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A B C D E F G H I
Agent Call Category Summary - Jan to Nov 2008

Call Group  Call Category Offered Handled Calls
Billing  Credit 1,034,264 924,420
Other  Unidentified 641,337 582,497
Billing  Balance 593,123 519,186
Moving  Turn On 476,890 457,467
Undefined  Undefined 385,613 326,582
Outage  Report 417,841 324,073
Moving  Transfer 330,837 317,429
Other  Miscellaneous 254,237 226,142
Other  Miscellaneous 106 92
Outage  Miscellaneous 66,591 53,134
Moving  Turn Off 271,293 262,267
Billing  Payment Options 121,199 102,738
Outage  Emergency 89,982 81,732
Outage  Status 88,229 71,848
Billing  Budget 49,481 43,748
Not Available  Not Available 34,804 6,057
Billing  General 35,350 32,372
Customer Choice  Residential 16,983 15,804
Customer Choice  Commercial 11,590 11,078
New Business  Other 19 16
New Business  Underground Sub 2

Total 4,919,771 4,358,682

Agent Call Type Detail

Call Group Call Category  Description Offered  Handled Impact 
Customer 
Switching

Impact 
Customer 
Switching - 
Call 
decrease

Billing  Balance  Check Balance/A 391,074 336,246 10% 33625
Billing  Balance  Check Balance/A 20,292 18,810 Commercial
Billing  Balance  Payment Other V 81,661 74,212 10% 7421
Billing  Balance  Payment Other V 4,910 4,726 Commercial
Billing  Balance  Payment Agent V 28,576 25,082 10% 2508
Billing  Balance  Payment Agent V 1007 940 Commercial
Outage  Report  Report an Outag 270,461 210,540 No
Outage  Report  Report an Outag 8,380 7,282 Commercial
Other  Miscellaneous  Report a Meter R 47,786 41,893 No
Billing  Budget  Budget Billing Re 47,022 41,479 10% 4148
Billing  Budget  Budget Billing Co 3 2 Commercial
Billing  General  Maintain Bill Acco 8,675 7,863 No
Billing  Payment Options  Nearest Payment 34,653 30,872 10% 3087
Billing  Payment Options  Nearest Payment 2058 1973 Commercial
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Call Group Call Category  Description Offered  Handled Impact 
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Switching
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Switching - 
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44
45
46
47
48
49
50
51
52
53
54
55
56
57
58
59
60
61
62
63
64
65
66
67
68
69
70
71
72
73
74
75
76
77
78
79
80
81
82
83
84
85

Billing  General  Information Req 23,480 21,598 No
Billing  General  Information Req 1951 1845 Commercial
Billing  Payment Options  Credit Card / Tel 55,468 42,572 10% 4257
Billing  Payment Options  Credit Card / Tel 29 24 Commercial
Billing  Credit  Extension Reside 129,295 109,802 10% 10980
Billing  Credit  Extension Comm 66 62 Commercial
Billing  Credit  Deferred / Instal 87,259 73,312 10% 7331
Billing  Credit  Deferred / Instal 40 36 Commercial
Outage  Report  Outage Dim Res 86,735 75,652 No
Outage  Report  Outage Dim Com 4,552 4,261 Commercial
Outage  Emergency  Outage Wire Res 57,534 53,806 No
Outage  Emergency  Outage Wire Com 2,013 1932 Commercial
Outage  Status  Outage Status R 76,867 63,940 No
Outage  Status  Outage Status Co 2,555 2,259 Commercial
Billing  Credit  Early Contact Re 696,804 629,120 10% 62912
Billing  Credit  Early Contact Co 4,539 4,319 Commercial
Billing  Credit  Shut Off for Non 27,361 24,957 0% 0
Billing  Credit  Shut Off for Non 310 291 Commercial
Outage  Emergency  Police / Fire 5 3 No
Billing  Balance  Payment Agent 211 161 10% 16
Other  Miscellaneous  Nature First Resi 17,534 12,056 No
Other  Miscellaneous  General Informa 167,983 152,850 No
Customer Choice  Residential  Residential Custo 16,928 15,770 No
Customer Choice  Commercial  Commercial Choi 11,589 11,077 Commercial
Other  Miscellaneous  5-Hi-Bill/Electric 64 55 0% 0
Moving  Turn Off  Residential Disco 236,601 229,487 No
Moving  Turn Off  Commercial Disc 13,343 13,067 Commercial
Moving  Transfer  Residential Existi 270,281 260,527 No
Moving  Transfer  Commercial Exist 19,151 18,579 Commercial
Moving  Turn On  Residential New 400,106 386,763 No
Moving  Turn On  Commercial New 18,522 18,035 Commercial
Billing  Credit  NCO - Inactive o 11 7 10% 1
Outage  Report  Report an Outag 8,482 7,176 No
Outage  Status  Outage Status Sp 1338 1188 No
Billing  Balance  Check Balance/A 27,573 25,413 10% 2541
Billing  Payment Options  Credit Card / Tel 4,154 3,701 10% 370
Billing  Credit  Extension Spanis 15,380 14,594 10% 1459
Billing  Credit  Deferred / Instal 11,986 11,429 10% 1143
Billing  Balance  Payment Agent V 4,225 3,976 10% 398
Billing  Balance  Payment Other V 5,114 4,837 10% 484
Billing  Balance  Payment Verifica 17,056 15,441 10% 1544
Billing  General  Maintain Bill Acco 1140 982 No
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86
87
88
89
90
91
92
93
94
95
96
97
98
99

100
101
102
103
104
105
106
107
108
109
110
111
112
113
114
115
116
117
118
119
120
121
122
123
124
125
126
127

Billing  Budget  Budget Billing Sp 1926 1838 10% 184
Billing  Credit  Early Contact Sp 50,801 47,915 10% 4792
Outage  Emergency  Wiredown 2,166 2,036 No
Outage  Report  Dim/Flickering Li 4,699 3,962 No
Billing  Payment Options  Nearest Payment 22,345 21,551 10% 2155
Moving  Turn On  Spanish New Cus 38,494 37,135 No
Moving  Turn Off  Spanish Disconn 16,044 15,482 No
Moving  Transfer  Spanish Existing 33,509 32,216 No
Other  Miscellaneous  Report a Meter R 3,470 3,318 No
Other  Miscellaneous  Nature First Span 2,556 2,425 No
Other  Miscellaneous  5-Hi-Bill/Electric 2 2 0% 0
Other  Unidentified  Rotary Spanish 8,577 7,994 0% 0
Other  Unidentified  Rotary Commerc 7,830 7,356 Commercial
Outage  Miscellaneous  Miscellaneous Ou 1822 1525 No
Outage  Miscellaneous  Miscellaneous Ou 2,313 2,077 Commercial
Outage  Miscellaneous  Miscellaneous Ou 59,831 48,059 No
Billing  Credit  Shut Off for Non 1,912 1,835 0% 0
Other  Unidentified  Invalid Entry Spa 18,151 16,877 0% 0
Other  Unidentified  Invalid Entry Com 31,601 30,076 Commercial
Other  Miscellaneous  VIP 224 212 No
Other  Unidentified  Invalid Entry Res 548,788 500,221 0% 0
Not Available  Not Available  Not Available 34,804 6,057 0% 0
Other  Unidentified  Rotary Commerc 940 870 Commercial
Billing  Balance  Balance 1381 1253 10% 125
Billing  Payment Options  Credit Card/Tele 50 41 10% 4
Billing  Credit  Extension 63 56 10% 6
Billing  Credit  Deferred/Installm 35 30 10% 3
Billing  Balance  Payment Agent V 82 80 Commercial
Billing  Balance  Payment Other V 341 319 Commercial
Billing  Payment Options  Nearest Payment 176 166 Commercial
Billing  General  Predict-a-bill 9 7 No
Moving  Turn On  Moving New 2,682 2,500 No
Moving  Transfer  Moving Change 1592 1477 No
Moving  Turn Off  Moving Discontin 865 826 No
Outage  Report  Outage Report 979 708 No
Outage  Status  Outage Status 312 257 No
Outage  Emergency  Wiredown 100 69 No
Outage  Report  Dim/Flickering Li 146 107 No
Other  Miscellaneous  Meter Reading 2 2 No
Outage  Miscellaneous  Miscellaneous Ou 36 18 Commercial
Other  Miscellaneous  Other 1030 935 0% 0
Other  Unidentified  Invalid Entry Com 3,721 3,422 Commercial

Exhibit C
3 of 5



29

A B C D E F G H I
Call Group Call Category  Description Offered  Handled Impact 

Customer 
Switching

Impact 
Customer 
Switching - 
Call 
decrease

128
129
130
131
132
133
134
135
136
137
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140
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145
146
147
148
149
150
151
152
153
154
155
156
157
158
159
160
161
162
163
164
165
166
167
168
169

Customer Choice Commercial  Market Share Th 1 1 No
Other  Miscellaneous  PECO IVR Call 1 1 No
Other  Unidentified  Rotary Spanish 195 170 0% 0
Billing  Balance  Balance 463 409 10% 41
Billing  Payment Options  Credit Card/Tele 89 73 10% 7
Billing  Credit  Extension 125 115 10% 12
Billing  Credit  Deferred/Installm 108 105 10% 11
Billing  Balance  Payment Agent V 92 84 10% 8
Billing  Balance  Verify Credit Car 79 78 10% 8
Billing  General  Update Telephon 13 8 No
Billing  Payment Options  Nearest Payment 465 435 10% 44
Billing  Budget  Budget Billing 7 7 10% 1
Moving  Turn On  Spanish New Cus 1392 1320 No
Moving  Transfer  Spanish Existing 475 436 No
Moving  Turn Off  Spanish Disconn 257 237 No
Outage  Report  Outage Report 1103 771 No
Outage  Status  Outage Status 107 81 No
Outage  Emergency  Wiredown 110 79 No
Outage  Report  Dim/Flickering Li 860 578 No
Other  Miscellaneous  Report a Meter R 61 54 No
Other  Miscellaneous  Nature First Span 66 57 No
Outage  Miscellaneous  Miscellaneous Ou 80 65 No
Other  Miscellaneous  CARE Spanish Ro 106 92 No
Other  Miscellaneous  CARE Energy Sav 40 34 No
Other  Miscellaneous  CARE LIHEAP Sp 120 112 No
Other  Miscellaneous  CARE Website Sp 20 18 No
Other  Miscellaneous  CARE Other Span 109 102 No
Other  Miscellaneous  CARE Invalid Ent 5 No
Billing  Credit  Early Contact Sp 426 394 10% 39
Other  Unidentified  Invalid Entry Spa 613 560 0% 0
Other  Unidentified  Rotary Residenti 1,424 393 0% 0
Billing  Balance  Balance 6,959 5,440 10% 544
Billing  Payment Options  Credit Card/Tele 899 637 10% 64
Billing  Credit  Extension 1369 1063 10% 106
Billing  Credit  Deferred/Installm 985 763 10% 76
Billing  Balance  Payment Agent V 733 571 10% 57
Billing  Balance  Payment Other V 1294 1108 10% 111
Billing  General  Update Telephon 82 69 NO
Billing  Payment Options  Nearest Payment 813 693 10% 69
Billing  Budget  Budget Billing 523 422 10% 42
Moving  Turn On  Moving New 15,694 11,714 No
Moving  Transfer  Moving Change 5,829 4,194 No
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170
171
172
173
174
175
176
177
178
179
180
181
182
183
184
185
186
187
188
189
190
191
192
193
194
195
196
197
198
199
200
201
202
203
204
205
206
207

Moving  Turn Off  Moving Discontin 4,183 3,168 No
Outage  Report  Outage Report 19,082 9,548 No
Outage  Status  Outage Status 7,050 4,123 No
Outage  Emergency  Wiredown 5,026 2,097 No
Outage  Report  Dim/Flickering Li 4,948 2,129 No
Other  Miscellaneous  Meter Reading 317 229 No
Other  Miscellaneous  Nature First Resi 116 85 No
Outage  Miscellaneous  Miscellaneous Ou 2,509 1390 No
Customer Choice  Residential  Residential Custo 55 34 No
Other  Miscellaneous  CARE Rotary Eng 1241 1097 No
Other  Miscellaneous  CARE Energy Sav 696 612 No
Other  Miscellaneous  CARE LIHEAP En 1983 1869 No
Other  Miscellaneous  Electric Rate & B 3094 2925 0% 0
Other  Miscellaneous  CARE Other Eng 3709 3538 No
Other  Miscellaneous  CARE Invalid Ent 12 9 No
Other  Unidentified  Invalid Entry Res 19,497 14,558 0% 0
Outage  Emergency  Fire/Emergency 5,413 5,145 No
Outage  Emergency  Fire/Emergency 10,054 9,450 No
Outage  Emergency  Fire/Emergency 2,555 2,398 No
Outage  Emergency  Fire/Emergency 5,006 4,717 No
Other  Miscellaneous  Spanish - Luces 2 2 No
Other  Miscellaneous  888-Readmtr 172 113 No
Outage  Report  PowerLine Misma 7,414 1359 No
Other  Miscellaneous  Nature First Resi 1,822 1,535 No
Billing  Credit  Credit Action Res 5,389 4,215 10% 422
New Business  Underground Sub Res Subdiv - Sou 2 New Business
New Business  Other  Main AT&T DNIS 17 15 New Business
New Business Other  Invalid Entry 2 1 New Business
Undefined  Undefined  Undefined Call T 385,613 326,582 0% 0

Total 4,919,771 4,358,680 Total 153,155

Source:  Datawarehouse

Customer Switching Impact Calls Handled
Calls Handled decrease 153,155
AHT 246.2

Exhibit C
5 of 5


