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SERVICE QUALITY WEBSITE REPORTING FORM
COMPANY NAME:
REPORTING PERIOD:
AREAS SERVED IN NC:
TYPE OF SERVICE PROVIDED:
| | Yes | No | | | Yes | No |
Basic Residential? Prepaid
I O | m l Residential? I O \ O |
| Basic Business? | [ ] | {J | | ComplexBusiness? | {J | [} |
} Description | Objective | Compliance? | Comments |
Operator “O" 90% or more of calls
Answertime answered within 10 O
seconds or ASA of 6
seconds
Directory Assistance 85% or more of calis
Answertime answered within 10 0
seconds or ASA of 6
seconds
Business Office ASA of 30 seconds O]
Answertime
Repair Service ASA of 30 seconds 0
Answertime ‘
initial Customer 4.75 or less per 100 total 0
Trouble Reports access lines
Repeat Reports 1.0 report or less per 100 ]
total access lines
Out-of-Service 95% or more
Troubles Cleared dJ
within 24 Hours
Regular Service 90% or more
Orders Completed [
within 5§ Working Days
New Service 5% or less
Installation 0
Appointments Not Met
for Company Reasons
New Service Held 0.1% or less of total
Orders Not access lines =
Completed within 30
days

Compliance is reported based on the company's average performance over the reporting
period.

@ indicates the company met the objective.
[ indicates the company did not meet the objective.

“ASA" is Average Speed of Answer.
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Comments are added at discretion of the reporting company to explain deviations from
the service quality objectives. Any comments of the reporting company do not necessarily reflect
the views of the North Carolina Utilities Commission or the North Carolina Utitities Commission —
Public Staff.

“N/A” means that the objective is not applicable to the reporting company.



