Kevin M. Shea
Vice President

Faur: 500 Eim Sreet, Suito 1952
m Street, Suite
Pa'nt Manchester, NH 03101

603-641-1667

February 19, 2010

Kathryn M. Bailey, PE

Telecommunications Division Director

New Hampshire Public Utilities Commission
21 South Fruit Street, Suite 10

Concord, New Hampshire 03301

Dear Kate:
In accordance with the Commission’s Electronic Report Filing (ERF) program, FairPoint Communications - NNE has

electronically filed the Quality of Service report for January 2010 and is also filling the attached paper copy.

Metrics 1-3 & 6 —these will replace the original Metrics 1-6

e Metric 1, POTS Premise Installation-we will measure the average time to repair Metric 2, POTS
Mechanized Installation — we will measure the average time to repair.

e  Metric 3, POTS Combined Installation — we will measure the average time to repair.

e Metric 6, DSL Combined Installation - we will measure the average time to repair — this metric was not
required to be broken out premise vs. mechanized.

o  Metric 4 & 5 will not be reported as discussed during the meeting, it does not make sense to try and break
out DSL into premise and mechanized.

There will not be any restatement for 2009 for these 4 metrics.
Metric 7
e Metric 7. we will continue to measure % Met commitment for POTS, combined premise and mechanized.
Restatement: will be done for Feb — Oct 2009 months in the February ~ March 2010 time frame.
Metric 8
o Metric &, % Installation Appointments Met w/in 30 days.
The data as reported in 2009 has no value. The create date that was being used as the starting point of the 30 day count

is not valid.

Restatement: Results will be good for Dec. 2009 and January 2010. No restatement of prior months for this metric, due
to a new data field being sourced.

Metrics 9-12. 16-17 & 23

e Metric 9, Toll and Assist -~ Calls answered within 10 seconds
Metric 10, D/A and Intercept - Calls answered within 10 seconds
Metric 11, Repair Service - Calls answered within 20 seconds
Metric 12, Business Office - Calls answered within 20 seconds
Metric 16, Dial tone speed within 3 seconds

Metric 17, % Call completion

Metric 23, % Abandoned Calls — Repair

* & & & o

No changes expected for any of these metrics. Restatement: None needed for these metrics.




Metric 13, 15,21-22 & 24-26

e Metric 13, Customer trouble reports — rate per 100 lines Network

¢ Metric 15. % Repair Commitments Met

e Metric 21, Number of Installation Orders

e  Metric 22, Number of Access Lines Installed — Inward Movement only
e Metric 24, Mean Time to Repair

e  Metric 25, Repeat Trouble Report

e Metric 26, Access Lines in Service.

Restatement: Feb — Oct 2009 time frame. Results available in the Feb — Mar time frame.
Metric 14
s Metric 14, % OOS Troubles cleared within 24 hours (excluding Sundays)
Beginning with the Jan 2010 results, these results are being reported from a new database. This change allows for more
accurate reporting of the OOS metric. An investigation is underway to determine if any historical results can be

accurately produced.

Metrie 18, 19. 20 & 27

e Metric 18, Held Orders - Average Delay Days.

»  Metric 19, Total Held Orders on Hand Month End.

e Metric 20, Average Delay days for Installation of Service.

e Metric 27, Held Orders Over 30 Days Due to Facilities Reasons.

Restatement: we will not be able to restate any of the previous months.

FairPoint reserves its right to argue that the proceedings requiring this report are stayed or should be stayed and to seek
appropriate relief with the Bankruptcy Court.

Please call if you have any questions.

Sincerely,

Tpor P

Kevin M. Shea

Attachments

cc: Meredith Hatfield
Peter Nixon
Janet Brack
Brian Lippold
Karen Mead
Michael Morrissey
Teresa Rosenberger




FairPoint Communications - NNE
New Hampshire SQf Resulis
January 2010
JAN FEB MAR APR MAY JUN JUL AUG SEP [eloi § NOvV DEC AVG
[POTs Premise Insiatation 2007
Aversge Time to Instalf Yo
2008
YiD
2009
YTD
2010] 38
YTD 3.8 3.8
[Easeline TBD
l'F“‘C)Ts Mechanized Inslaliation 2007
Average Time to Install Y10
2008
YTD:
2009
YTD
2010 22
Yol 22 22
Baseline TBD|
POTs Combined Instaliation 2007]
Average Time lo ingiall Y10
2008
Y10
2009
YTD
2010 3.2
Y10 32 32
|Easel\ne TBD
DSL Ci ined instaliation 2007}
Average Time 1o Install YD
2008]
YTD:
2009
YD,
2010} 32
YT1D 32 3.2
{Baseiine TBD)|
% Instailation Services Orders 2007] o7 98 97 o7 97 7 97 97 97 98 98 98
Met Commilment YD 97 98 97 97 97 7 o7 97 o7 a7 97 97 87
2008 97 97 98 99 99 39 8 7 99 98 97
YiD 97 97 97 98 98 98 8 8 98 98 98 98
2009 98 45 46 82 75 78 4 5 83 84 2
Y10 8¢ 72 83 63 [53 67 68 69 72 73 4 74
2010] ks
YTD! o 96
Baseline 90
Basaline - Penalty C - 2009 18 2 28 37 37 35 33 32 3 30 28 27 26 26
Baseline - Penalty Catcuiation - 2010 10] 4 4
% Instaliation Service Orders 2007 Q [ Q [¢] 1] [ 1] 1] 0 g
Mel - w/in 30 deys Y10 [} ] [1] [1] Q [ [ [] a 0
2008 0 [} [] 0 [1] 1] 0 ]
YTD [1] [1] 0 ] ] [ 9 []
2009 na 0 53 75 76 63 69 70 7 84 84 100
Y7D nla [ 27 43 il 2] 56 58 61 83 65 68 68
2010 100
Y10 100, 100
‘Ba fine 95
Baseline - Penaity Calculation - 2009 5 nNa 100 73 57 439 46 44 42 39 37 35 32 32
Baseline - Penalty Caiculation - 2010 5 [1] 0
% Toll and Local Assistance 2007 97 96 34 3¢ 94 5 95 94 95 94 9 5
Operator Calls answered within YTD:! 97 97 5 95 5 95 95 85 95 95 95
10 seconds 2008 97 o7 5 98 7 96 97 98 95 g8 ¢
YTD 97 97 96 97 g7 97 97 97 97 s7 87
2009 97 g3 95 96 92 S0 91 92 93 H 96
YTD) 97 85 95 95 95 94 a3 93 93 93 94 34 94
2010 95
YTD 95 95
{Baseline 90|
Baseline - Penalty Calculation - 2008 10| 3 5 5 5 5 B 7 7 7 7 ] [ 6
Baseline - Penatty C fation - 2010 19| 5 5
% Direclory Assistance and Intercept 2007 93 34 80 a1 0 88 92 O 95 a5 g5 g3
Calis answered within Y10 93 4 92 2 2 o1 9. 92 92 e3 a3 83
10 seconds 2008; 92 85 36 8 97 100 100 160 100 99
Y10 92 93 34 95 96 96 o7 97 7 97 97
2008 100 32 92 2 91 86 85 89 a0 83 i3 91
YiD 100 91 92 91 91 50 90 ) 90 cQ S0 90
2010 EX]
Y10 93 83
Baseline 85
Baseline - Penalty Calculation - 2009 15 ] 9 9 8 9 E] 10 10 10 10 10 10 10
Baseline - Penalty Calculation - 2010 15] 7 7

Page 1of4




FalrPoint Communicalions - NNE
New Hampshire S0 Resulis
January 2010
JAN FEB MAR APR MAY JUN JUL AUG SEP cY NOV DEC AVG
% Repair Service Calls answered within 2007 66 7 38 85 86 86 85 7 87 6 D) 8%
20 seconds YTD 86 7 7 87 86 86 a8 6 86 i &7 87 87
2008 38 7 9 a3 92 85 80 5 94 92 g 57
YTD: 88 88 89 90 88 88 7 88 89 8 88 86
2009 25 30 26 31 51 30 8 91 %6 9. 93
YTD: 53 45 LX) 38 41 39 43 45 53 ki 60 60
2010 96
Y10 96 36
L_Basenne 85]
Baseline - Penalty Calculation - 2008 15| 19 47 55 59 61 59 61 57 52 47 43 40 40
« Penaity Caloul; -2010 15 4 4 4 4 4 4 4 4 4 4 4 4 4
% Business Office and Other Calls 2007 75 75 8 74 68 65 5 72 87 62 [ 58
Answered within 20 seconds YTD) 7 75 75 75 74 72 71 7 n 70 g 69 [
2008 3 74 66 56 4 63 75 El 86 89 75
YTDI 62 68 67 65 6 63 B4 68 70 2 7. 73 73
2009 87 85 16 45 72 72 3 84 77 5 94
(azofine waz 77 In 2609)] YTD 87 71 53 51 55 58 60 83 65 7 [ 7! 70
2010 S0
Y10 80 90
Bassline 85
Baseline - Penalty Calculation - 2009 23 13 29 47 49 45 42 40 7 35 33 32 30 30
Baseline - Penalty Calculation - 2010 15! 10 10
‘Cuslomer Troubie Reporis 2007 1.47 0.71 16 .5 15 173 1.80 1.50 1.30 51 84 85
Rate per 100 lines-Network Y10 147 .09 A1 4€ 14 152 56 85 1.52 .52 47 42 142
2008 085 38 O 03 56 97 83 130 28 11 .34
YTRi 085 12 08 0 4 .26 .33 1.3 32 30 A7 1.47
2009 180 0.64 N A1 1 46 81 0 11 27 96 16
fhaseine wos 125102000 YTD) 1.60 1.12 K 12 1 8 1.24 1 1.2 28 26 25 1.25
2010 080
YTD 020 0.90
Haseline 1.12]
% O0S Troubles cleared within 2007, 68 83 70 48 60 7 €5 69 89 73 76 79
24 hours {excluding Sunday) Y10 68 76 74 67 66 66 [ 66 67 67 68 69 69
2008 66 70 80 86 85 77 65 2 77 74 7 42
Y10 68 68 12 76 77 76 il 74 74 7 7. 72
2009 62 a8 94 98 100 98 100 100 78 73 7 7
(paschnt was 38 In 2009} Y1D 52 80 84 8g 90 93 94 92 90 88 8¢ 88
2010 78
Y1D 78 78
ar
Baseline - Penalty Calculation - 2003 20 38 20 16 12 10 8 7 6 8 10 11 12 12z
Baseline - Penaity Calculation - 2010 13 22 22
% Repair Commil Mel 2007 77 [ 77 69 76 1 81 81 7 81 86
Y10 7 8: 80 77 77 8 18 79 7 79 79 80
2008 1 7 86 89 88 7 82 80 85 7
YD 1 8 82 84 85 85 BS 84 34 84 34 83
2009 7 10 75 81 83 82 86 86 1 89 1
foasehne was 85 in 2000l YTOD 7 44 54 61 65 68 71 72 4 76 T 8 78
2010] 93
YiD a3 93
88
Baseline - Penalty Calculation - 2009 15 23 56 48 39 35 32 29 28 26 24 23 22 22
Baseline - Penalty Calculation - 2018 11 7 7
% Dialtone Speed wilhin 3 seconds 2007 100 100 [va] 100 00 100 00 100 100 00 100 100
YTD 100 100 00 100 [) 100 00 100 100 00 100 100 100
2008| 100 100 00 100 00 100 00 100 100 00 100 100
YTD 100 100 00 100 )0 00 00 100 100 00 100 100 108
2008 na na a/a 100 100 [¢] 00 100 100 100 100 100
YTD: na na wa 100 100 00 100 100 100 100 100 100 100
2010 100
Y10 100 106
58
Baseline - Penalty C: ion - 2009 2 na na na 0 Q 0 [1] []] 0 4 [ 1] P)
Baseline - Penaity Calculation - 2010 2 0 0
% Calt Completion 2007 100 100 100 100 101 100 o0 100 160 100 100 100
Y1D 100 100 100 100 10¢ 100 00 100 100 00 100 0 100
2008 100 100 100 100 10 100 ik 10 100 00 100 0
YTD 100 100 100 100 100 100 i 10 100 00 100 00 100
2008 na n'a n'g 98.13 | 97.23 9800 97.70 9750 100.00 9800 98.00 97.90
YTD! Wa na va 9813 | 97.68 9779 97.77 97.71 98.09 9808 98 07 9805 98
2010] 98
YTD. 98 98
97
Baseline - Penaity Calculation - 2009 E] na na na 2 2 2 2 2 2 2 2 2 2
Baseline - Penalty Caiculation - 2010 3 2 2
Held Orders 20078 1240 7.79 04 667 .53 02 3.83 5.54 13.18 61 10.00 1030
Average Total Delay Days YTD} 1240 1010 0 832 56 14 752 7 2 793 17 796 8.15 8.15
2008 878 .36 3 405 o7 .54 5.80 67! 11.88 81 6.6 290
YTD| 8.78 57 0.27 871 58 74 832 81 855 8.5 8.32 787 7.87
7009 __wa 73 474 7.99 1460 000 000 00 2610 2425 2070 14.80
{ussatioe wes 7.18 in 2908 YTD wa 73 374 515 752 601 501 429 1.02 8.93 1011 105 10.54
2010 1230
YID{ 1230 12.30
[Baseline .46
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FairPoint Communications - NNE

New Hampshire S04 Results

January 2010
JAN FEB | MAR | APR | MAY | JUN JUL AUG | SEP | OCT | HOV DEC AVG
Tracking Oniy
Tolal Held Orders on Hand 2007] 41 19 22 18 3 24 19 37 29 25 32 2
Month End YiD| 41 30 27 25 2 7 25 26 27 26 27 2 27
2008] 17 5 12 ] 1 14 iz i3 25 11 8 19
Y| 17 16 5 15 14 k) 14 14 15 15 4 L 14
2005 ¢ 424 | 6511 | 9620 | 3.060 0 0 [i] 42 3 5 i
YiD] 9 217_| 2315 | 4,141 | 3925 | 3271 | 2803 | 2453 | 2,185 | 1967 | 1.789 | 1.640 1,640
2010] 3
Yo 3 3
Average Delay Days for Instatlation 2007| 1295 | 853 | 874 | 1492 | 850 | 548 554 | 1345 | 2304 063 | 1341 | 1034
of Service YT0| 1299 | 1076 | 10,00 | 1130 | 1074 | 986 24 977 | 1124 218 | 1229 | 1213 12,13
2008]  8.65 | 1055 | 1263 54| 117 038 28 | 1084 | 1473 592 | 842 6.04
YTD| 869 5 40.62 60| 1004 | 1010 55 §71 | 1027 083 | 1061 | 1023 16.23
2009 697 2 4569 61 | 1300 140 30 710 | 930 710 290 380
Y10| 697 434 479 20 | 700 | 773 9% 785 801 752 7.46 716 746
2010] 7.0
YO 7.0 710
Number of Instaliation Orders 2007]_20,603 | 16.221 | 16,617 | 17.348 | 21,925 | 17.922 | 15933 | 14,847 { 13,358 | 18282 | 13756 | 10.376
YI0] 20603 | 36624 | 53.441 | 70,789 | 92,714 | 110,636 | 126,569 | 141,416 | 154.774 | 173,056 | 186812 | 197,188 | 197,188
3008] 12721 | 9.451 | 9426 | 12,666 | 16,616 | 13.722 | 11.628 | 10,661 [ 12,548 | 16137 | 12,088 | 11.274
YID| 12,721 | 22,172 | 31,508 | 44,466 | 61.142 | 74.864 | 86,492 | 07,053 | 160,602 | 125739 [ 137,807 | 149,081 | 149,081
2008 10944 | 400 | 21.470 | 21.685 | 20471 | 21.274 | 16,381 | 22,019 | 25688 | 18.910 | 11.195 | 6.540
YID| 10944 ] 11,344 | 32.814 | 54.499 | 74,970 | 96.244 | 114,625 | 136.644 | 162,332 | 182,242 | 193437 | 199.977 | 199.877
2010 7.902
YiD| 7.502 7.802

Number of Access Lings inslalled 8331 5,114 6,776 5,020 5,510 4,691 4.445

38.393 | 44.507 | 51283 | 56303 | 61,813 | 6B6.504 | 70.649 70,649

4.370 4.287 4.344 4,69 4,428 4.067 2,991

24.880 | 28,167 33;.511 38.202 | 42.628 4é.695 49,686 49,686
2,167 2,052 2,541 2.807 2712 1,504 1.580

45451 | 47.503 | 50.044 | 52.651 | 55363 | 36.867 | 58447 58,447
1.249
% Abandoned Repair Calfs 4 1.3 13 A 2 2
5 1.5 15 4 4 A4 1.4
4 15 16 1 2 6
. . . 3 14 14 4 4 1.4
2009 14 254 26.2 17.8 158 10.7 236 6.0 12 0.6 0 07
YTD| 14 134 176 7 173 16.2 173 158 142 129 1.8 108 10.9
2010 05
YTD 0.5 1.0
Mean Time to Reparr 2007| 2362 1757 | 2192 | 4480 32.02 24.27 2467 28 23.57 21.58 990 8.33
All Sevice Problems YTD} 2352 2055 | 29100 | 2685 | 27.97 2735 26.97 264 26, 2568 2515 4 58 24.58
2008{ 2000 2111 18.58 16.23 17.04 | 2026 2402 257 1 20.26 937 >4.43
YTD{ 20.00 2056 19.90 18.98 18.59 8.87 19.60 20.3 0] 20.48 20 9 2348
2009] 33.22 2480 5200 | 3370 | 29.80 30 70 2870 2550 3.60 24.50 23, 22.20
YID] 33.22 24.80 3840 36.83 3508 34.20 3328 3217 110 30.37 29 29.04 29.04
2010} 2060
YTDl  20.60 20.60
# Repeal Trouble Reports 2007} 882 490 986 1619 1,436 1.399 1,34 14 1,017 1114 502 518
YiD} 882 1372 2.358 3977 5413 6,812 8.15: ,267 10,284 | 11,398 | 11.900 | 12418 12,418
2008! 622 789 789 587 471 879 1.1 316 754 743 630 1.887
YTD] 622 1.421 2290 | 2797 3.268 4,147 533 549 7.403 8,146 8.776 10.363 10,363
2008 wa 129 47 338 339 516 60 620 637 847 395 475
YTD| wa 129 476 814 1,153 1.66% 2.271 2.8 3.528 4178 4.510 5.045 5,045
2010] 369
YD 369 389
Access Lines in Service 2007] 574,769 | 571.410] 567.3211 563.110 ; 559,2 555,035 | 550.606 | 545442 | 507,777 | 503,613 | 498,370 § 493,595 540,862

2008} 488,109 | 482,104 477.012 470.222 | 464, 456,916 | 450.231 | 443.725 | 438.005 | 432,001 | 427,079 | 421.862 454,3¢

2|58

2009] 415,671 |358.314 |386.163 [379.243 }375.3 366.896 | 360,244 | 353,995 | 343.970 | 337,499 | 208431 | 293404 | 355.7
2019 287.424

Held Orders over 30 Days 2007 1 1 [1] 2 ] 1 4 4 2 2 4 2
2008 2 2 1 2 0 2 2 3 2 2 4 2
2@ 0 512 2,169 412 Q ] 0 [ 1 4 T
YTD, 2 172 671 619 619 £19 619 619 310 282 259 258
2010
Y1D 1
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FairPoint Communications - NRE

New Hampshire SQI Resulls

January 2010

JAN FEB | MAR | APR | MAY | JUN JOL AUG | Sep | OCT | NOV DEC AVG
Footnotes|
1176110 - Benchmarks updated 1o reflect transition benchmarks
betrc # Descriph
12|Buginess Office - Calis answered wiin 20 seconds
13{Customer Trouble Reports - Rale per 100 fines - Network
14{% QOS Troubles cleared wiin 24 hours (excluding Sunday)
15]% Repair C Met |
18}Heid orders - average defay da
I I
] |
211126710 - Pepalty catcutatio: dated to refiect same methodol f calculating naltles as Malne

 Penalty calculations updated to reflect same methodology of calculating Penaties 33 8N8
(insertad & row for each metric that wiil calcutato the le!z basad on “% not mel” - Maina methodology)

Metric 5]SO! Description

] 1 I

7]% Instaliaton Service Orders - Mat C:

{penalty is % NOT MET)

8% Instaliation Soivice Orders - Mel win 50 days {penahy is % NOT MET)

8| Tolt and Assist - Opemtor calis answered wiint 10 seconds (penalty is NOT ANSY ERED wiin 00 seconds)

10| Directory

and Imercepl calts answered w/in 15 seconds (pesally is NOT ANSWERED wiin 85 seconds)

11!Rgggir Service calls answered wiin 10 seconds (penafty ks NOT ANSWERED wiin 80 seconds)
12}Business Office - Galis answesed wiin 20 seconds (penaky is NOT ANSWERED wiin 80 seconds)
14]% OOS Troubles cleared wiin 24 hours {excluding Sunday) [penalty s NOT CLEARED)

15]% Repair Commaments Met {penahy is NOT MET) _ |

I I

I

]
16)Dialone 5 wiin 3 secordls (penatty is GREATER THAN 2 seconds)
17]% Cali Completion (penahy is GREATER THAN 3 seconds)

I
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