Kevin M. Shea
Vice President
k' Government Relations NH
R’,nt 900 Elm Street, Suite 1922
Manchester, NH 03101
603-641-1667

January 20, 2010

Kathryn M. Bailey, PE
Telecommunications Division Director' _ _ - RECEIPT -

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 December 2009 and

is also filling the attached paper copy.

Below are changes that FairPoint will be making to the SQI metric as discussed in our meeting with
the Commission Staff on December 4, 2009.

Metrics 1-7
« Metric 1, we will measure the average time to install for POTS dial tone, premise.

« Metric 2, we will measure the average time to install for POTS dial tone, Mechanized.

« Metric 3, we will measure the average time to install for POTS dial tone, combined
premise and mechanized.

o Metric 8, we will measure the average time to install for DSL, combined premise and
mechanized. :

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

s 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 time frame, see Note 1 below.

The average time to install will be measured as the times from order creatlon to completion of the
installation work, with the order create date counted as day 0.

The % met commitment will be measure as the committed date {(due date) vs. the completion of the
installation work.

We expect to be able to start reporting metrics 1,2,3 and 6 for the February data month. The first
time that they will be reported will be when the February SQI report is released in March. We will
be able to restate and report the Jan metrics when the restatement process is complete — in the

Feb Mar time frame.

Metric 8
o Metric 8, % Instalation 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 day count is not valid.
Restatement: Results will be good for December. No restatement of pnor months for this metric,

due to a new data field being sourced.
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Metric 13, 25, & 26
« Metric 13, Customer trouble report — rate per 100 lines Network
« Metric 25, Repeat Trouble Report
o Metric 26, Access Lines in Service.

Results adjusted, see note 1 below.
ISSUE WITH CURRENT MONTH DENOMINATOR - NOV 09
Restatement: Feb — Nov will be done in the Feb — Mar time frame.

Metric 14
. Metric 14, % OOS Troubles cleared w/in 24 hours (excluding Sundays)

Results adjusted, see note 1 below.
November data uses the correct logic for identifying the out of service logic. There is still an issue

with understanding the Cleared Time of the tickets.
Restatement: With corrected Cleared Time logic, the results for December will be correct. This

metric will be restated for May, July & August.

Metric 18, 19, 20 & 27
» Metric 18, Held Orders - Average Delay Days.
« Metric 19, Total Held Orders on Hand Month End.
« Metric 20, Average Delay days for Installation of Service.
e Metric 27, Held Orders Over 30 Days Due to Facilities Reasons.

Results adjusted, see note 1 below.
There is a known code issue for these metrics that is expected to be corrected at the end of

December. Restatement: With corrected logic, the results

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 guestions.

Sincerely,
- -/‘
fpuind o Jloat
Kevin M. Shea
Attachments

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