Job Title
Comml Clerk | ccl
CSR (combined FT & PT) CSR
Cust Serv Rep - PT CSR
CustServRep - FT CSR
General Clerk | GC!
Office Service Rep OSR
Jomce Srv Speciafist 08S
Mgr / Supervisor EO2
Mahager (support) 31.41
-Supervisor 31.51
Mar / Supervisor E03
Manager (support} 49.31
Supervisor 33.69
Manager (support) E04
Manager (support} E05
Change Mgmt Director E0G
\ i E09
Nole: rates above include 3.6% wage escalation

Avg Hrly Rate

35.89
27.64
24.64
0.4
27.84
22.79
22.91
.46

37.02

45.67
61.40
71.30
90.13

Job Title

Avg Hrly Rate

CSR {combined FT&PT)  CSR 25.71

Supervisor £02 29.30

bl

‘—D 20523

JCKE

T r\i\:

(ﬂ/{?x AEE N, ll

Meehan
Mepie \\"D'DQ Fasorier TQ___

mc,ﬁ

Wilnoes .



{Agent Call Category Summary - Jan to Nov 2008 - |

Call Group Call Category

Total 4,019,771] 4,358,682

|Agent Call Type Detail |

Call Group Call Category  Description Handled Impact Impact

Customer Customer
Switching Switching -
Call

. doarreace
K

Commercial

Commercial
e

* [Commercial

No
Commercial
4148
No
R0 ' 3087

Commercial
No




Impact Impact
Customer Customer
Switching Switching -
10980
7331
ommercial
No -
Commercial
No
Commercial
No
Commercial
R0 62912
Commercial
LS oy 0
16
Commercial
B TR 0
No
Commercial
No
Commercial
No
1
2541
370
1459
1143
398
484
1544
184

4792




3 oup = atego Do ptio Dffered andied Impact : Impact
Customer Customer
Switching Switching -

Commercial
No
Commercial

<

o|O

5 i ¥
Commercial

125

Commercial
Commercial
Commercial
No

No

No

No

No

No

No

No

No
Commercial

W h| b

i !
Commercial
No
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Impact
Customer

Impact
Customer
Switching -
Cali
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Call Group Call Category  Description

R

ce .w-m

Offered Handled

Impact
Customer
Switching

Impact
Customer
Switching -
Call
rdorrpace

~4,919,771] 4,358,680

New Busmess

New Business

Source: Datawarehouse

Customer Switching Impact Calls Handled
Calls Handled decrease 153,155

AHT 246.2

New Business

0

153,155




Assumptio. r Rate Design Analysis
Calculation of rFEs and related Costs

2008 Call Category:

10G% Switching

CSR Agents

CSR Agents

Supervisor
Supervisor

Total
Tetal

10% Switching
Total
Total

1% Switching
Total
Total

Credit / Billing
work days 232
Calls 153,155
AHT 4.1
Total AHT 628,447
Shrinkage 30%
Qccupancy 92%

S
R SR
Rty R AT AT
g‘@. v'xs S st ENFL TS &w&‘?@% ‘“i\%

FIE » no impact

no impact

General Assumptions:

- Abondon rate of approx 5% to 6%.
- Increase HC and Base Payrall to add supervisors; add 1 Suprvr for every 20 agents (ratio 20 to 1).
- Commerciat related call volume excluded.

- Ex¢luded Billing / General related call volume,
- Above cafculation assumes no change in credit, moving, outage & new customer activity.

- Above calculation represents best esfimate based on limited information. Any updates wilt be made as new information is identified.

Annualized

167,078






