.00% Quarter 1 100.00% Quarter 1 100.00%
April 100.00% April 100.00% Apri 100.00%
May 100.00% May 100.00% May 100.00%
June 100.00% June 100.00% June 100.00%
Quarters 1 & 2 95.59% Quarters 1 & 2 100.00% Quarters 1 & 2 100.00%
July 100.00% July 100.00% July 100.00%
August 100.00% August 100.00% August 100.00%
September 88.89% September 100.00% September 66.67%
Quarters 1,2 & 3 96.26% Quarters 1,2 & 3 100.00% Quarters 1,2 & 3 98.25%
October 100.00% October 100.00% October 71.43%
November 100.00% November 100.00% November 91.67%
December 84.62% December 100.00% December 93.33%
Calendar Year 2012 95.97% Calendar Year 2013 100.00% Calendar Year 2014 94.17%

Answer Within

Answer Within

2015 2 Business Days 2016 2 Business Days
January 91.67% January 81.82%
February 100.00% February 80.77%
March 89.47% March 92.31%
Quarter 1 93.33% Quarter 1 84.00%
April 100.00% April 91.66%
May 73.91% May 94.44%
June 100.00% June 87.50%
Quarters 1 & 2 90.43% Quarters 1 & 2 87.50%
July 86.67% July 87.50%
August 76.92% August 90.91%
September 46.15% September 100.00%
Quarters 1,2 & 3 84.44% Quarters 1,2 & 3 88.81%
October 75.00% October 64.71%
November 74.57% November 88.89%
December 80.77% December 100.00%
Calendar Year 2015 80.38% Calendar Year 2016 86.91%




INSIDE METER COUNT - 2016

Feb 4,2016 12,028
Mar 3, 2016 11,836
Apr 1,2016 11,714
May 2, 2016 11,598
June 1, 2016 11,443
July 1, 2016 11,266
Aug 1, 2016 10,831
Sep 1,2016 10,597
Sep 30, 2016 10,428
Nov 1, 2016 10,283
Dec 1, 2016 9,909

Jan 3, 2017 10,913




