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['Response 1a Page 2 of 4 — REDACTED

2008 CONSUMER SALES SOLUTION CENTER FLORIDA Notes

Month = TOT ATMT _CALLS % ANS . ° BUSIES. . ABAN  %ABAN -

. MCoO  ANSINCH =

Month SIGN iN AVAIL ACTWV - ATTWV  AWTWV  AOTWV ‘ACTCWV HLDWV 'S va
TIME TIME ce y. CTCW _. LDWV__' _CWS DELA.Y.S.-. AUC

¢ ZA
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Response 1a Page 4 of 4 - REDACTED _

2008 BUSINESS SALES CENTER

Month ~ TOTATMT .

Month SIGN IN AVAIL
: TIME TIME

AOTWV  ACTCWV CWS  DELAYS

"NOG CAHT

v ZA




GLOSSARY OF ACRONYMS USED IN RESPONSE 1A

NCO = Number of Calls Offered (a count of all calls sent to the agent queue)

NCH = Number of Calls Handled (a count of all calls handled/answered by an agent)
%ANS = Percent Answered (percentage of offered calls that are handled/answered)
Offered Load = Offered calls adjusted for the abandons for forecasting purposes
Busies = Number of Offered Calls that reach a busy signal or recording

ABAN = Abandoned Calls (calls where the customer hangs up prior to being answered)

%ABAN = Percent Abandoned (percentage of offered calls that abandoned prior to
being answered)

AHT = Average Handled Time (total time the agent spends handling a call - talk time
plus work time)

ATT = Average Talk Time (time the rep spends actually talking to the customer during
the call)

AWT = Average Work Time (time an agent spends completing a call after the customer
has left the line) :

AOQT = Average out Time (time an agent spends on outbound calls)

Hold Time = Average time the customer is placed in hold after being answered so the
agent can contact another person or department in conjunction in order to complete the
customer's request

AWVT = Additional Element Work Time (since we do not ha.we any pther
components/elements in our handling times this measure is not used in the business
offices)

ASA = Average Speed of Answer (average number of seconds the customer waits to be
answered after being sent to the agent queue)

Unoff. SVL = Unofficial Service Level (percentage of customers that are answered
within a predetermined threshold - unofficial because this column is a measure of how
this specific center answered calls sent to them instead of measuring all calls for a
specific state regulatory requirement)

APM = Actual Positions Manned (number of agents actually signed in to take calls)

VZ 5



%OCC = Percent Occupancy (percentage of time agents are actually busy handling
customer calls)

SIGN IN TIME = Total seconds that agents are signed in to the switch
AVAIL TIME = Total seconds that agents are signed in and available to take calls

ACT WYV = Actual Work Volume (total seconds that agents are busy handling calls -
includes ATT and AWT seconds)

ATT WV = Actual Tak Time Work Volume (total seconds agents are talking to
customers)

AWT WV = Actual Work Time Work Volume (total seconds agents spend completing
after call work)

AOT WV = Actual Out Time Work Volume (total seconds agents are on outbound calls)

ACT CWV = Actual Cumulative Work Volume (seconds agents are busy handling any
aspect of the customer contact - includes ATT WV, AWT WV and AOT WV)

HLDWV = Hold Work Volume (actual seconds that customer are placed on held by an
agent)

CWS = Call Waiting Seconds (Actual number of seconds customers wait to be
answered)

DELAYS = Number of calls answered after the predetermined threshold used to
calculate service levels

AUC = Answered Under Cutoff (number of calls answered before the predetermined
threshold used to calculate service levels)

NOC = Number of Out Calls (number of outbound calls made by agents)

CAHT = Cumulative Average Handling Time (average seconds agents are busy
handling any aspect of the customer contact - includes ATT, AWT and AQOT)

WV = Work Volume (total seconds agents spend handling additional elements - this
column is not in use)

VZ 6



FLORIDA REGION SCORECARD RESULTS BY DISTRICT Response 1B Page 1 of 12 REDACTED
Thursday, May 31, 2007

Suncoast Suncoast Suncoast COASTAL  Tampa  Tampa Lake INLAND OBT

P5SC MEASUREMENTS Date Updated TARGET Lentral  North South DIVISION South Nerth Haven DIVISION FL REGION MET
005 74 HOURS 05/31/07 ' ey ST T T R P ;R
{CMTD
. |Prev M
NOS 72 HOURS 05/31/07 “|Day
CMTD
IPrey M
I & T ORDERS / 3 DAYS 05/31/07 Day
- femToe
L |Prev m
Suncoast Suncoast Suncoast COASTAL  Tampa  Tampa Lake INLAND QBT
GEMNERAL BUSINESS Cate Updated TARGET Central  North South DIVISION  South Nerth Haven DIVISION  FL REGION MET
% Troubles Chrd < 6 05731707 .E Dﬂy o | B A P DA D RS ASEETINY

{Cambined Bus - MTTR « 6)

% 30 Day Repeaters 05/31/07 U {oay

(Combined Bus) o |emTD

il erev m

% Repair Appts Met DO'ed 05/31/07 ) Day
{Combined Bus) - CMTD
. .|Prevm

% Mo Access - General Business 05/31/07 o oy
CMTD
o |Preva
% Ingtaliation Commt Met - DG 05/31/07 " c|emTp
(Combined Bus) . |prevm
Average Days 1o Install 05/31/07 1emT
{Dispatched Only) . - fPrev
% 7 Day I Codes (Combined Bus) 05/24/07 T cMTD
7 Days in Arrears Prev M

Suncoast Suncoast Suncoast COASTAL  Tampe Tumpa  Lake INLAND 0rJ
CONSUMER Date Updated TARGET Central  North South DIVISION  South North Haven  DIVISION FLRESTION MET
% 005 Cleared « 24 05/31/07 oay DR - T T T T T i

(Out of Service) C{CMTD
NON PSC J|Prev m

% 30 Day Repeaters 05/31/07 .
~|emTo
| Prev M

TP TR T T 05/31/07 Day
1EMTD
1Prev M

% No Access - Consumer 05/31/07 * |oay
L |CMTD
. . |Prev M
% Ingrallation Commt Met - DO 05/31/07 - |EeMTD
“{Prev M
Averoge Days to Install 05/31/07 S L eMTD
(Dispatched Only) Lo |PrevM
% 7 Day I Codes 05/24/07 Lol e eMTD
7 Days in Arrears o o |erev s

Month end results MAY or MAY NOT tie to monthly results from QMR. Prepared by: Service Center Administration
All results are unofficial. 727-465-7222

VZ 7



FLORIDA REGION SCORECARD RESULTS BY DISTRICT

Saturday. June 30, 2007

Response 1B Page 2 of 12

Suncogst Suncoost Suncoast COASTAL  Tampa  Tampa Lake INLAND
PSC MEASUREMENTS Date Updated TARGET Central NMNorth  South DIVISION  South North  Haven BIVISION FL REGION
005 24 HOURS 06/30/07 {Day ’ o S o e T . ’
CMTD
Prev M.
NOs 72 HOURS 06/30/07 Day
CMTD
Prev M
14T ORDERS / 3 DAYS 06/30/07 Day
CMTD
Prev M
Suncogst Suncoast Sunceast COASTAL Tampa  Tampa Lake INLAND
GENERAL BUSINESS Date Updated TARGET Central MNorth  South DIVISION  South  MNorth  Haven OIVISION FL RESION
% Troubles Clrd < & 06/30/07 Day [ 1 ' i =
{Combined Bus - MTTR < 6) CMTD
Prev M
% 30 Day Repeaters 06/30/07 Cay
{Combined Bus) CMTD
Prev M
% Repair Appts Met DO'ed C&/30/07 Day
{Combined Bus) CMTD
Prev M
% No Access - General Business 0e/30/07 Day
- |CMTD
Prev M
% Installation Commt Met - DO 06/30/07 CMID
(Combined Bus) Prev M
Average Days to Instali 06/30/07 CMTE
{Dispatched Only} IPrev M
% 7 Day I Codes {Combined Bus) 06/23/07 {CMTD
7 Days in Arrears - iPrev M
Suncaast Sunceast Suncoast COASTAL  Tampa Tampa Lake INLAND
CONSUMER Date Updated TARGET Central  North  Scuth  DIVISION  Sauth  North DIVISION FLRESION
% 0O0S Cleared «< 24 06/30/07 ' RS R e AN RN T B i
(Out of Service)
NON PSC
% 30 Day Repeaters 06/30/07
TR TR T G 06/30/07
% MNa Access - Cohsumer 06/3G/07
% Installation Commt Met - DO 06/30/07
Average Days ta Install 06/30/07
{Digpatched Only)
% 7 Day I Codes 06/23/07

7 Days in Arrears

Month end results MAY or MAY NOT tie to monthly results from QMR.

All results are umofficial.

VZ 8

Prepared by: Service Center Administration

727-465-7222

osJy

MET

oBY
MET

REDACTED



FLORIDA REGION SCORECARD RESULTS BY DISTRICT

Tuesday, July 31, 2007

Response 1B Page 3 of 12

Suncoast Suncoast Suncoast COASTAL  Tampa  Tampa  Lake INLAND
PSC MEASUREMENTS Date Updated TARGET Central  North South DIVISION  Sovth North Haven  DIVISION FL RESION
005 24 HOURS 07/31/07 Day j
CMTD
Prev M
NQS 72 HOURS 07/31/07 Day
CMTD
Prev M
I & T ORDERS / 3 DAYS 07/31/07 Day
CMTD
Prev M
Suncoast Suncoast Sunccast (COASTAL  Tampa  Tampa Lake INLAND
SENERAL BUSINESS Date Updated TARGET Central North  South DIVISION  South  Neorth  Haven DIVISION FL REGION
% Troubles Cird < 6 07/31/07 Day )
{Combined Bus - MTTR < 6} CMTD
Prev M
% 30 Day Repeaters 07/31/07 Day
{Combined Bus} CMTD
Prev M
% Repair Appts Met DQ'ed 07/31/07 Day
{Combined Bus) CMTD
Prev M
% No Access - General Business 07/31/07 Day
cMTD -
Prev M
% Installation Commt Met - DO 07/31/07 CMTD
{Combined Bus) {Prev M
Average Days to Install 07/31/07 CMTD
{Dispatehed Only) Prev M
% 7 Day T Codes (Combined Bus) Q7/24/07 CMTD
7 Days in Arrears Prey M
Suncoast Suncoast Suncoast COASTAL  Tampa Tampa Lake INLAND
LOMNSUMER Date Updated TARGET Central  North South DIVISION  South North Haven  DIVESION  FL REGION
% QOS5 Cleared < 24 Q7/31/07 Day - : § N " T T
{Out of Service) | CMTD
NONPSC Prev M
% 30 Day Repeaters 07/31/07 Day
CMTD
Prev M
TR "Pvli_':m VEpeTTE 07/31/07 Day
CMTD
Prev M
% No Access - Consumer 07/31/07 Day
CMTD
Prev M
% Instaliation Commt Met - DO 07/31/07 CMTD
Prev M
Average Days to Install 07/31/07 CMTD
(Dispatched Only} Prev M .
% 7 Day I Codes 07/24/07 CMTD
7 Days in Arrears Prev M

Month end results MAY or MAY NOT tie to monthly results from QMR.

All resubts are unofficial.

VZ 9

Prepared by: Service Center Administraticn

727-455-T222

0By
MET

oBJ

MET

oBy

MET

REDACTED



FLORIDA REGION SCORECARD RESULTS BY DISTRICT

Friday, August 31, 2007

Response 1B Page 4 of 13

Suncoast Suncoast Suncoast COASTAL  Tampa  Tampa  Loke INLAND OB
PSC MEASUREMENTS Dete Updated TARGET Central  MNorth South BIVISION Seuth North Haven DIVISION FL RESION MET
Q0S 24 HOURS 08/31/07 |oay S o . R SR i e TR L e
HCMTD
Prev M
NOS5 72 HOURS 08/31/07 - |DBay
|emTD
Prev M
I & T ORDERS / 3 DAYS 08/31/07 . 1bay
|eMTD
|Prev M
Suncoast Suncoast Suncoast  COASTAL Tampa  Tampa Lake INLAND OBJ
GENERAL BUSINESS Date Updated TARGET Central North Sauth DIVISION South Narth Haven DIVISION FL REGION MET
% Troubles Clrd < & 08/31/07 - | Day - - . j - o ] 8
{Combined Bus - MTTR < 8} - |CMTOD
IPrev M
% 30 Day Repeaters 08/31/07 - Day
{Combined Bus) CMTD
Prev M
% Repair Appts Met DO'ed 08/31/07 ‘|Day
(Combined Bus) CMTD
" |PrevM
% No Access - General Business 08/31/07 Y| Day
“emTo
© Prev M
% Installation Commt Met - DO 08/31/07 o | CMTD
(CombinedBus) [ . L |Prev a
Average Days ta Install 08/31/07 L|CMTD
(Dispatched Only) - |PrevM |
% 7 Ray I Codes (Combined Bus) 08/24/07 . {CMTD
7 Baysin Arrears fPrevm b oemrl L e g e
Suncoast Suncoast Suncoast COASTAL  Tampa Tampa  Lake INLAND OBY
CONSUMER bate Updated TARGET Central  Morth  Seuth  DIVISION  South  Nerth DIVISION FLREGION  MET
% 00S Cleared « 24 0B/31/07 T iDay Lok SN [ A W
{Out of Service) | CMTD
NON PSC [ Prev M
% 30 Day Repeaters 08/31/07 | oay
lemMTD
Clerevm Lo
TR T OnspaTee 08/31/07 Tbay
T |CMTD
. |Prev M
% No Access - Consumer 08/31/07 |pay
1CMTD
. {prev M
% Ingstallation Commt Met - DO 08/31/07 CMTD
Prev M i
Average Days to Install 08/31/07 CMTD
(Dispetched Only) . IPrev M
% 7 Bay I Codes 08/24/07 {CcMTD
7 Days in Arrears _|Prevm

Month end results MAY or MAY NOT tie to monthly results from GIMR.

AN results are unofficial.

vZ 10

Prepared by: ‘Service Center Administration
727-465-7222



FLORIDA REGION SCORECARD RESULTS BY DISTRICT
Sunday, September 30, 2007

Response 1B

Page 5 of 12

o8y

OBJ
MET

MET

Suncoast Sunceast Suncoast  COASTAL Tampa  Tampa Lake INLAND
PSC MEASUREMENTS Date Updated TARGET Central  North South DIVISION South Narth Haven DIVISION FL RESION MET
005 24 HOURS 09/30/07 {Day : 1 ¥ B . R IO A
CMTD
: Prev M
NOS 72 HOURS Q05/30/07 Day
CMTD
Prev M
I & T GRDERS / 3 DAYS G9/30/07 Day '
CMTD
Prev M
Sunceast Suncoest Suncoast  COASTAL  Tampa  Tampa Lake INLAND
GENERAL BUSINESS Date Updated TARGET Central  North Sauth DIVISION South North Haven CIVISTON  FLRESION
% Troubles Cled < & 09/30/07 Day T
(Combined Bus - MTTR < 6) CMTD
Prev M
% 30 Day Repesters 09/30/07 bay
{Combined 8Bus) CMTD
Prev M
% Repair Appts Met DG'ed 09/30/07 Day
(Combined Bus) 1eMTD
Prev M
% No Access - General Business 08/30/07 Day
CMTD
Prev M
% Instailation Coramt Met - DO Q%8/30/07 . CMTD
(Combined Bus) : L Prev M i
Average Days to Install 09/30/07 - S eMTD
{Dispatched Only) Prev M
% 7 Day I Codes (Combined Bus) 09/23/07 CMTD
7 Days in Arrears - | Prev M
Suncoast Suhceast Suncoast CDASTAL  Tampa  Tampa Lake INLAND
CONSUMER Date Updated TARGEY Centrat  North  South DIVISICN  Seuth MNorth  Haven DIVISION FL REGION
% 005 Cleared < 24 09736707 .:. . Duy " — ) IEEN SRR A g
{Out of Service) B JCMTD
NON PS¢ | | Prev m
% 30 Day Repeaters 09/30/07 Day
CMTD
Prev M
TR TR M ST paTere 09/30/07 Day
% No Access - Consumer G9/30/07
% Installation Commt Met - DO 09/30/07
Average Days to Install 08/30/67
{Dispatched Only)
% 7 Day I Codes Q8/23/07
7 Days in Arrears

Month end results MAY or MAY NOT tie to monthly results from QMR.
All results are unofficiat,

VZ 11

Prepared by: Service Center Administration

727465-7222

REDACTED




FLORIDA REGION SCORECARD RESULTS BY DISTRICT
Wednesday, QOctober 31, 2007

Response 1B Page 6 of 12

INLAND oBy

Sunceast Suncoast Suncoast COASTAL  Tempa  Tamps Lake
PSC MEASUREMENTS Date Updated TARGET Central  North South DIVISION South MNarth Haven DIVISION FL RESION MET
005 24 HOURS 10/31/07 Day ' A '
CMTD
Prev M
NOS 72 HOURS 10/31/07 Day
CRTD
Prev M
1&T GRDERS / 3 DAYS 10/31/07 Day
CMThH
Prev M
Suncoast Suncoast Sunccast COASTAL  Tampa  Tampa Lake TNLAND oar
GENERAL BUSINESS Date Updated TARGET Central  North  South  DIVISION  South  North  Haven DIVISION FLREGION  MET
% Troubles Cled < 6 10/31/07 Day 1 D
{Combined Bus - MTTR < &) CMTD
Prev M
‘% 30 Day Repecters 10/31/07 “|Day
{Combined Bus) CWMTD
Prev M
% Repair Appts Met DO'ed 10/31/07 Day
{€ombined Bus) CMTD
- |Prev M
% No Access - General Business 10/31/Q7 Day
CMTD
Prev M
% Installation Cammt Met - RO 10/31/07 CMTD
{Combined Bus) _|Prev M
Average Days to Install 10/31/07 C|emT
{Dispatched Only) |Prev M
% 7 Day I Codes (Combined Bus) 10/24/07 CMTD
7 Days in Arrears Prev M
Suncoast Sumcoast Suncoast COASTAL  Tampa  Tampa Lake INLAND oBJ
CONSUMER Date Updated TARGET Central North  South DIVISION  South  North  Haven DIVISION FLREGION  MET
% 005 Cleared < 24 10/31/07 Day ] . S R 5
(Out of Service} CMTD
NON PSC Prev M
% 30 Day Repeaters 10/31/07 Day
CMTD
Prev M
i "w'l_':m b 16/31/07 Day
CMTD
Prev M
% No Access - Consumer 10/31/07 Day
CMTD
Prev M
% Installation Commt Met - DO 10/31/C7 CMTD
Prev M
Average Days to Install 10/31/07 CMTOD
(Disparehed Only) Prev M
% 7 Day I Codes 10/24/07 CMTD
7 Days in Arrears Prev M

Month end results MAY or MAY NOT tie to monthly results from QMR.
All regults are unofficial.

VZ 12

Prepared by: Service Center Administration
727-465-7222

REDACTED



FLORIDA REGION SCORECARD RESULTS BY DISTRICT

Friday, November 30, 2007

Response 18 Page 7 of 12

Suncoast Suncoast Suncoast COASTAL  Tampa  Tampa lLake INLAND
PSC MEASUREMENTS Date Updated TARGET Central  Narth South DIVISION  South North Haven  DIVISION FL REGION
005 24 HOURS 11/30/07 Day E ) s
1EmID
Prev M
NOS 72 HOURS i1/19/07 Day
CMTD
Prev M
14T ORDERS / 3 DAYS 11/30/07 bay
CMTD
Prev M
Suncoqst Suncoast Suncocast COASTAL  Tampa  Tampa Lake INLAND
GENERAL BUSINESS Date Updated TARGET Central MNorth  South  DIVISION  South  North  Haven DIVISION FLREGION
% Troubles Clrd < & 11/30/07 Day [ ] n ) [
{Combined Bus - MTTR < 6) CMTD
Prev M
% 30 Day Repeaters 11/30/G7 Day
(Combined Bus) CHATD
Prev M.
% Repair Appts Met DO'ed 11/30/07 | Dy
{Combined Bus) YCMTD
L Prev
% No Access - General Business 11/30/07 |bay
1CMTD
Prev M
% Insteliation Commt Met - DO 11/3G/G7 CMTD
(Combined Bus) {Prev m e
Average Days to Install 11/30/07 {CMTD
{Disparched Only) Prev M
% 7 Day T Codes (Combined Bus) 11/23/07 SCMTD
7 Days in Arrears Prev M
Suncoast Suncoast Suncoust COASTAL  Tampa Tampa  Lake INLAND
CONSUMER Date Updated TARGET Centrdl  North  South  DIVISION North  Haven DIVISION FL REGION
% 005 Cleared < 24 1/30/07 Day s ’ . I = : LA
{Out of Service) CMTD
NON PSC Prev M
% 30 Day Repeaters 1/30/07 Day
CMTD
Prev M
T PR T e 11730/07 Day
CMTD
Prev M
% Mo Access - Consumer 11/30/07 Day
CMTD
iPrev M
% Insrallation Commt Met - DO 11/30/07 {CMTD
Frev M
Average Days o Install 11730/07 TCMTD
{Dispatched Only) Prev M
% 7 Bay I Codes 11/23/07 CMTD
7 Days in Arrears Prev M

Month end results MAY or MAY NOT fie te monthly results from QMR.

Al results are unofficiol.

VZ 13

Prepared by: Service Center Administration

727-465-7222

a/: 4

) MET

oBJy
MET

REDACTED



FLORIDA REGION SCORECARD RESULTS BY DISTRICT

Monday, December 31, 2007

Response 1B Page B of 12

Sunceast Suncoast Sunceast COASTAL  Tompa  Tampo Lake INLAND
PSC MEASUREMENTS Date Updated TARGET Lentral  North South DIVISION South Narth Haven DIVISION FL REGION
005 24 HOURS 12/31/07 bay
CMTD
Prev M
NG5S 72 HOURS 12/31/07 bay
CMTD
Prev M
T & T ORDERS / 3 DAYS 12/731/07 Day
cMTD
Prev M
Suncoast Sunceast Sunceast COASTAL  Tampa  Tampa  Loke INCAND
GENERAL BUSINESS Date Updated TARGET Central  Narth  Sputh  DIVISION  South  North Haoven DIVISION  FLREGION
*% Troubles Cird < & 12£3107 Day S S : : il
(Combined Bus - MTTR ¢ 6) CMTD
Prev M
% 30 Day Repeaters 12/31/07 | Day
(Combined Bus) CMTD
Prev M
% Repair Appts Met BO'ed 12/31/07 Doy
{Combined Bug) CMTD
Prev M
% No Access - Generai Business 12/31/07 | Day
CMTD
|Prev M
% Installation Commt Met - DO 12/31/07 CMTD
(Combined Bus} Prev M
Average Days To Install 12/31/07 CMTD
(Dispatched Only) Prev M
% 7 Day I Codes (Combined Bus) 12/24/07 CMTD
7 Days in Arrears Prev M
Suncoast Suncoast Suncoast  {OASTAL Tampa  Tampa Lake INLAND
CONSUMER Date Updeted TARGET Centrel  North  South  DIVISION  South  MNorth  Haven OIVISION  FL REGION
% 00S Cleared < 24 12/31/07 Day o o IR | ’
{Out of Service) CMTD
NON PSC Prev M
% 30 Day Repeaters 12/31/07 Day
CMTD
Prev M
e "PP':_':" PRI 12/31/07 Day
CMTD
Prev M
% Mo Access - Consumer 12/31/G7 Day
< emMTD
Prev M
% Installation Commt Met - DO 12/31/07 CMTD
Prev M
Average Days to Instali 12/31/07 CMTD
{Disparched Only} - |Prev M
% 7 boy I Codes 12/24/07 CMTD
7 Days in Arrears Prev M

Month end results MAY or MAY NOT tie to monthly results from QMR,

All results are unofficial,

VZ 14

Prepared by: Service Center Administration
T27-465-7222

oss

MET

(20
MET

OBy

MET

REDACTED



FLORIDA REGION SCORECARD RESULTS BY DISTRICT

Thursday, January 31, 2008

Response 1B Page § of 12

Suncoast Sunceast Suncosst COASTAL  Tampe  Tempa

Lake INLAND oBJ

PSC MEASUREMENTS Date Updated TARGET Central  Morth South DIVISION South Morth Heven  DIVISION FL RESION MET
00S 24 HOURS 01/31/08 ' Day ' o RS
CMTD
Prev M
NOS 72 HOURS 01/31/08 Day
CMTD
Prev M.
I &7 ORBERS /3 DAYS 01/31/08 Day
CMTD
Prev M
Suncoast Suncoast Suncoast COASTAL  Tampe Tompa  Lake INLAND oBJ
GENERAL BUSINESS Date Updated TARGET Central  North South  DIVISION  South North  Haven  DIVISION FL REGION MET
% Troubles Clrd < & 01/31/08 - Day [ ' a1 - + L : ' il o '
(Combined Bus - MTTR < 6} CMTD
JPrev M
% 30 Day Repeaters 01/31/08 | Day
(Combined Bus) |emTe
Prev M
% Repair Appts Met DO'ed 01/31/08 Day
{Combined Bus) LMD
Prev M
% Ne Access - General Business 01/31/08 Day
CMTD
Prev M
“% Instaliation Commt Met - DO D1/3/08 ACMTD
(Combined Bus) _Prev M
Average Days to Install 01/31/08 lemT
(Dispatched Only) . |Prev M
% 7 Cay T Codes {Combined Bus) 01/24/08 ) CMTD
7 Doys in Arrears CiPrev M
Suncoast Suncoast Suncoast COASTAL  Tampa  Tampa Lake INLAND oBJ
CONSUMER Date Updated TARGET Central  Morth  South  DIVISION  South  MNorth Heven DIVISION FLREGION  MET
% QOS5 Cleared « 24 01/31/08 : - |Day R B - " T R e s M EE 1 .
{Out of Service) lewTo
NONPSC {Prev M
% 30 Day Repeaters 01/31/08 "oy
| CMTD
Prev M
TR TR e R e 01/31/08 ~Ibay
1EMTE
Prev M
% No Access - Consumer Q01/31/08 |Day
CfemTo
. iPrev M
% Installation Commt Met - DO 01/31/08 CMTD
|Pre b
Average Days to Install 01/31/08 “lemTD
{Dispatched Oniy) Prev M
% 7 by T Codes 01/24/08 Jemto
L 7 Days in Arrears | Prev M

Month end results MAY or MAY NOT tie to monthly resuits from QMR.

All results are unofficial.

VZ 15

Prepared by: Service Center Administration
T2T-465-7222

REDACTED



FLORIDA RESGION SCORECARD RESULTS BY DISTRICT

Friday, February 29, 2008

Response 1B Page of 10 of 12

Suncoast Suncoast Suncoast COASTAL  Tampa  Tampa

Lake

INLAND

Month end results MAY or MAY NOT tie to moanthly results from QMR,

All results are unofficial.

VZ 16

Prepared by: Service Center Administration
TeT-a65-7222

oBJ

PSC MEASUREMENTS Date Updated TARGET Central  Nerth South DIVISION  South Nerth Haven DIVISION FL REGION MET
005 24 HOURS 02/29/08 ' Day ] ' R o
CMTD
Prev M
NGS5 72 HOURS 02/29/08 Day
CMTD
Prev M
I & T ORDERS / 3 DAYS 02/2%/08 Day
CMTD
;| Prev M
Suncoast Suncoast Suncoast COASTAL  Tampa Tampa  Lake INLAND OBJ
GENERAL BUSINESS Dote Updated TARGET Central  North South  DIVISION  South North  Haven DIVISION FLRESION MET
% Troubles Clrd < & 02/29/08 Lo Day SRR T ‘ g R RN (e
{Combined Bus - MTTR < 6 CMTD
Prey M
% 30 Day Repeaters 02/25/08 Day
{Combined Bus} | CMTD
Prev M
% Repair Appts Met DO'ed ©2/29/08 Day
{Combined Bus) LMTD
Prev M
% No Access - General Business 02/29/08 Day
CMTD
Prev M
% Installa¥ion Commt Met - DO 02/29/08 CMTD
{Combined Bus) Prev M
Average Days ta Install 02/25/08 CMTD
{Dispatched Only) Prev M
% 7 Day I Codes (Combined Bus) 02/22/08 CMTD
7 Days in Arrears Prev M.
Suhcoost Suncoast Suncoast  COASTAL  Tampa  Tompa  Lake INLAND =5
CONSUMER Date Updated TARGET Central  North South DIVISION  South North  Haven DIVISION  FL REGION MET
% 0O0S Cleared < 24 02/29/08 : i Day S | 2 s DR R EEA :
(Out of Service} CMTD
NONPSC Prev M
% 30 Day Repeaters 02/29/08 Day
CMTD
Prev M
Ta g '\PP':\I::' DTSpaTLIET 02[‘29/08 Day
CMTD
Preve M,
% No Access - Consumer 02/29/08 | Day
CMTD
Prev M
% Ingtallation Commt Met - DO 02/2%/08 CMTD
s Frev M
Average Duys 1o Instati 02/29/08 CMTD
(Dispatehed Only) Prev M
% 7 Day T Codes Q2/22/08 CMTD
7 Days in Arrears Prev M

REDACTED



FLORIDA REGION SCORECARD RESULTS BY DISTRICT
Monday, March 31, 2008

Response 1E Page 11 of 12

Suncoast Suncoast Suncoast COASTAL  Tampa  Tampa Lake INLAND oBJ
P5C MEASUREMENTS Date Updated TARGET Central  North  South  DIVISION  South  North  Haven DIVISION FL REGION  MET
005 24 HOURS 03/31/08 .|Day ol i E : T P
CMTD
Prev M
NOS 72 HOURS 03/31/08 Day
JCMTD
prev m
T4 T ORDERS / 3 DAYS 03/31/08 Day
1EMTE
Prev M
Suncoast Suncoast Suncoast COASTAL  Tampa  Tampa Lake INLAND OB‘J
GENERAL BUSINESS Date Updated TARGET Central  North  South  DIVISION  South North Haven DIVISION FLRESTON  MET
% Troubles Clrd < ¢ 03/31/08 . |pay 2 N T B HEERE R [ £
{Combined Bus - MTTR ¢ 6) lemTD
.| Prev M
% 30 Day Repeaters 03/31/08 . oay
(Combined Bus) lemTn
= |Prev M
% Repair Appts Met DO'ed 03/31/08 1 Day
(Combined 8Bus} ClemTo
" {Prev M
% No Access - General Business 03/31/08  |oay
2| CMTD
iPrev M
% Installatian Commt Met - DO 03/31/08 n EMTD
(Combined Bus) 2| Prev M
Average Days to Install 03/31/08 1EMTD
(Dispatched Oniy) | Prev M
% 7 Day I Codes (Combined Bus) 03/24/08 1EMTD
7 Days in Arrears Prev M
Sunconst Suncoast Suncoast COASTAL  Tampa  Tompa Lake INLAND F
CONSUMER Dare Updated TARGET Central  North  South  DIVISION  South  MNorth  Haven DIVISION  FL REGION
% 005 Cleared < 24 03/31/08 Day T : : : RS R, T
(Qut of Service) CMTD
NON PS¢ i|Prev M
% 30 Day Repeaters 03/31/08 "|bay
CMTD
“|Prev M
P PR e SRS 03/31/08 |Day
“{CMTD
| Prev M
% Mo Access - Consumer 03/31/08 ‘[Day
lemTD
= Prev m
% Installation Commt Met - DO 03/31/08 |emTo
.|Prev M
Average Days to Instail 03/31/08 TlCmTe
{Dispatched Oniy) " {Prev M
% 7 Day I Codes 03/24/08 ‘lemTo
7 Doys in Arrears Frev M

Month end results MAY or MAY NOT tie to monthly results from QMR.
Al results are unofficial.

VZ 17

Prepared by: Service Center Administration
T27-465-7222

REDACTED



FLORIDA REGIOMN SCORECARD RESULTS BY DISTRICT

Wednesday, April 30, 2008

Respaonse 1B Page 12 of 12

Suncoast Suncoost Sunceast  COASTAL Tompa  Tompa

Lake INLAND CRY

PSC MEASUREMENTS Date Updated TARGET Central Narth _ South ODIVISION  South  North  Haven DIVISION FL REGION  MET
0035 24 HOURS 04/30/08 Day : ] S
CMTD
| Prev M
NOS5 72 HOURS 04/30/08 Day
LMTD .
Prev M 4
14T ORDERS / 3 DAYS 04/30/08 Day
CMTD
Prev M
Suncogst Suncoast Suncoast COASTAL Tampa Tampa Lake INLAND 0BT
GENERAL BUSINESS Date Updated TARGET Central  North  South  DIVISION  South Neorth  Haven DIVISION FLREGION  MET
% Troubles Clrd < & 04/30/08 ~iDay B C [ B R T
{Combined Bus - MTTR < &) CMTD
.|Prev M
% 30 Day Repeaters 04/30/08 Day
{Combined Bus} CMTD
Prev M .
% Repair Appts Met DO'ed 04/30/08 Gay
(Combined Bus) CMTD
JPrev M - .
% No Access - General Business 04/30/08 Day
CMTD
|Prev m
% Installation Commt Met - BO 04/30/08 lEMTD
{Combined Bus) Prev M
Average Days to Install 04/30/08 CMTD
(Dispatched Only} Prev M
% 7 Gay I Codes (Combined Bus) 04/23/08 LMTD
7 Days in Arrears Prev M
Suncoast Suncoast Suncoast COASTAL Tampe  Tampa Lake INLAND OBy
CONSUMER Date Updated TARGET Central  MNorth  South  BIVISION  South  MNorth  Haven DIVISION FLREGION  MET
% 00S Cleared « 24 04/30/08 |Day . T ] - —.
{Out of Service) CMTD
NON PSC Prev M
% 3Q Day Repeaters 04/30/08 Day
CMTD
Prev M
TR TR e s 04/30/08 Day
CMTD
Prev M
% MNa Access - Consumer 04/30/08 Day
“|emTo
Prev M
% Installation Commt Met - DO 04/30/08 J|EMTD
Prev M
Averoge Days to Install 04/30/08 LMTD
(Dispatched Only) Prev M .
% 7 Day I Codes 04/23/08 CMTD
7 Days in Arrears Prev M

Month end results MAY or MAY NOT tie to monthly results from QMR.

All results are unofficial.

VZ 18

Prepared by: Service Center Administration
T27-465-7222

REDACTED




Customer Response - West
2007 Cdll Volumes, Hours, CAHT, OEW, Force & Cails per on Duty Hr

REDACTED

Call Volumes-Rep Answered

Jan-07

Mar-07

Apr-07

May-07 Jun-07

Jul-07 Aug-07

Sep-07  Oct-07

Nov-07

Dec-07 Total-07

YTD-07

Southeast
SE VRRC

Call Volumes-Voice Portal

Jan-07

Feb-07

Mar-07

Apr-07

May-07 Jun-07

Jul-07 Aug-07

Sep-07  Oct-07

Nov-07

Dec-07 Total-07

YTh-07

Southeast
SE VRRC

Call Volumes-Tota! Contacts

Jan-07

Feb-07

Mar-07

Apr-07

May-07 Jun-07

Jul-07 Aug-07

Sep-07

Nov-07

Dec-07 Total-07

Southeast
SE VRRC

CAHT

Jan-07

Feb-07

Mar-07

Apr-07

Moay-07 Jun-07

Jul-07 Aug-07

Sep-07  Oct-07

Nav-07

Dec-07 Total-07

Southeast
SE VRRC

Productive Hours

Jan-07

Feb-07

Mar-07

Apr-07

May-07 Jun-Q7

Jul-07  Aug-07

Sep-07  Oet-07

Nov-07

Dec-07 Total-07

YTD-07

Southeast
5E VRRC

Overtime Hours

Jan-07

Feb-07

Mar-07

Apr-07

May-07 Jun-07

Jul-07 Aug-07

Sep-07  Qct-07

MNov-07

Dec-07 Total-07

¥TD-07

Southeast
SE VRRC

|Assocint¢ Force

Jan-07

Feb-07

Mar-07

Apr-07

May-07 Jun-07

Jul-07  Aug-07

Sep-07  Oct-07

Nov-07

Total-07

YTD-07

! Southeast
SE VRRC

Colls/Productive Hours

Jan-07

Feb-07

Mar-07

Apr-07

May-07 Jun-07

Jul-07 Aug-07

Nov-07

Dec-07 Total-07

YTD-07

6L ZA

Southeast
SE VRRC

1of2

C\oackupd\psc\Florida\Service Quality DR - 6-5-08\Response 1¢ 2007-redacted . XIs2007CV



Customer Response - West

2007 Coll Valumes, Hours, CAHT, OEW, Force & Calls per on Duty Hr REDACTED
OEW Jan-07 Feb-07 Mar-07 Apr-07 May-07F Jun-07 Jul-07 Aug-07 Sep-07 Oct-07 Nov-07 Dec-0O7 Tatal-07 YTbh-07
Sautheast
SE VRRC
Occupancy Jan-07 Feb-07 Mar-07 Apr-Q7 May-07 Jun-Q7 Jul-07 Aug-0Q7 Sep-07 Oct-0O7 Nov-07 Dec-07 Total-07 YTh-07
Southeast
SE VRRC
Admin/Offline Time Jan-07 Feb-07 Mar-07 Apr-07  May-07 Jun-07 Jul-07 Aug-07 Sep-07 Oct-07 Nov-07 Dec-07 Total-07 YTD-07
Southeast
-—-——5E wRe  mEuiee . m
Surplus Hours Jan-07 Feb-07 Mar-Q7 Apr-07 May-07 Jun-Q7 Jul-07 Aug-07 Sep-07 Qct-07 Nov-07 Dec-07 Totol-07 YTD-07
Southeast
SE VRRC
20f2 CibackupdipsciFlorida\Service Quality DR - 6-5-08\Response 1c 2007-redacted.xs2007CV




Customer Response - West
2008 Call Volumes, Hours, CAHT, OEW, Force & Calls per on Duty Hr REDACTED

Call Volumes-Rep Answered Jan-08 Feb-08 Mor-08 Apr-08
pr- May-08 Jun-08 Jui-08 Aug-08 Sep-08 Qct-08
- - Nov-08 Dec-08 Total-08 YTD
-08

Southeast
5E VRRC

Call Volumes-Yoice Portal Jan-08 Feb-08 Mar-08 A
pr-08 May-08 Jun-08 Jul-08 Aug-08 -
Southeast =9 Sep-08  Oct-08  Nov-0B _ Dec-08 Total-08 YTD-08
SE VRRC

Call Volumes-Total Contacts Jun-08 Feb-08 Mar-08 Apr-
pr-08 May-08 Jun-08 Jul-08 Aug-08 Se;
p-08 Cct-08 Nov-08 Dec-08 Total-08
- YTD-08

Southeast
SE VRRC

CAHT Jan-08 Feb-08 Mear-08 Apr-08 May-08 Jun-Q8 Jul-08 Aug-08 Sep-08 Oct-08 Nov-08 Dec-08 Total-08
- otal- YTD-08

Southeast
SE VRRC

Productive Hours Jan-08 Feb-08 Mar-08 Apr-08 May-08 Jun-08 Jul-08 Aug-08 Sep-08 Oct-08 Nov-08 Dec-08
- C~ Total-08 YTh-08

Southeast
SE VRRC

Overtime Hours Jan-08 Feb-08 Mar-08 Apr-08 May-08 Jun-08 Jut-08 Aug-08 Sep-08 Oct-08 Nov-08 Dec-08 Total-08
- - otal- YTD-08

Southeast
SE VRRC

Associate Force Jan-08 Feb-08 Mar-08 Al
pr-08 May-08 Jun-08 Jul-08 Aug-08 Se
p-08 Oct-08 Nov-08 Dec-08 Yotal-08
- YTDh-08

Southeast
SE VRRC

Calls/Productive Hours Jan-08 Feb-08 Mor-08 A
pr-08 May-08 Jun-08 Jul-08 Aug-08 Se
p-0B Oct-08 Maov-08 Dec-08 Total-08
- YTD-08

N Southeast
—r SE VRRC

1of2 Cbackupd\psciFlorida\Service Quality DR - 6-5-08\Response 1¢ 2008-REDACTED. ds2008CY



Customer Response - West
2008 Call Volumes, Hours, CAHT, OEW, Force & Calls per on Duty Hr REDACTED

OEW Jan-08 Feb-08 Mar-08 Apr-08 May-08 Jun-08 Jul-08 Aug-08 Sep-08 Oct-08 Nov-08 Dec-08 Total-08 YTD-08

Southeast
SE VRRC

Oceupancy Jan-08 Feb-08 Mar-08 Apr-08 Moy-08 Jun-08 Jul-08 Aug-08 Sep-08 Oct1-08 Nov-08 Dec-08 Total-08 YTD-08

Southeast
5E VRRC

Admin/Offline Time Jan-08 Feb-08 Mar-08 Apr-08 May-08 Jun-08 Jul-08 Aug-08 Sep-08 Oct-08 Nov-08 Dec-08 Total-08 YTD-08

Soytheast
SE VRRC

Surplus Hours Jan-08 Feb-08 Mar-08 Apr-08 May-08 Jun-08 Jul-08 Aug-08 Sep-08 Oct-08 Nov-08 Dec-08 Total-08 YTbh-08
Southeast
SE VRRC

¢c ZA

2of2 CibackupdipsciFlorida\Service Quality DR - 6-5-08\Response 1c 2008-REDACTED.ds20080V




€¢ ZA

Response to Data Request Question 2a, 2b and 2c. REDACTED

Provisioning &
Maintenance
Repair Center
Csse

BSBC

2007 Florida Management
Jan Feb Mar Apr May Jun Jul

CSSC = Consumer Sales Solution Center
BSBC = Business Sales Center

Provisioning &
Maintenance
Repair Center
CSsC

BSBC

Aug Sep Oct Nov Dec

2008 Florida Management

Jan Feb Mar Apr May Jun Jul

Aug Sep Oct Nov Dec

Provisioning &
Maintenance
Repair Center
CSsC

BSBC

Provisioning &
Maintenance
Repair Cemter
CSsC

BSBC

2007 Florida Agsociates
Jan Feb Mar Apr May Jun  Jul Aug Sep Oct Nov Dec

2008 Flori ssociates
Jan_: Fet‘)' Mar Ap_r__ May Jun Jul Aug Sep Oct Nov Dec




SERVICE QUALITY DATA REQUEST
- VERIZON FLORIDA LLC
RESPONSE TO DR NO. 3

SEE PROPRIETARY CD - VZ 24



REDACTED
Response 4

Florida Core Consumer Complaints by Business Process
Received April 2007-March 2008

2008

L altie| Jan Feb Mar
Billing

Provisioning
Repair
Engineerin
Other
Total

VZ 25




SERVICE QUALITY DATA REQUEST
VERIZON FLORIDA LLC
RESPONSE TO DR NO. 5

SEE PROPRIETARY CD - VZ 26



ATTACHMENT 6a

REDACTED

VZ 27



Response 6a Attachment 1 - REDACTED

Sales targets (in units or dollars)

Business Sales {(1)}(2)
Month Strategic General Consumer Sales

April 2007

May 2007

June 2007

July 2007

August 2007

September 2008

October 2007

November 2007

December 2007

January 2008

February 2008

March 2008

(1

(2)

VZ 28




6C ZA

Response 6a Attachment 2 - REDACTED

Consumer Sales Center Incentive Award Structure




2008 Sales Incentive Compensation Plan

. Business Unit; Regional Business Sales
Sales Channel: Business Sales & Billing Centers: Business Solutions Center
Sales Position: Business Sales Representative {FL)
Effective Date: January 1, 2003

RESPONSE 6a Attachment 3

REDACTED
ENTIRE DOCUMENT IS PROPRIETARY

NOS.VZ 30-VZ 35

2008BSC-HOURLYFL.DOC VERIZON PROPRlETARtI(

EFFECTIVE 17108




Response 7¢c- REDACTED

Percentage of Employees who have met their sales targets

April 2007
May 2007
June 2007

July 2007
August 2007
September 2008
October 2007
November 2007
December 2007
January 2008
February 2008
March 2008

(1)

VZ 36




RESPONSE TO REQUEST 8 (a-f)

a}) Please describe the company’s current practices regarding the monitoring of
sales calls to detect and deter Florida employees from adding unauthorized
products to a customer's account. (Please include how frequently done, is
monitoring done remotely or sitting with employee, is employee aware when
monitoring is in progress, what notes or records are made, how situations are
resolved when violations occur).

RESPONSE:

REDACTED

b) Please describe any efforts to track calls from customers who repont
unauthorized additions of services or products to their accounts. (Please include
any investigation done to determine which employee placed the order in
question, who conducts this investigation, what disciplinary or corrective action
was taken).

RESPONSE:

REDACTED

VZ 37



c) If a particular sales is determined to have been improper, does the corhpany
remove the sales credit, and/or any related compensation, from the employee
responsible? If so, please explain the process.

RESPONSE:
REDACTED

d) If the company does track calls from Florida customers who report
unauthorized additions of services or products to their accounts, please provide
the numbers of such calls reported to each of the last 12 months.

RESPONSE:
REDACTED

e) Please describe any other controls currently in place that are designed to
detect or deter Florida employees from adding unauthorized products to a
customer’s account.

RESPONSE:

REDACTED
f) Please describe any changes made regarding monitoring practices within the
last year.

RESPONSE:

REDACTED

VZ 38




10.

RESPONSE TO REQUEST 10 (a-c)
a) Please describe what criteria are currently used in evaluating the performance
of Florida employees with sales responsibilities regarding quality of customer

service provided. Please describe any changes made to the criteria within the
last year.

RESPONSE:

REDACTED
b) Please describe how this evaluation is communicated to the employees and
how it is recorded and maintained.
RESPONSE:

REDACTED
¢) Are annual or more frequent evaluations of sales efforts and customer service
quality performed? Please describe.

RESPONSE:

REDACTED

VZ 39




