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Activity Code Statistics
January 2005

Average Percent of
Number Talk Time Activity-Code

Stats for month of January 2005 of Calis  {seconds) Calls
1 Service Order Initiation 14,071 255 21.52%
2 Pay Agreements 8,911 227 13.63%
3 Account Activity Verification . 28,248 216 43.21%
4 Payment Options 5,163 230 7.90%
5 ABC 1,766 188 2.70%
5 High Bill Concerns 3,468 263 5.31%
7 Energy Assistance 645 189 0.99%
8 Gas Leak/Emergency 92 201 0.14%
9 Typing Reqguest 102 160 0.16%
10 MGE/SUG General Information 2,878 186 4.40%
11 Deposits 22 193 0.03%
12 Estimated Bills 6 186 0.01%

100.00%
Total Calls Coded 65,372
Average Talk Time (seconds) 227
Maximum Talk Time (seconds) 263

Total Calls Answered this Month 76,532
Percent Coded 85.4%

MGE ActCode 05
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Activity Code Statistics
February 2005

Average  Percent of
Number Talk Time Activity-Code

Stats for month of February 2005 of Calls  (seconds) Calls
1 Service Order Initiation : 12,141 256 18.85%
2 Pay Agreements 11,837 235 18.38%
3 Account Activity Verification 27,750 222 43.09%
4 Payment Options 6,567 244 10.20%
5 ABC 1,191 211 1.85%
6 High Biil Concerns 2,341 271 3.63%
7 Energy Assistance 471 203 0.73%
8 Gas Leak/Emergency 56 167 0.09%
9 Typing Reqguest 116 176 0.18%
10 MGE/SUG General Information 1,898 186 2.95%
11 Deposits 23 217 0.04%
12 Estimated Bills 12 187 0.02%

100.00%
Total Calls Coded - 64,403
Average Talk Time {seconds) 234
Maximum Talk Time (seconds) 271

Total Calls Answered this Month 75,782
Percent Coded 85.0%

MGE ActCode 05
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Activity Code Statistics
March 2005

Average  Percent of
Number Talk Time Activity-Code

Stats for month of March 2005 of Cails  (seconds) Calls
1 Service Order Initiation 14,447 249 18.96%
2 Pay Agreements 15,945 233 20.93%
3 Account Activity Verification 31,205 227 40.95%
4 Payment Options 8,287 249 10.88%
5  ABC ' 1,370 196 1.80%
6 High Bill Concerns 1,924 285 2.53%
7 Energy Assistance 648 202 0.85%
8 Gas Leak/Emergency 33 161 0.04%
9 Typing Request 122 172 0.16%

10 MGE/SUG Genera!l Information 2,182 203 2.86%
11 Deposits 20 172 0.03%
12 Estimated Bills 14 108 0.02%
100.00%
Totat Calls Coded 76,197
Average Talk Time (seconds) 235
Maximum Talk Time (seconds) 285

Total Calls Answered this Menth 90,238
Parcent Coded 84.4%

MGE ActCode 05
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Activity Code Statistics
April 2005

Average  Percent of
Number Talk Time Activity-Code

Stats for month of April 2005 of Calls (seconds) Calls
1 Service Order Initiation 13,465 242 19.15%
2 Pay Agreements 14,614 224 20.78%
3 Account Activity Verification 29,837 212 42.43%
4 Payment Options 7,456 241 10.60%
5 ABC 940 207 1.34%
6 High Bill Concerns 1,386 . 269 1.97%
7 Energy Assistance 373 201 0.53%
8 Gas Leak/Emergency 27 167 0.04%
9 Typing Request 92 134 0.13%
10 MGE/SUG General Information 2,102 211 2.99%
11 Deposits 18 157 0.03%
12 Estimated Bills 9 146 0.01%

100.00%
Total Calis Coded 70,319
Average Talk Time (seconds) 70319
Maximum Talk Time (seconds) 269

Total Calls Answered this Month 84,606
Percent Coded 83.1%

MGE ActCode 05.xlIs
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Activity Code Statistics
May 2005

Average  Percent of
Number Talk Time Activity-Code

Stats for month of May 2005 of Calls {seconds) Calls
1 Service Order Initiation 14,383 235 22.56%
2 Pay Agreements 11,468 209 17.99%
3 Account Activity Verification 27,472 204 43.09%
4 Payment Options 6,235 235 9.78%
5 ABC 752 189 1.18%
6 High Bill Concerns 1,339 266 2.10%
7 Energy Assistance 146 218 0.23%
8 Gas Leak/Emergency 46 203 0.07%
S Typing Request 86 178 0.13%
10 MGE/SUG General Information 1,788 197 2.80%
11 Deposits 22 217 0.03%
12 Estimated Bills 14 135 0.02%

100.00%
Total Calls Coded 63,751
Average Talk Time (seconds) 216
Maximum Talk Time (seconds) 266

Total Calls Answered this Month 78,275
Percent Coded 81.4%

MGE AciCode 05.xls
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Activity Code Statistics
June 2005

Average Percent of
Number Talk Time Activity-Code

Stats for month of June 2005 of Calls  (seconds) Calls
1 Service Order Initiation 13,496 234 22.89%
2 Pay Agreements 10,405 205 17.65%
3 Account Activity Verification 24,841 192 42.14%
4 Payment Options 5,968 237 10.12%
5 ABC 845 177 1.43%
6 High Bill Concerns 1,270 260 2.15%
7 Energy Assistance 61 192 0.10%
8 Gas Leak/Emergency 22 206 0.04%
9 Typing Request 68 172 0.12%
10 MGE/SUG General Information 1,944 186 3.30%
11 Deposits 18 143 0.03%
12 Estimated Bills 11 78 0.02%

100.00%
Total Calls Coded 58,949
Average Talk Time (seconds) 209
Maximum Talk Time (seconds) 260

Total Calls Answered this Month 74,729
Percent Coded 78.9%

MGE ActCode 05.xls
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Activity Code Statistics
July 2005

Average  Percent of
Number Talk Time Activity-Code

Stats for month of July 2005 of Calls (seconds) Calls
1 Service Order Initiation 12,279 243 24.66%
2 Pay Agreements 7,986 206 16.04%
3 Account Activity Verification 20,390 190 40.95%
4 Payment Options 5,543 228 11.13%
5 ABC 800 176 1.61%
6 High Bill Concerns 1,001 250 2.01%
7 Energy Assistance 63 166 0.13%
8 Gas Leak/Emergency 22 146 0.04%
9 Typing Request . 60 171 0.12%
10 MGE/SUG General Information 1,597 1568 3.21%

11 Deposits 31 158 0.06%
12 Estimated Bilis 15 104 0.03%
100.00%
Total Calls Coded 49,787
Average Talk Time (seconds) 211
Maximum Talk Time (seconds) - 250

Total Calls Answered this Month 64,546
Percent Coded 77.1%

MGE ActCode 05
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Activity Code Statistics
August 2005

Average Percent of
Number Talk Time Activity-Code

Stats for month of August 2005 of Calls (seconds) Calls
1 Service Order Initiation 14,584 240 27.01%
2 Pay Agreements _ 8,939 200 16.56%
3 Account Activity Verification 20,159 184 37.34%
4 Payment Options 5,561 233 10.30%
5 ABC 1,593 173 2.95%
6 High Bill Concerns 1,016 227 1.88%
7 Energy Assistance 101 174 0.15%
8 Gas Leak/Emergency 56 195 0.10%
9 Typing Request 53 177 0.10%
10 MGE/SUG General Information 1,886 195 3.49%
11 Deposits 27 162 0.05%
12 Estimated Bills 11 209 0.02%

100.00%
Total Calls Coded 53,986
Average Talk Time (seconds) 208
Maximum Talk Time (seconds) 240

Total Calls Answered this Month 71,922
Percent Coded 75.1%

MGE ActCode 05
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Activity Code Statistics
September 2005

Average  Percent of
Number Talk Time Activity-Code

Stats for month of September 2005 of Calls (seconds) Calls
1 Service Order Initiation 15,783 257 27.20%
2 Pay Agreements 8,971 207 15.46%
3 Account Activity Verification 21,181 197 36.51%
4 Payment Options 5,935 234 10.23%
5 ABC 2,939 190 5.07%
6 High Bill Concerns 806 235 1.39%
7 Energy Assistance 107 200 0.18%
8 Gas Leak/Emergency 78 . 212 0.13%
S ' Typing Request 116 179 0.20%

10 MGE/SUG General Information 2,068 184 3.56%
11 Deposits 35 116 0.06%
12 Estimated Bills 3 73 0.01%
100.00%
Total Calls Coded ' 58,022
Average Taik Time {seconds) - 218
Maximum Talk Time (seconds) 257

Total Calls Answered this Month 63,600
Percent Coded 83.4%

MGE ActCode 05
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