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KAWC Operational Measures 2000 2001 2002 2003} 2004 2005
1. Number of waler service interruptions
(boil water adwisaries) 165 133 163 161 138" 141
2. Average # cusiomers impacled from
water senvice interuplions 35.66 28.45 22.14 22.53 24,04 24.68
3. Average length of time of waler service
interruption {loss of waler) 3.29 299 3.11hrs 2.621 3 47 hrs 2.62
4. Number of Customer Complaints
from PSC 12 1§ 26 20 57 53
§. Average Response Time to Answer Phanes
KAWC tocation {1/1/03 - 10/16/03) 31sec | BH4sec B6sec | 162.2sec| 24sec | 41sec
Call Center location {10/17 - 12/31/03) 29.07 sec
§. Number of cusiomer calls 138,519] 146,408 188.441] 189.688| 217 4611 171.248

1 0of 137



Kentucky American Water
Bills vs. Estimates 2000-2005

Total Percentage of

Year| Total Bilis Estimates Estimates

2000 1,197,936 127,064 10.61%
2001 1,235,991 122,984 9.95%
2002 1,279,509 54,560 4.26%
2003 1,229,189 74,884 6.09%
2004 1,316,993 44,794 3.40%
2005 1,371,419 36,899 2.69%
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DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE KAW_R_1AGDR_4OD_ATT_30Qqgg
Jan-01

Peggy Cathy Birdie Camrie  Beverly Kathy Sondra  Becky Marla Pat Lee Ann
Date Sipes  Schriefer Holbrook  Stepp Horton  Brooks  Stone Ashby Marcum James  Merritt Other Total % Total

i-Jan 0 0 4] 0 0 0 0 ; 0 0 g 0 0 0%
2-Jan 57 0 80 38 128 58 100 123 128 63 12 787 6%
3-Jan 40 0 81 42 B6 7 14 113 119 79 0 19 600 5%
4-Jan 19 27 80 83 &7 41 0 1 29 100 0 4 451 4%
5-Jan 34 0 23 53 88 21 o4 70 149 50 0 2 564 5%
6-Jan 45 45 0%
7-Jan 0 0%
8-Jan 57 0 88 71 137 a0 54 147 140 78 0 41 B54 7%
9-Jan 81 o 0 27 97 25 80 85 119 63 0 16 593 5%
10-Jan 4 0 0 48 127 48 9 74 124 88 20 0 542 4%
11-Jan 40 18 80 57 & 20 0 60 105 94 23 0 503 4%
12-Jan 22 0 63 60 109 31 44 66 127 4 0 0 526 4%
13-Jan 22 22 0%
14-Jan 0 0%
15-dan 32 0 44 0 103 26 64 110 108 58 17 1 561 4%
16-Jan 48 0 0 51 122 45 24 163 102 80 10 g 585 5%
17-Jan 25 0 63 43 96 0 77 70 118 46 0 0 538 4%
18-Jan 30 0 81 30 84 34 48 73 51 45 15 2 493 4%
18-Jan 36 4 72 28 98 48 104 92 85 0 o 23 596 5%
20-dan 23 23 0%
2t-Jan 0 0%
22-Jan 37 60 0 92 142 4 &8 113 131 80 18 745 6%
23-Jan 41 50 0 33 110 41 16 114 112 53 19 1 580 5%
24-Jan 12 52 0 59 58 39 27 62 a5 50 30 4B4 4%
25-Jan 11 58 0 8 83 a8 42 54 104 3z 2 432 3%
26-Jan i3 71 0 40 1M 0 72 4 101 15 417 3%
27-tan 29 29 0%
28-Jan 0 0%
29-Jan 34 55 68 52 75 38 103 84 116 34 g 17 688 5%
30-Jan 9 65 75 11 T 45 BS 23 82 66 8 14 558 4%
3t-Jan 0 43 62 41 65 34 18 107 92 8 8 5 483 4%
Total 682 499 975 967 2066 673 1143 1748 2345 1186 290 165 12739 100%
%Total 5% 4% 8% 8% 16% 5% 9% 14% 18% 9% 2% 1% 100%

Hours 1130 570 145.0 145.0 163.0 137.0 1370 153.0 1530 5.0 880 400 122.2
Goal 10 10 10 10 10 10 10 i0 10 10 100
CSR 604 875 672 6 67 13 50 491 8.34 1142 1533 818 330 413 104 28

% Goal  60% 88% 67% 67% 135% 48% 83% 114% 153% 82% #DIVIOT  #DIVIO! 104%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE
Feb-01
Peggy Cathy Birdie Carrie  Beverly Kathy Sondra  Becky Marka Pat tee Ann

Date Sipes  Schriefer Holbrook  Stepp Horton  Brooks Stone Ashby  Marcum  James Merritt Other Total % Total

1-Feb 8 45 a0 41 70 39 41 2 106 9 i 452 4%
2-Feb 39 68 58 91 5 78 57 79 32 40 546 5%
3-Feb 49 49 0%

4-Feb 0 0%



5-Feb
6-Feb
7-Feb
8-Feb
9-Feb
10-Feb
11-Feb
12-Feb
13-Feb
14-Feb
15-Feb
16-Feb
17-Feb
18-Feb
19-Feb
20-Feb
21-Feb
22-Feb
23-Feb
24-Feb
25-Feb
26-Feb
27-Feb
28-Feb

Total
%Total

Howrs
Goal
CSR

% Goal

38
44

41

73

51

64

69
30
48

48

58
51

748
%

1240
10
604
60%

77
50
44
€5
39

68
20
47

77

31
68
52

68

12
54
67

1074
10%

140.0
10
767
TT%

94
57
78
68

a0
78
65
23

3

67
72
64

80
82
70

1241
1%

132.0
10
340
84%

48

25
28
47

53

34
35

52

25
35
32

60

608
6%

1240
10
480
49%

119
98

88
39

164
81
97

89

28
58
70
85
33

116
82
103

1515
14%

1320
10
1148
115%

0
50
42

16

49
13
20
30
44

17

52

29

478
4%

1080
10
443
44%

107
ag
78
44
67

69
29
11

71

123
100
15
44
76

105
77

1231
11%

1400
10
879
88%

98

33
45
94

107
48
17
51

122

51
68

48
45
9

1071
10%

140 0
10
7.65
7%

129
63
79
106
86

113
108
79
109
99

74
133

47
82

132
93
a5

14902
17%

1400
10
13 59
136%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Mar-01

Date
1-Mar
2-Mar
3-Mar
4-Mar
5-Mar
&-Mar
7-Mar
8-Mar
9-Mar
10-Mar
1i-Mar
t2-Mar
13-Mar

Peggy
Sipes
0
55

80
76
18
59

71
37

Cathy

Schriefer Holbrook

64
81

42
46

58

S0
61

Birdie

B4
32

Carrie

Stepp
28
41

B9
19
&7
8
19

56
21

Beverly
Horton

63
1

10
a1

94
1
a5

120
63

Kathy

Brooks
40
28

50
24
39
14

23

Sondra
Stone
48
58

123
75
20
80
32

128
33

Becky
Ashby

70

Marla
Marcum

119
98

174
141
106
85

134

146
134

75
71
10

26

56
38

34

12
a8
34

585
5%

1320
10
443
44%

Pat

James
12
59

a7
63
54
18
18

75
43

21
22

169
2%

#DIV/O!
#DIVIO!

Linda
Garvin

42

55

24
45
19
39
12

24

208
3%

#DIVIG!
#DIV/Io!

Other
3

59

78XAW_R%1AGDR_40D_ATT_071106

589
477
477
536
22
a
759
555
410
486
534
0
0
585
582
462
424
460
0
0
706
560
462
0
0
0
10921
100%

131.2
100
8324
83%

Total
461
455

0
0
832
557
445
438
419
0
4
G86
485

5%
4%
4%
5%
0%
0%
7%
5%
4%
4%
5%
0%
0%
5%
5%
4%
4%
4%
0%
0%
6%
5%
4%
0%
0%
0%
100%

% Total
4%
4%
0%
0%
5%
5%
4%
4%
4%
0%
0%
6%
4%

4 of 137



t4-Mar
15-Mas
16-Mar
17-Mar
18-Mar
19-Mar
20-Mar
21-Mar
22-Mar
23-Mar
24-Mar
25-Mar
26-Mar
27-Mar
28-Mar
29-Mar
30-Mar
31-Mar
Total
%Total

Hours
Goal
CSR

% Goal

59

65

64
52
58
63
63
45

41

997
9%

1300
10
767
7%

11
38
75

a7
12
55
57
70

75
38
9
33
67

1157
10%

146.0
10
792
79%

47
€6
86
46

a8
40
66
98

671
6%

740
10

9.07

1%

25
33
28

53
65
50
23
32

40
27
27
33
44

818
7%

154 0
10

531
53%

a8

28

123
87
65
88
81

82

1264
11%

1220
10
1036
104%

24
42
37

55
0
43
22
a4

656
6%

146 0
10
449
45%

90

&0
106

59

73
69
15

68

1231
11%

138.0
10
892
89%

68
29
g5

118
125
79
53
73

86
17
74

87

1080
9%

900
10
12.00
120%

102
a1
82

108
22
111
39
101

101
81

114

2171
19%

146 0
10
14 87
149%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Apr-01

Date
1-Apr
2-Apr
3-Apr
4-Apr
5-Apr
G-Apr
7-Apr
8-Apr
9-Apr
10-Apr
11-Apr
12-Apr
13-Apr
14-Apr
18-Apr
16-Apr
17-Apr
18-Apr
19-Apr
20-Apr
21-Agr
22-Apr

Peggy
Sipes

68
52
50

53
69

54
60

72
48

71
54

Cathy

Schriefer Holbrook

7
37
64
62
58

B7
45
17
73

84
50
78
55
40

Birdie

79
66
53
a3
37

37
71
58
70

103
77
58
43

Carrie
Stepp

28
8
21
50
17

44
23
9
19

48

18
23
31

Beverly
Harton

g7
80

110
80
70
49
69

Kathy
Brocks

14
36
32
46
29

35
15
44

56
23
16
42
10

Sondra
Stone

133
B4
10
92

Becky
Ashby

91
32
84
27
100

132
61

58
34

210

69
29

Marla
Marcum

BO
96
72
71
az

11
72
70
119

g8
96

40
62

37
47

45
94
26
34

10
13
66
as
az2

985
8%
146 0
10

677
68%

Pat
James

4z
35
45

36

106

26

52

36
3t
56

152
1%

#OIVIG
#Dviro!

linda
Garvin

38
31
36
36
12

49

34
17

33
29
31
28
34
42

26
42

68

85

64
52

477
4%

#DIVIO!
#DAVIO!

Other

12

18

20

62

19
27

42KAW_R%IAGDR_40D_ATT_071106

431
505
G
0
745
530
541
527
503
0
0
741
533
514
487
571
28
11663
100%

1292
100
Q0 27
90%

Total
0
644
477
468
479
425
0
0
768
530
430
418
Q
0
0
891
516
474
442
413
42

4“? 50f 137
4%
0%
0%
6%
5%
8%
5%
4%
0%
0%
6%
5%
4%
4%
5%
0%
100%

% Total
0%
€%
4%
4%
4%
4%
0%
0%
7%
5%
4%
4%
0%
0%
0%
8%
5%
4%
4%
4%
%
0%



23-Apr
24-Apr
25-Apr
26-Apr
27-Apr
2B-Apr
29-Apr
30-Apr

Total
%Total

Hours
Goal
CSR

% Goal

3B
58
58
51
65

58

1041
9%

124.0
10
B 40
84%

55
23

54

36

1036
8%

1326
10
785
78%

110
23
58

56

1208
11%

1320
10
8.15
92%

72
42
27
31
a7

40

616
5%

1400
10
440
44%

107

82
72
a9

127

1104
10%

92.0
10
1200
120%

59

17
27

523
5%

116 .0
10

451
45%

83
67
62
18

100

650
6%

60.0
10
10 83
108%

101
80
65

50

108

1411
13%

1320

1062
107%

131
98
77
77

123

1602
4%

1320
10
1214
121%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

May-01

Date
1-May
2-May
3-May
4-May
5-May
&-May
7-May
8-May
8-May
10-May
11-May
12-May
13-May
t4-May
15-May
16-May
17-May
18-May
19-May
20-May
21-May
22-May
23-May
24-May
25-May
26-May
27-May
28-May
28-May
30-May
31-May

Peggy
Sipes
61
59

66
48
55
45

43

73
55

56
64

67

25

Cathy

Schriefer Holbrook

73
63
84
51

53

102
108
109

84
36

79
75
83
87
25

122
84
a8

Birdie

7
a8
69
87
55

55
57

¢
35

72
62

93
77
a7

Carrie

Stepp
16

48

28

42
37

46
35

52
38

86

14

Beverly
Horton
105
102
107
49

g7
65

119

30
72

107
67

38

95
41
56

Kathy
Brooks
42
29
62
80

42
17
42
53
47

49
32
37
17
32

43
&2

Sondra

Stone
[254)
96

47

149
80
6

74
76

85
48

69

26

a7
41

Becky

Ashby
103
82
75
113

47
a3
109

22
64
50
61

143
107
23

Marla

Marcum
116
80
109
129

152
105
a2
130
50

81
106

81

83

24
71

74
66

77
50
31
16
33

74

808
%

1240
10
652
65%

Pat
James

43
103

67

38
62
12

39
51

13
44
42
78
80

105
64
75

44
50
45
39
52
28

34

774
%

#DIVI0
#DIVID!

lLinde

Garvin
33
35
38
54
32

50
57

42
83

38
37
16

59
44
48
40
39
20

39
35
24

i02
26

47

33

a7

509
5%

#DIVICH
#DIVIO!

Other
1

5
13

55

62
26

28

92
31

78KAW_R%1AGDR_40D_ATT_071106

623
588
535
514
28
it
794
6
11282
100%

1184
100
9529
95%

Total
640
590
583
564

32
0
761
635
548
559
570
83

0,
6%
5%
5%
5%
0%
0%
7%
0%

100%

% Total
6%
5%
5%
5%
0%
0%
7%
5%
5%
5%
5%
1%
0%
0%
0%
0%
5%
5%
0%
0%
6%
5%
4%
5%
4%
0%
0%
0%
7%
6%
4%
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Total
% Total

Hours
Goal
CSR

% Goal

897
8%

1140
10
7 87
79%
Note:

1406
12%

1220
10
11.52
116%

8963
8%

a8 0
10
983
8%

445
4%

820
10
543
54%

1180
10%

114 0
10
10 44
104%

727
6%

1300
10
559
56%

985
8%

a6 0
10

10.94
109%

1205
10%

1140

10

10 57
106%
Stats for May 14th, 15th and 16th are not available due to power failure knocking system out

1618
14%

1220

10

1326
133%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Jun-01

Date
i-Jun
2-Jun
Jedun
4-Jjun
§-Jun
6-Jun
7-Jun
8-Jun
9-Jun
10-Jun
11-dun
12-Jun
13-dun
14-Jun
15-Jun
16-Jun
17-Jun
18-Jun
19-Jun
20-Jun
21-Jun
22-Jun
23-Jun
24-Jun
25-Jun
26-Jun
27-Jun
2B-Jun
28-Jun
30-dun

Totat
%Total

Hours
Goal
CSR

% Goal

Note: Power failure on June 13, 2001. NQO STATS

Peggy

Sipes
44

77
71
42
66
20

54
54

49
66

59
59
56
27
65

62
69
48
38
56

1082
9%

1350
10
778
78%

Cathy Birdie
Schriefer Holbrogk
g9 18
107 1156
44 75
34 65

67
g2 18
92 47
13 105
65 78
62
97
8 48
B2
106
70
68
48
81
64
981 878
8% 7%
880 910
10 10
991 9 66
95% 97%

Carrie
Stepp

3

91

35
36
31

46
13
32

336
3%

67 0
10
501
50%

Beveriy
Horton

104

41
73
72

98
55
34

26

106
a6
77
8
80

1144
9%

1230
10
930
93%

Kathy
Brooks

50
14
a7
36

64
48

44

49
46
12
49
44

45

31
25

634
5%

1230
10
515
52%

Sondra
Stone

a6

45
49
50

78
37
46
86
38
108
72
30
67
96
12

58

1118
9%

1310
10
854
85%

Becky
Ashby

77

204
17
62
33
a6

99
&6

62
77

10
91

87
73

103
1
71

98

1704
14%

1380
10
12 26
123%

Marla

Marcum

13

75
57
43

119
112

104
g4

121
80
107

22

108
96
15
90

1594
13%

1230
10
1296
130%

916
8%

1060
10
864
BG%

Pat
Jarmes
67

i
50
47
14
a4

85
58

3
55
63
59

33
39
69
61

959
8%

1230
10
7.80
78%

864
7%

#DIV/0!
#OIVIO!

Linda

Garvin

44
23

48
7i
S0
80
110
27

96
81

81
94
25

210
72
42
129
76
18

164
55
80
58
106

1890
15%

1390
10
13.60
136%

413
4%

#DIv/o!
#DIV/0!

Other

22
33
83

40
55

19

252
2%

#DIV/o!
#DW/0!

116RAW_RO%¥AGDR_40D_ATT_071106

100%

108.2
100
106 49
106%

Totai
576
23
0
808
872
537
512
598
27
0
808
614
0o
574
517
25
0
936
604
581
475
588
18
0
803
862
862
503
5683
4]
0
12574
100%

1179
110
106 64
97%

% Total
5%
0%
0%
7%
5%
4%
4%
5%
0%
0%
6%
5%
0%
5%
4%
0%
0%
7%
5%
5%
4%
5%
0%
0%
&%
4%
4%
4%
4%
0%
0%

100%
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DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE 8 of 137
Jub-01
Pegay Cathy Birdie Carrie  Beverly Kathy  Sondra  Becky Marla Pat Linda
Dafe Sipes  Schriefer Holbrook  Stepp Horlon  Brooks Stone Ashby  Marcum  James  Garvin Other Total % Total

f-Jui 0 0%
2-Jul 47 99 26 94 14 36 140 105 38 53 163 815 6%
3-Jul &5 92 4 48 35 75 37 85 59 83 594 4%
4-Jul 0 0%
5-dul 24 52 56 5 112 65 99 =3 103 7 608 4%
6-Jul 63 43 48 80 56 g0 103 12 166 5 608 4%
7-Jul 0 0%
8-Jul 0 0%
9-Jul 81 108 26 127 102 106 211 24 783 6%
10-Jul 45 119 34 102 3 83 123 68 79 656 5%
1%-Jul 62 74 52 89 27 16 B8 63 108 10 594 4%
12-Jul 63 62 30 11 40 65 107 78 60 13 529 4%
13-Jul 68 29 42 53 41 86 a5 8 45 130 588 4%
14-Jul G 0%
15-Ju € 0%
16-Jui 74 a5 27 g0 42 123 84 120 2 133 64 844 6%
17-Jul 62 49 33 76 53 14 42 87 a6 118 44 664 5%
18-Jul 53 31 43 47 29 28 62 95 64 54 [ 517 4%
19-Jul 38 84 31 3 45 54 8g 90 30 31 22 517 4%

20-Jul 47 50 21 63 12 72 87 54 108 12 566 4%
21-Jul 17 17 0%
22-Jul 0 0%
23-Jul 55 120 58 28 130 137 122 120 770 6%
24-Jul 59 57 893 64 52 116 108 geie] 648 5%
25-Jul 35 105 92 35 67 7 ao 47 68 606 4%
26-Jul 53 77 74 34 3 893 74 67 103 31 637 5%
27-Jul 51 60 74 18 96 66 as 56 108 61 679 5%
28-Jul 28 28 0%
29-Jui G 0%
30-Jut 42 42 a7 58 124 102 10 60 170 110 915 7%
3t-Jub 66 55 a8 55 7t 85 125 23 107 67 752 5%
Totat 1146 1376 0 467 1637 663 1280 1365 2116 958 1887 1061 13935 100%
%Total 8% 10% 0% 3% 11% 5% 9% 10% 15% % 14% 8% 100%

Hours 147.0 1400 98 0 1470 126 0 1400 1120 1470 126.0 1470 1330

Goat 10 10 10 10 10 10 10 10 10 10 100

CSR 780 9.83 #DAIVIO! 477 10.46 526 g21 1219 14.39 7.60 1331 #DiV/0l 10477
% Goal  78% 98% #DIVI0! 48% 105% 53% 92% 122% 144% 6% 133%  #DIViO 105%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE
Aug-01

Peggy Cathy Birdie Carrie  Beverly  Kathy Sondra  Becky Maria Pat Linda
Date Sipes  Schriefer Helbrook  Stepp Hoton  Brocks  Stone Ashby  Marcum James  Garvin Other Total % Total
1-Aug 58 91 a0 g 64 64 91 57 A7 62 623 4%
2-Aug 2 104 83 26 24 118 70 a7 56 580 4%
3-Aug 58 117 78 61 16 126 66 5% k) 611 4%



4-Aug
5-Aug
8-Aug
7-Aug
8-Aug
9-Aug
10-Aug
11-Aug
i2-Aug
13-Aug
t4-Aug
15-Aug
16-Aug
17-Aug
18-Aug
19-Aug
20-Aug
21-Aug
22-Aug
23-Aug
24-Aug
25-Aug
26-Aug
27-Aug
28-Aug
28-Aug
30-Aug
31-Aug
Total
%Total

Hours
Goal
CSR

% Goal

67
45
58
48
37

61
48
32
58
21

59
51
45

52

89
56

3g

54
1038

7%

147.0
10

7086

71%

82
85
102

58

87
77
62

a1

g2
61

1201 0
8% 0%

1050

10
1144  #DWIO!
114%  #DWV/O!

76
43
68

38
769
6%

126 0
10
626

63%

89
103
74

48

105

73
106

102

88
75

97
65
§12

42
1582
1%

147 &
10
10.76
108%

15

48
47

33

50
4
4G

63
11
41
33
45

&
49

62

704
5%

1330
10
5.2%
53%

78
20
15

68

108
36
75

16

a8
23
45

53

7

48
76
1045
7%

1400
10
7 46
75%

12
106
28
24
41

a0
92
42
76
134

91
82
40
9
63

95
62

110
72
1457
10%

147 6
10

991
99%

114

80
110
97

118
103
100

59

59
56
89
85
a7

123
80
a4

74
1968
14%

1470
10
1339
134%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Sep-M1

Date
1-Sep
2-Sep
3-Sep
4-Sep
5-Sep
6-Sep
7-Sep
8-Sep
9-Sep
10-Sep
11-Sep
12-Sep

Peggy
Sipes

70

65

34

Cathy Birdie
Schriefer Holbrook

Carrie
Stepp

61
38
68

59
24
24

Beverly
Horton

116
a7
g
95

1
7
53

Kathy
Brooks

34
41
34

46
20
27

Sandra
Stone

22
71
&7
46

Becky
Ashby

148
78

71
10

4
73

Marla
Marcum

120
g2
139
a9

85
87
78

32
63

102

40

58
68

12
52

34
49

30
54

918
6%

1330
10

691

69%

Pat
James

102
14
85
28

91

29

154
54
17

112

178
72
92
62
59

141
65
81
110
132

193
107
149
168
109
2318
16%

1610
10
14 40
144%

Linda
Garvin

107
95

135
104

168
118
86

28

61
32

25

23
77
7

a7
34
54
86
104
29

126
77
18

83
1238
5%

#OHVAO!
#RVIO

Other
26

125
19

50
28

55
41
21

OKAW_
0

819
633
558
559
610
32
0
816
584
581
576
619
37
0
846
565
495
531
603
29
0
804
586
496
509
857
14259
100%

1386
160
102 88
103%

Total
26

871
538
647
528
28

BO4
477
425

0%
6%
4%
4%
4%
4%
0%
0%
6%
4%
4%
4%
4%
0%
0%
6%
4%
3%
4%
4%
0%
0%
6%
4%
3%
A%
4%
100%

% Total
0%
0%
0%
7%
5%
5%
4%
0%
0%
7%
4%
4%

R%1AGDR_40D_ATT_071106
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13-Sep
14-Sep
15-8ep
16-Sep
17-Sep
18-Sep
19-Sep
20-Sep
21-Sep
22-Sep
23-Sep
24-Sep
25-Sep
26-Sep
27-Sep
28-Sep
29-Sep
30-Sep

Total
%Total

Hours
Goal
CSR

% Goal

47

79

48
12

63
78
53
51
41

aaé
7%

105.0
10
782
76%

0 &)
0% 0%
60
10

#DIVIO!  #DIVIDY
#DIVIGY  #DIVIOY

35
45

H
50
26

58

68
40
46
38
16

740
6%

13390
10
556
56%

83
33

132
82
100
81
78

69
85

88

1466
12%

126.0
10
1163
116%

38
29

68
17
28
39

42
24

487
4%

980

497
50%

61
63

a8
15
114
10

19
71

693
&%

105.0

660
66%

62
89
136
g2
83
94
128

59

47

1542
13%

126 0
10
12.24
122%

67
138

120

87
82
101

a7
123
86
105

1891
16%

1330
10
14.22
142%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Qct-01

Date
1-Oct
2-0ct
3-Oct
4.Qct
5-Oct
6-Oct
7-Oct
8-Oct
9-Oct
10-Oct
11-Oct
12-0ct
13-Oct
14-Qct
15-Oct
16-Oct
17-Oct
18-Oct
19-0ct
20-Oct
21-Oct

Peggy
Sipes
65
63
57
54
39

50

55
53

59
66
50
63
77

Cathy Birdie
Schriefer Holbrook

Carrie

Stepp
73
76
a7
47

7

66

53
4
13

69
a4
89
46
21

Beverly
Haorton
a6
95
64
7
81

121
167

63
61

W b N

—_
—4

Kathy

Brooks
47
51

4
45
37

50
57
32
13
B4
37

42
27

Sondra

Stone
120
14
53
85
as

120

58
78
50

Becky
Ashby
101
100
63
64

51
43
41
16
65
72
50

89

Marla

Marcum
143
9%
102
104
128

114

94
60
108
20

85
95
115
P22
63

30
26

59

21
38

31

19
53

asz
7%

1330
10
6.63
66%

Pat
James
16
ri)
22
28
63

76

3%
23
78
34

55
83
20
47
77

77
113

163
137
98
94
114

157
117
129
105
102

2208
19%

1330
i0
16 61
166%

Linda
Garvin
100

61
96
84

97

107
115
105
56

144
66
56
82
63

33

22

55

20
37

19

107
62
29
67

24

1064
9%

#DIV/O!
#DIVIO!

Other
23

28
27
136

16
164
34

33
39
34

4TKAW_R%1AGDR_40D_AT
566 5%

22
0
874
658
520
596
504
19
0
824
696
635
551
479
24
0
0
11774
100%

1092
100
107 82
108%

Total
784
594
505
534
530

33

597
&61
487
467
647
180

774
552
468
504
811

34

0%
0%
7%
6%
4%
5%
5%
0%
0%
7%
8%
5%
5%
4%
0%
0%
0%
100%

% Total
6%
4%
4%
4%
4%
0%
0%
4%
4%
4%
4%
5%
1%
6%
6%
4%
4%
4%
4%
0%
0%

T_071106
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22-Oct
23-0Oct
24-Oct
25-0ct
26-Oct
27-0Oct
28-0Oct
28-Oct
36-Oct
31-Oct
Total
%Total

Hours
Goal
CSR

% Goal

78
64
16

82

74
58
47
1170
9%

1540
10
760
76%

0 v
0% 0%

#DIV/OL #DIVIOL
#DIVIO!  #DIV/O!

60
28
68
41
22

71
63
12
1037
8%

154 0
16
673
67%

7

10
15
"
16

21
16
(B

86o

7%

154 0
10
564
56%

53
26

51
92
50
898
7%

1470
10
61
61%

142
5
82
54
37

1
78
33

1106
8%

1330
10
832
83%

103
97
41
68
91

130

52

99
1449
1%

400
10
10.35
104%

118
73
92
119

108

106

110
2179
16%

147.0
10
14.82
148%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Nov-01

Date
1-Nov
2-Nov
3-Nov
4-Nov
5-Nov
6-Nov
7-Nov
8-Nov
9-Nov
10-Nov
11-Nov
12-Nov
13-Nov
14-Nov
15-Nov
16-Nov
17-Nov
18-Nov
19-Nov
Z0-Nov
21-Nov
22-Nov
23-Nov
24-Nov
25-Nov
26-Nov
27-Nov
28-Nov
29-Nov
30-Nov

Peggy
Sipes
51
57

60
74

47
29

65
57
34
63
39

69
65
74

63
39
45

41

Cathy Birdie
Schriefer Holbrook

115
118
110
124
36

109
17
87

130
106

188
105
51

115
32
98
125

Carrie

Stepp
39

55
18
40
52
25

69
62
32

75
38
62
63

Beverly

Horton
8
10

31
12
10

16
92

102
44

154
17

Kathy
Brooks
24
4

53
47
i
54
40

37

21
16
50

12
44

76
14
46
30
26

Sondra

Stone
57
a5

91

73
106

68
73
94

72

118
70
72
29
a8

Becky
Ashby
g1
70

142
38
87
92
100

102
82
77

135
48
58

210
64
38
51
76

Marla

Marcum
a8
113

123
a9

14
111

85
106
86
43
92

101
107
67

75
101
95

44
67
72
49
87

121
37
65

1275

10%

1540
10
828
83%

Pat

James
7
82

100
30
64
66
75

80
46
16

13

15
27

85
40
22
60
5

91
69
a7
85
i0G

139
57
86

1946

15%

1470
10
1324
132%

Linda
Garvin
108
38

108
83
44
39
66
27

60
63
70
63
110
27

134
148
74

92
&1
39
74
67

98
122
73
50

54
35

34
4
1340
10%

#DIV/O
#DI/DE

Other
47

28
21
12
51

55
72
60

81
23
&7
25
18

7BKAW_R%1AGDR_40D_AT
535 4%

545
535
549
54
35
793
593
554
13269
100%

1478
90
8979
100%

Total
530
491

48
25
769
583
510
509
563
27
0
77
619
619
610
623
27
0
838

4%
4%
4%
0%
0%
6%
4%
4%
100%

% Total
4%
4%
0%
0%
6%
5%
A%
4%
5%
0%
0%
6%
5%
5%
5%
5%
0%
0%
7%
5%
4%
0%
0%
0%
0%
7%
5%
4%
4%
5%

T_071106
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OKAW_ R%*1AGDR_40D_ATT 071106

Total 978 17685 0 639 861 603 1204 1572 1598 899 1596 688 12403 = 100% i of 137
%Total 8%  14% 0% 5% 7% 5% 0%  13%  13% 7% 13% 6%  100%
Hours 1330 1190 980 910 1260 1190 1260 1260 1330 1400 121 1
Goal 10 10 10 10 10 10 10 10 10 10 100

CSR 736 14 83  #DIV/D! 652 9 46 479 1012 12.48 1268 676 11.40  #DIV/O! 102 42
% Goal 74% 148%  #DIVIOQ! 65% 95% 48% 101% 125% 127% 68% 114%  #DIV/O} 102%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE
Dec-01
Pegagy Cathy Birdie Carrie  Beverly  Kathy Sondra  Becky Marla Pat Linda

Date Sipes  Schriefer Holbrook  Stepp Horton  Brooks Stone Ashby  Marcum James  Garvin Other Total % Total

1-Dec 4z 42 0%
2-Dec 0 0%
3-Dec 51 76 81 72 i8 180 g2 115 83 45 813 7%
4-Dec 47 106 53 18 10 53 20 78 74 74 64 507 5%
5-Dec 23 96 20 52 76 58 78 6% 25 497 4%
6-Dec 92 63 20 25 37 5 102 37 63 52 486 4%
7-Dec 6 87 40 48 a4 78 55 69 42 517 5%
8-Dec 24 24 %
g-Dec ¢ 0%
10-Dec 40 163 81 152 125 a9 73 &0 78 871 8%
11-Dec 53 124 3 49 58 126 96 71 89 19 688 6%
12-Dec 53 102 45 32 33 51 4 85 64 66 7 542 5%
13-Dec 21 106 44 45 H 26 30 58 27 74 48 481 4%
14-Dec 54 73 1 12 17 94 a6 63 77 487 4%
15-Dec 19 14 (%
16-Dec g 0%
17-Deg 62 152 56 101 46 6 a5 108 97 72 43 838 7%
18-Dec 76 50 31 19 26 70 838 80 18 87 33 558 5%
19-Dec 3 143 43 22 54 43 45 106 52 16 527 5%
20-Dec 31 77 az2 50 7 45 68 83 60 58 6 517 5%
21-Dec 83 15 50 az 42 54 94 41 37 438 4%
22-Dec 0 0%
23-Bec 0 0%
24-Dec 0 0%
25-0ec 0 0%
26-Dec 71 140 74 48 10 113 a1 56 62 655 6%
27-Dec 10 123 48 38 68 82 85 57 65 576 5%
28-Dec 52 69 45 38 70 93 79 62 50 559 5%
29-Dec 27 27 0%
30-Dec 0 0%
31-Dec 88 128 70 [ 26 74 95 a8 44 630 6%

Total 741 1971 0 844 359 604 914 1353 512 1276 1193 642 11408 100%
Y Total 6% 17% 0% 7% 3% 5% 8% 12% 13% 11% 10% 6% 100%

Hours 1330 147 0 1400 B4 O 1330 140.0 147 0 1400 1470 1470 1358

Goal 10 10 10 10 10 10 10 4] 10 10 100

CSR 557 1341 #DIVIO! 603 427 454 653 8920 10 80 868 8§12 H#DIVIO! 84 061

% Goal  56% 134%  #DIVIO) 60% 43% 45% 65% 92% 108% 87% 8% #DIV/IO! 84%
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DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE
2001 Monthly Quarterly and Year to Date Totals
Pegay Cathy Birdie Cartie  Beverly Kathy Sondra  Becky Marla Pat Linda
Date Sipes  Schriefer Holbrook  Stepp Horton  Brooks Stone Ashby Marcum James  Garvin Other Total % Total

Jan 682 499 875 967 2066 673 1143 1748 2345 1186 280 165 12739 8%
Feb 749 1074 1241 608 1515 478 123t 1071 1802 585 169 298 10921 7%
Mar 997 1157 671 818 1264 666 1234 1080 217N 989 152 477 11663 8%
1stQTR 2428 2730 2887 2383 4845 1807 3605 3899 6418 2760 611 240 35323 24%
Y% Totat 7% 8% 8% 7% 14% 5% 10% 1% 18% 8% 2% 3% 100%
Apr 1041 1036 1208 616 1104 523 650 1411 1602 BO8 774 509 11282 8%
May 897 1406 963 445 1180 727 985 1205 1618 916 864 413 11628 8%
Jun 1082 a81 879 336 1144 634 1119 1704 1504 859 189G 252 12574 9%
2nd QTR 3020 3423 3050 1397 3438 1884 2754 4320 4814 2683 3528 1174 35485 24%
Y% Total 9% 10% 9% 4% 10% 5% B% 12% 14% 8% 10% 3% 160%

Jul 1146 1376 0 467 1837 663 1289 1365 2116 8958 1957 1061 13935 9%
Aug 1038 1201 0 789 1582 704 1045 1457 1968 819 2318 1238 14259 10%
Sep 800 0 0 740 1486 487 693 1542 1831 882 2209 1064 11774 8%

3rd QTR 2084 2577 0 1996 4585 1854 3027 4364 5975 2759 6484 3363 39968 27%
%Total 7% 6% 0% 5% 1% 5% 8% 11% 15% 7% 16% 8% 100%

Oct 1170 0 0 1037 869 898 1106 1449 2179 1275 1946 1340 13265 9%
Nov 978 1765 0 639 861 603 1204 1572 1598 89% 1596 688 12403 8%
Dec 741 1871 0 844 359 604 914 1353 1612 1276 1193 642 11408 8%

4th QTR 2889 3736 0 2520 2088 2105 3224 4374 5289 3450 4735 2670 37081 25%
%Total 8% 10% 0% 7% 6% §% 9% 12% 14% 9% 13% % 100%

TOTALS 11321 12466 5837 8306 14957 7650 12610 16957 22496 11652 15358 B147 147857 100%
%Total 8% 8% 4% 6% 10% 5% 9% 11% 15% &% 10% 6% 100%



DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Jan-01

Pafe
1-Jan
2-Jan
3-Jan
4-Jan
5-dan
B-Jdan
7-Jan
B.jan
G-Jan
10-Jan
11-Jan
12-Jan
13-Jan
14-Jan
15-Jan
16-Jan
17-Jan
18-Jan
19-Jan
20-Jan
21-Jan
22-Jan
23-Jan
24-Jan
25-Jan
26-Jan
27-Jan
28-Jan
29-.Jan
30-Jan
_ 3t-dan
Totat 2001 MTD .
Total 2000 MTD

Total 2001 QTD -

Total 2000 QTD

“Tolal 2001 YTD

Total 2000 YTD

Number of Calis

Answered Abandoned

)
787
600
451
594

45

0
854
593
542
503
526

22

0
561
585
538
493
596

23

745
580
484
432
417
28

688
558
483

42,739

11,505
11,506

11,505

I (o

“yoi7g

©2,736

0
17
34
71
29

3

0
78
48
52
65
22

0

0
21
24
23
46
23

0

63
40
31
17
23

22
26

-y I

346

Bty £ BT

346

346

213,530

Total
0
BO4
634
522
623
48
0
932
6541
594
568
548
22
0
582
609
561
539
619
23
4
BO8
830
515
449
440
23
0
710
584
496

13,530 5

11,851
13,830 .
41,851

11,851

%

88%
95%
86%
85%
94%

R2%
93%
91%
89%
96%
100%

96%
96%
95%
91%
96%
100%

92%
94%
94%
56%
95%
100%

97%
96%
97%

94%

97%

Cogy i

97%

4%

97%

Home

Agents
G
436
358
116
35%
0
0
481
382
329
211
324
0
0
351
375
309
238
I
o
G
423
377
227
252
219

312
185
264

A

5,002

5002
6,841

5.002

Daily
% Total

54%
56%
22%
56%

52%
60%
55%
3%
59%

80%
62%
55%
44%
52%

52%
60%
44%
56%
50%

44%
32%
53%

g
42%

42%

BT

5%

Seconds

Avg Wait
Before Answered

B

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Feb-01

Date
1-Feb
2-Feb
3-Feb
4-Feb

Number of Calls

Answered Abandoned

452
546
49
8

23
16
1

Total
475
561

50
v}

%
95%
97%
98%

Home

Agents
186
266

0
0

Paily
% Totat
41%
47%

Avg Delay
Befare Abandoned

37 57
29 92
61 67
78 131
51 89

55 106
37 55
45 61

44 48
2 57

Seconds
Avg Wait Avg Delay
Befare Answered  Before Abandoned

39 84
25 88

KAW_R_1AGDR_40D_ATT_ 071106

Walk Up
Cs

Counter

a3
26
33
41

37
21
38
24
40

40
40
32
32
35

47
4
30

28
35

37
33

€43

643
7ss
643

Walk Up
CS
Counter
36
35

e
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5-Feb

G-Feb

7-Feb

8-Feb

9-Feb

10-Feb
11.Feb
12-Feb
13-Feb
t4-Feb
t5-Feb
16-Feb
17-Feb
18-Feb
19-Feb
20-Feb
2t-Feb
22-Feb
23-Feb
24-Feb
25-Feb
26-Feb
27-Feb
28-Feb

Total 2001 MTD "

Total 2000 MTD

Total 2001 QTD -

Total 2000 QTD

Total 2001 YTD 5

Total 2000 YTD

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Mar-01

Date
1-Mar
2-Mar
3-Mar
4-Mar
5-Mar
&-Mar
7-Mar
8-Mar
&-Mar
10-Mar
t1-Mar
12-Mar
13-Mar

789
589
477
477
535
22

759
555
410
486
534

585
582
462
424
460

706
560
462

10,271
21,776

21,778

Number of Cails

10,921
23,660

23,660 7

22
23

26
36
29
28
19
15
20
36
18
28

42

25

n,

.

484

328

275 7

674

674

Answered Abandoned

461
456
0
0
632
557
445
438
419
0
0
686
485

21
20

123
86
23
33
as

68
57

811
612
501
503
571
24

788
583
426
505
549

605
618
476
442
488

748
582
487

11.405

10,599

24935 "

22,450

24,935

22.450

Totai
482
475

755
653
468
471
457

754
542

Q7%
96%
95%
95%
94%
92%

96%
95%
96%
96%
97%

§7%
94%
7%
96%
4%

94%
96%
95%

96%: L

97%

95% i

9%

ggm

97%

%o
S6%
96%

84%
85%
95%
93%
92%

91%
89%

386
250
178
244
260

397
288
229
224
243

284
265
258
200
195

354
271
248

s

4,388

L2078

9,390

12,0780

5.390

Home

Agents
182
154

o
0
264
308
233
215
278
0
0
337
304

48%
41%
36%
49%
46%

50%
49%
54%
44%
44%

49%
43%
54%
45%
40%

47%
47%
51%

41%
42%

42%

Daily
% Total

39%
32%

35%
47%
50%
46%
61%

45%
56%

46% e

34
47

47
47
44
57
34
39
42
60
45
43

50
41
36

24

48% i

52
40

118
13
62
51
57

81
87

iAs

57
101

G8
79

63
g2

64
43

87
70

79
76

85
54
108

Seconds
Avg Wait
Before Answered

Avg Delay
Before Abandoned

64
61

111
126
B3
122
a7

79
79

KAW_R#IAGDR_40D_AT

36
28
29

37
28
26
28
33

35
36
22
20
32

44
37

ERS L
584
DH1,308
1,207
101,396
1,207

Walk Up
cs
Counter
21
30

48
30
26
36

40
38

T_071106
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14-Mar
15-Mar
16-Mar
17-Mar
18-Mar
19-Mar
20-Mar
21-Mar
22-Mar
23-Mar
24-Mar
25-Mar
26-Mar
27-Mar
28-Mar
29-Mar
30-Mar
31-Mar

:Total 2001 MTD .~ 11
Total 2000 MTD
Total 2001 QTD "
Total 2000 QT &
“Total 2001 ¥TD 13
Total 2600 YTD

428 22

431 36

505 26

0

0

745 66

530 88

541 20

527 58

503 i9

G

G

741 35

533 22

514 36

487 28

571 24

29

11,663 . - 959
1532 366
35,323 .007002,234 1
33308 1,040
35,323 002,234,
33,308 1,040

450
467
531

81t
618
561
585
522

776
555
550
515
595
28

12,822

11,898

37,557

34,348

37,567

34,348

95%
92%
95%

82%
86%
96%
90%
96%

95%
96%
93%
55%
6%
100%

82% R

87%

327
181
271

413
204
307
180
313

332
261
200
120
128

87%

94%

97%

13,778 4
13.778

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Apr1

Date
1-Apr
2-Apr
3-Apr
4-Apr
S-Apr
6-Apr
7-Apr
8-Apr
SApr
10-Apr
11-Apr
12-Apr
13-Apr
t4-Apr
15-Apr
16-Apr
17-Apr
18-Apr
18-Apr
20-Apr
21-Apr
22-Apr

Number of Calls

Answered  Abandoned
0
644 29
477 18
468 29
479 53
425 23
4]
4
768 23
530 24
430 24
419 31
0
0
0
891 74
516 B
474 10
442 19
413 23
42 2
0

Total
0
673
495
497
532
448
4
0
791
554
454
450
0
0
0
965
527
484
461
436
44

%

96%
06%
94%
90%
95%

97%
96%
95%
93%

92%
98%
98%
96%
95%
95%

Home
Agants
0
239
180
206
a8
235
0
0
409
277
244
158
o
0
0
480
289
229
189
185

Daily
% Total

36%
38%
41%
18%
52%

52%
50%
54%
35%

51%
57%
47%
41%
42%

85 61
87 80
57 87
64 94
17 100
48 88
894 115
51 82
&4 76
40 74
53 106
62 67
50 89
g i _
Seconds
Avg Wait Avg Delay
Before Answered  Before Abandoned
33 72
a7 58
50 83
80 160
48 160
43 64
50 75
38 96
54 78
73 72
28 64
40 74
55 77
43 75

6

KAW_R3AGDR_40D_AT
i}

61
38
36
46
53

Walk Up
cs

Counter

42
29
30
36
39

46
32
39
37

57
35

23
28

T_071106
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23-Apr 782 59 841 93% 377 45% 72 79 KAW R4 AGDR 40D ATT 071106

24-Apr 523 31 6554 95% 235 36% 52 103 17 of 137

25-Apr 588 23 611 96% 282 46% 37 63 35

26-Apr 535 3 566 95% 208 37% 30 89 33

27-Apr 514 62 576 89% 204 5% 43 111 48

28-Apr 28 28 100% 0

28-Apr 0 0 g

30-Apr 794 41 835 95% 413 49% 68 75 46

0 0 0

Total 2004 MTD -7 41,282 7770 5640 014,820 58800 1 L BB T 4B% T 4 T S T e gy T e 7
Total 2000MTD 9782 275 10057  97% 4319 = 43% B T -. .. .
Total2001 QTD .~ 11,282 00 /640 011,922 085% 7 i BB B e e T
Total 2000 QTD 9,782 275 10057  97% 4319 43% _ s . - 604
“Total 2001 YTD 2746605 .00 2,874 4G 479 15 5 04% 1 b T 22 TAR T S4B L I L e 2 972
Total 2000 YTD 43,090 1315 44405  97% 18,097 A1% 2,375

DAILY CALLS ANSWERED / HOME AGENTS / WALK iIN CUSTOMERS REPORT

May-01 Seconds Walk Up
Number of Calis Home Daily Avg Wait Avg Delay cs
Date Answered Abandongd Tatal Y% Agents % Total Before Answered  Before Abandoned Counter
1-May 640 41 681 94% 385 60% 72 85 38
2-May 580 26 616 96% 323 52% 48 B89 32
3-May 583 45 628 83% 291 46% 7% 112 40
4-May 564 81 G645 B7% 291 45% 128 117 48
5-May 32 2 34 94% 0
6-May 0 0 0
7-May 781 40 801 895% 361 45% 64 75 48
8-May 635 53 688 92% 312 45% &5 167 37
9-May 548 26 574 85% 291 51% 58 71 36
10-May 559 59 618 90% 175 28% 86 a4 30
11-May 570 30 00 85% 229 38% 41 105 55
12-May 83 1 B4 90% 0
13-May 0 0 G
14-May 0 0 0 55
15-May 0 0 0 25
16-May 0 0 0 25
17-May 550 34 584 94% 154 26% 35 76 36
18-May 578 15 583 97% 278 47% 24 79 35
18-May 16 0 16 100% 0
20-May 0 0 Q
21-May 751 25 776 97% 283 36% 42 75 45
22-May 585 21 606 97% 266 44% 27 66 33
23-May 491 27 518 95% 179 35% 34 97 36
24-May 533 15 548 97% 179 33% 33 77 40
25-May 5i4 17 531 7% 210 40% 42 57 34
26-May 20 1 21 95% D
27-May 0 0 0
28-May 0 0 0
29-May 855 36 891 96% 305 34% 42 63 35
30-May 689 35 724 95% 228 31% 46 66 29

31-May 482 14 486 97 % 170 34% 22 65 27



Total 2001 MTD -

Total 2000 MTD

Total 2001 QTD.

Total 2000 QTD

Total 2001 YTD .0

Total 2000 YTD

DAILY CALLS ANSWERED / HOME AGENTS / WALK iN CUSTOMERS REPORT

Jun-01

Date
1-Jun
2-Jun
3-Jun
4-Jun
5-Jun
&-Jun
7-Jun
8-Jun
9-Jun
10-Jun
1t-Jun
12-Jun
13- Jun
14-Jun
15-Jun
16-Jun
17-bun
18-Jun
18-Jun
20-Jun
21-Jun
22-Jun
23-Jdun
24-Jun
25-dun
26-Jun
27-Jun
28-.Jun
29-Jun
30-Jun

Total 2001:MTD 7

Total 2000 MTD

Total 2001 QTD i

Total 2000 QFD

Total 2001 YTD

Total 2006 ¥YTD

12,466

58,234
55,556

Number of Calig
Answered Abandoned
570 16
23
0
ang 137
672 26
537 14
512 18
598 29
27
0
808 43
614 53
0
574 16
517 8
25
0
930 69
604 21
581 18
475 30
588 33
18
0
803 34
562 26
562 13
503 22
563 28
0
C:12,574 0000000654
12,689 325
"35,485 %00 01,938
34937 1,158
S70,808 S 4472
68,245 2,198

11,629 5

22011
22,248 834
3,518

LoB44

558
834

1,874

1284

12,273

13,025

23.082

LiB1,752

57,430

Totat
586
23
0
1045
698
551
530
627
27
0
851
667
¢
590
525
25
0
999
625
599
505
621
18
0
837
588
575
525
591
0
0

13,014

24,195 "

43,228

37,4237

36,095

74,980

70,444

6%

5%

96%

Ceds

97%

%
97%
100%

87%
96%
97%
97%
95%
100%

85%
92%

97%
98%
100%

83%
97%
97%
94%
95%
100%

86%
96%
98%
96%
95%

gaog

98%

5%

97%

...94% K

97%

491"

5,603

~10,0688 50

§,322

“ig7i688

23,160

Home
Agents

234
0
0

385

324

202

215

188
0
0

377

262
0

220

320
3
o

388

285

268

164

186
G
0

3@

302

3l

192

322
0
0

L824

7,880

15582 7

17,212

33,1827

30.980

38%
40%

40%

Daily
% Totai

41%

37%
46%
37%
41%
30%

44%
39%

37%
61%

39%
46%
45%
32%
30%

45%
51%
54%
37%
54%

: 4Q%
42%

v T

2

Avg Wait
Before Answered

33

109
35
26
26
43

50
66

33
22

61
42
41
51
52

32
38
33
24
35

gy

g
8

Avyg Delay
Before Abandoned

60

107
99
98
77
65

65
79
102
75
73
65

72
117

716

320
3,791
3.091

Walk Up
Cs
Counter
40

63
41
32
24
48

42
36
28
3
32

63
36
32
33
41

42
33
32

39

15800,
673

2,380

1,893

aset

3,764

011,569

" KAW:R BAGDR_40D_ATT 071106
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DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Jul-01
Number of Calls
Date Answered Abandoned
1-Jul 0
2.Jul 815 24
3-Jut 504 21
4-Jul 0
Sudul 608 42
8-Jul 508 47
T-Jul 0
B-Jul 0
S-dul 783 86
10-Jul 656 38
11-Jui 504 28
12.Jul 529 25
13-Jul 588 48
14-Jul 0
15-Jul 0
16-Jul 844 35
17-Jul 664 28
18-Jul 547 34
19-Ju 517 3
20-Jul 566 14
21-Jul 17
22.Jul 0
23-Jul 770 48
24-Jul 648 3z
25.Jul 606 32
26-Jul 637 27
27-Ju 679 27
28-Jul 28 2
28-Jul 0
30-Jul 915 45
31-Jul 752 43
Total 2001 MTD 013,935 7781
Tolal 2600 MTD 12,544 280
Total 2001 QTD -7 13,9350 0761
Total 2000 QTD 12,544 290
Tota] 2001 ¥YTD [ :-84,743 74833
‘Fotal 2000 YTD 80,789 2,489

89,676

Total
0
839
615
0
650
655
0
&
866
684
622
554
636
0
1]
883
642
551
548
580
17
0
818
680
638
664
706
30
0
960
785

12,834

© 14,886 5

12,834

B3.278

%

97%
97%

94%
93%

90%
95%
95%
95%
92%

98%
96%
94%
94%
98%
100%

84%
95%
95%
96%
26%
93%

95%
95%

95% -

98%

B5%

898%

e

97%

Home

Agents
0
386
236
0
193
338
0
0
310
270
239
181
207
0
0
368
267
257
220
291
0
0
442
376
284
294
280
0
0
351
374

7,607

e

7,607

138,346 1

38,697

Draily
% Fotal

46%
38%

0%
52%

36%
39%
38%
33%
33%

42%
39%
AT%
40%
50%

54%
55%
45%
44%
40%

37%
47%

a2

59%

g

58%

46%

44%

Seconds

Avg Wait
Before Answered

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Aug-01
Numbher of Calis
Date Answered Abandoned
1-Aug 623 25
2-Aug 580 37
3-Aug 611 56

Fotal
648
617
667

%
95%
Q4%
92%

Home
Agents
293
227
263

Daily
% Totat
47%
7%
39%

Avg Delay
Before Abandoned

30 61
30 88
&0 81
54 94
79 74
52 77
54 86
49 98
45 g7
40 79
51 73
32 79
37 77
27 36
65 64
49 61
31 63
31 78
40 84
40 74
52 - 94
TUAB e AT
24 80
Seconds
Avg Wait Avg Delay
Before Answered  Before Abandoned
31 69
53 88
65 98

KAW_R_1AGDR_40D_ATT_ 071106

Walk Lip
cs

Counter

49
27

38
40

41
40
26
33
46

51
32
23
39
36

50
27
26
30
32

49
41

662

S gg

662

75387,

4.426

Walk Up
cs
Counter
25
38
45

g
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4-Aug

5-Aug

6-Aug

7-Aug

8-Aug

8-Aug

10-Aug
11-Aug
12-Aug
13-Aug
14-Aug
15-Aug
16-Aug
17-Aug
18-Aug
19-Aug
20-Aug
21-Aug
22-Aug
23-Aug
24-Aug
25-Aug
28-Aug
27-Aug
28-Aug
28-Aug
30-Aug
31-Aug

“Total 2001 MTD .-

Total 2000 MTD

Total 2001 QTD -

Total 2000 QTD

“Total 2001 Y70 -

Total 2000 YTD

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Sep-01

Date
1-Sep
2-Sep
3-Sep
4-Sep
5-Sep
6-Sep
7-Sep
B8-Sep
9-Sep
10-Sep
11-Sep
12-Sep

819
633
558
559
610

32

816
584
581
576
619
37

B46
565
495
531
603
29

804
586
496
509
557

13,350

128,194

25,894

94,139

14,2507

199,002

34

39
25

53

21
45

45

28
12

45
30
14

23

TN

8,
2.

752

356

513

646
685
845

853
655
597
584
647
32

869
612
602
621
675
37

891
530
520
543
628

29

849
616
510
539
580
13,706
26,540

96,584

Number of Calis

Answered Abandoned

26
0
0

871
538
G47
528

28

804
477
425

1

31
15
22
12
1

58
11
7

Total
a7
0
0
an2
553
669
540
28
0
863
488
432

45,011

29,7070

96%
97%
93%
96%
94%
100%

94%
95%
87%
83%
92%
100%

95%
96%
95%
98%
958%
100%

95%
95%
97%
94%
96%

“g5% T

87%

T95%

98%

.. 1 04‘887 95% i

97%

Y%
$6%

7%
97%
97%
98%
87%

93%
98%
98%

392
349
240
180
224

374
324
247
240
216

n
248
262
169
212

404
263
208
149
242

8045

8,054

42209

15,661

45391

46,651

Home

Agents
0
0
0

454
267
215
255
o
o
an
235
238

46%
53%
40%
33%
35%

43%
53%
41%
38%
32%

35%
42%
50%
3%
34%

48%
43%
40%
28%
42%

59%

41%

59%

caa

48%

Daily
% Total

50%
48%
32%
47%

43%
48%
55%

57
33
&1
51
42

64
42
48

83
39
43
43

36

Seconds
Avg Wait Avg Delay
Before Answered  Before Abandoned
51 B2
43 80
38 52
26 72
46 110
28 98
23 52

88
66
71
56
106

KAW_R_1AGDR_40D_ATT_ 071106

&6
30
27
25
48

56
30
35
40
64

78
26
26
27
42

48
30

Walk Up
cs

Counter

58
39
42
29

44
28
33
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13-Sep
14-Sep
15-Sep
16-Sep
17-Sep
18-Sep
19-Sep
20-Sep
21-Sep
22-Sep
23-Sep
24-Sep
25-Sep
26-Sep
27-Sep
28-Sep
29-Sep
30-Sep

Totat 2001 MTD 5.0

Total 2000 MTD

Total 2001 QTD "

Total 2000 QTD
Yotal 2001.YTD
Total 2000 YTD

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Oct-01

Date
1-0ct
2-Oct
3-Oct
4-0ct
5.0ct
6-0ct
7-Oct
8-Oct
9.0ct
10-Oct
11-Oct
$2-0ct
13-Oct
14-0ct
15-Oct
16-Oct
17-Oct
18-Oct
18-Oct
20-Oct
21-Oct

472 21
566 27
22
0
874 118
658 20
520 20
596 22
504 35
19
0
824 46
698 21
535 17
551 29
479 14
24
0
1}
1,774 548
11,051 309
39,968 2062
36945 958
SETMA0776:500 6,234
105,190 3,154

784
594
506
534
530
33
0
597
551
487
4867
647
180
53
774
552
468
504
511
39
34

493
593
22
0
892
678
540
618
629
19
0
870
7
552
580
493
24
0
0

11,360

37,900

17,010

108.344

Number of Calls
Answered  Abandoned

26
23
20
20
29
2

38
50
53
28
43
3
0
74
28
40
28
25

Total
810
617
525
554
559

35
0
635
601
540
495
690
183
53
848
580
508
532
536
3g
34

12,3235

©42,030

96%
895%
100%

88%
97%
6%
896%
94%
100%

95%
97%
97%
95%
97%
100%

OB

97%

95%

97%

95%

87%

%
97%
86%
86%
86%
95%
84%

94%
92%
80%
94%
4%
98%
100%
91%
95%
92%
95%
95%
160%
160%

259
331

467
302
327
278
273

347
389
260

Home

Agents
405
357
286
229
248

0
0
285
0
207
229
266
a2
24
218
237
220
202
240

53%
56%

47%
45%
61%
45%
43%

40%
54%
47%
42%
38%

58%

R T

59%

49%

Daily
% Total

52%
58%
54%
41%
44%

45%

38%
46%
38%
45%
45%
26%
41%
43%
38%
45%

geY g

R

42 62
57 85
89 as
43 656
48 64
39 72
48 69
70 98
52 6O
34 62
45 67
3z 65
73
66
Seconds
Avg Wait Avg Delay
Before Answered  Before Abandoned

49 55
67 88
45 6C
45 66
54 72
63 110
78 80
a7 105
37 89
66 81
32 15
21
82 105
64 67
67 125
67 104
44 55

KAW_R2§AGDR_40D_AT

60
36
23
41
a3

45
40
25

28

696
630

2,350
2,148

6,941
5912

Walk Up
cs

Counter
48
44
43
41
41

41
35
35
30
61

63
56
30
42
37

T_071106
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22-0ct 783 82 865 % 306 35% B8 94
23-Oct 535 43 578 93% 244 42% 64 104
24.0ct 545 3 576 95% 158 27% 65 109
25-Oct 535 38 573 93% 203 35% 52 118
26-Oct 5489 38 587 94% 189 32% &8 84
27-0ct 54 2 56 6% 0
28-Oct 35 1 36 97% 0
28-Cct 793 45 838 95% 333 A% 60 62
30-Oct 533 70 663 89% 232 35% g0 104
31-Oct 554 27 581 95% 267 46% 58 58
Tofd 2001 MTD 13,6207 807 14,727 . 194% T 5867 38% T Ue2 ol e
Total 2000MTD 12028 348 12376 97% 7263 8% 30 66
Total 2000 QTD 12,028 348 12,376 97% 7,263 59%
“Total 2001 YTD 4245506 71417 130737 85% 0 BETET L 43%
Totat 2000 YTD 117,218 3.502 120,720 97% 60,538 50%

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Nov-01 Seconds
Number of Calls Home Daily Avg Wait Avg Delay

Date Answered Abandoned Total % Agents % Total Before Answered  Before Abandoned
1-Nov 530 39 569 93% 248 47% 62 111
2-MNov 491 37 528 93% 250 47% 58 101
3-Nov 4B [ 54 89% 0

4-Nov 25 25 100% 0

5-Nov 769 61 830 93% 356 43% 85 80
6-Nov 583 76 658 88% 213 32% 103 102
7-Nov 510 54 564 90% 179 32% 76 91
8-Nov 509 48 555 92% 153 28% 67 B8
9-Nov 563 33 596 94% 240 40% 85 a0
10-Nov 27 27 100% 0

11-Nov 0 0 0

12-Nov 717 49 766 94% 368 48% 68 73
13-Nov 619 47 666 93% 347 52% 70 91
14-Nov 619 38 657 84% 295 45% 56 a9
15-Nov 610 45 655 93% 208 2% 77 122
16-Nov 623 44 667 93% 175 26% 79 94
17-Nov 27 27 100% 0

18-Nov 0 0 0

19-Nov 838 84 8922 91% 305 33% o6 100
20-Nov 647 35 682 95% 220 32% 48 69
21-Nov 460 2% 481 96% 199 41% 42 78
22-Nov 0 0 0

23-Nov 0 0 0

24-Nov 0 0 0

25-Nov 0 a 0

26-Nov 898 100 998 90% 427 43% 108 100
27-Nov 618 55 673 92% 220 3% 67 79
28-Nov 532 27 559 95% 238 42% 55 97
29-Nov 536 46 582 92% 158 27% 71 t16

30-Nov 604 28 632 96% 212 34% 54 90

KAW_RS3AGDR_40D_AT

47
a2
35

Walk Up
Cs
Counter
44
54

57
37
45
32
57

39
39
38
46
56

61
36
24

59
33
31

42

T_071106
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Total 2001 MTD
Total 2000 MTD

Total 2001 QTD

Tetal 2000 QFD

Total 2001 YTD .

Total 2000 YTD

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Dec-01

Date
1-Dec
2-Dec
3-Dec
4-Dec
5-Dec
6-Dec
7-Dec
8-Dec
9.Dec
10-Dec
11-Dec
12-Dec
13-Dec
14-Dec
15-Dec
16-Dec
17-Dec
18-Dec
19-Dec
20-Dec
21-Dec
22-Dec
23-Dec
24-Dec
25-Gec
26-Dec
27-Dec
28-Dec
29-Dec
30-Dec
31-Dec

‘Total 2001 MTD =

Total 2000 MTD

“Total 2001 QTD -

Total 2000 QTD
Total 2001 ¥YTD
Totai 2000 YTD

0

i 403

10,805
22,833

128,023

RE223 0

136,809

9710

643

11,878

4
8,112
4.145

o
11,448

23,824

145111

132,168

Number of Calis
Answered Abandoned

42
0
813
897
497
498
517
24
0
871
688
542
491
487
19
g
838
558
527
517
438

27
63l
10,496

33,329

TI448,408

138,519

41,408

378327

1

118

62

a4

60

36
1

€9
50
a7
47
49
2

51
57
76
36
21

40
18

45

BN < 1.3 BB

611

2,829

1,602

4,756

‘9,063 ¢

Fotal
43
0
931
659
541
556
553
25
0
840
738
579
538
536
21
1]
889
615
603
553

594
590
27
0
675

11,107
34,931

143,275

13,374 0

28,101

12,360 -
40,481 5

157,471

94%

93% :'.:_ :

96%

ceat

87%

%
98%

87%
H%
92%
85%
93%
96%

93%
93%
84%
91%
%
90%

94%
91%
87%
93%
95%

94%
97%
95%
100%

93%

opo

94%

£93%

95%

TR

97%

SRR 008

4,943

12,206
61,766
65.481

Horme

Agents
0
8
323
163
159
127
84

224

257

4,843
14,641
17,049
65,731
70.324

G078

3,865

Daily
% Total

35%
25%
25%
23%
16%

28%
37%
30%
25%
31%

41%
40%
19%
42%
43%

38%
30%
38%

38%

L B2%

44%

UAgeh

49%

ao

49%

Avg Wait
Before Answered

10t

Tt
94
7t

82
65
61
66
76

102
&5
&4

v KAW R _1AGDR 40D_AT
=83 LR T AR
84 597
L 1,839
1,273
eg,780
7,185
Seconds Walk Up
Avg Delay CS
Before Abandoned Counter
104 32
30
103 23
151 26
85 23
95 38
102 21
90 34
108 47
102 38
83 31
94 29
82 41
42 51
28 38
55 33
33 32
35 34
54 83
e0 - B4
90 .. 558
1,831
79,434
7,743

T_071106
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DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT
2001 Monthly Quarterly and Year to Date Totals

Date
Jan
Feb

Mar
1st QTR
% Total

Apr
May

Jun
2nd QTR
YTotal

Jul
Aug
Sep

3rd QTR
%Total

Cct
Nov

Pec
4th QTR
% Total

TOTALS
% Total

Number of Calls

Answered Abandoned

12,739
10.921

11,663
35.323
84%

11.282
11,628

12.574
35,485
85%

13,935
14,259

11,774
39,068
95%

13,820
12,403

11,408
37.632
93%

148,408
94%

791
484
959
2,234
6%

640
644

654
1,938
5%

761
752

549
2,062
5%

807
a71
951

2.829
7%

9063
6%

Total
13,530
11,405

12.622
37,657
100%

11,922
12,273

13,228
37,423
100%

14,666
15,011

12.323
42,030
100%

14,727
13.374

12,360
40,461
100%

157,471
100%

%
94%
96%
92%
94%

95%
95%
95%
95%

95%
95%
96%
85%

94%
93%
92%
93%

94%

Home
Agents
6,841
5237

5,512
17.580
47%

5158
4910
5524
16,592
42%

6,164
6,045
5,699
17.908
43%

5,667
5,009
3,965
14,641

36%

65,731
42%

Monthly
% Total
54%
46%
44%
47%

43%
40%
42%
42%

42%
40%
46%
43%

8%
37%
32%
I6%

42%

Seconds
Avg Wait Avg Delay
Before Answered  Before Abandoned
438 78
43 76
69 8g
54 81
49 80
52 82
43 79
48 81
45 77
48 78
45 73
46 76
62 81
71 93
79 80
71 85
218 323

KAW_R_1AGDR_40D_ATT_071106

Waik Up
cs

Counter
755
641

826
2,222

750
819

800
2,369

776
878

696
2,350

981
858

654
2,493

89.434

Monthly
%
8%
7%
9%
24%

8%

9%

8%
25%

8%

9%

7%
25%

10%
$%
7%

26%

1060%
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DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT
2002 Monthly Quarterly and Year to Date Totals
Seconds Walk Up
Number of Calls Home  Monthly Avg Wait Avg Delay CS
Date Answered Abandoned  Total Yo Agents % Total Before Answered Before Abandoned Counter
Jan 13,751 551 14,302 96% 5,682 40% 27 73 866
Feb 11,573 405 11,978 97% 4,971 42% 27 71 767
Mar 11,350 439 11,789 96% 4713 40% 30 76 732
1stQTR 36674 1,385 38,069 96% 15,366 40% 28 74 2,365
Apr 12,447 635 13,082 95% 4905 37% 32 81 778
May 12,880 588 13,478 96% 4380 32% 33 76 760
Jun 12,275 Bo9 13,174 93% 3636 28% 62 84 761
2nd QTR 37612 2,122 39,734 95% 12,921 33% 42 81 2,289
Note: One home agent resigned after being on maternity leave
Jul 14,512 1,303 15,815 92% 4,907 31% 66 86 919
Aug 16,834 1,871 18,705 90% 4,898 26% a5 102 1,012
Sep 12,368 1,183 13,551 91% 3,709 27% 76 99 700
Id QTR 43,714 4,357 48,071 91% 13,614 28% 79 96 2,631
Oct 13,364 1,877 15,241 88% 3,481 23% 105 117 964
Nov 11,593 1,430 13,023 89% 3,475 27% 96 115 730
Dec 11,985 2,308 14,303 84% 4,199 29% 145 133 BO4
4th QTR 36,952 5,615 42 567 87% 11,155 26% 115 121 2,498

TOTALS 154,952 13,480 168,441 92% 52,956 31% 66 93 8,793



DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE
Jan-02

Peggy Cathy Stacy Carrie  Beverly  Kathy Sondra  Becky Marla Pat Linda
Date Sipes  Schriefer Owens Stepp Hotton  Brooks Stone Ashby  Marcum James  Garvin
1-Jan

2-Jan 66 78 69 120 58 117 110 45 73
3-Jan 62 148 16 3% 116 a2 89 84
4-Jan 41 109 75 65 33 97 o8 60 37
5-Jan

6-Jan

7-Jan 58 136 87 137 83 168 101 45 118
8-Jan 39 77 110 73 80 109 82 121
g-Jan 87 78 a7 3z 68 42 81 83
t0-Jan 62 B3 70 7 51 87 76 64 29 87
11-Jan 54 76 45 64 40 59 63 72 76 85
12-Jan

13-Jan

14~Jan 77 87 82 115 56 8 113 84 133 72
15-Jan @1 78 9g 64 61 13 80 24 a5
16-Jan 70 23 52 61 43 67 80 60 74
17-Jan 1 70 48 76 45 63 48 72 68 76
18-Jan 51 88 53 48 11 28 47 61 57 45
18-dan
20-dan
21-Jan 59 78 758 60 &0 63 52
22-Jan 72 51 44 87 3g 5 45 85 79 104
23-Jan 49 72 &1 12 32 64 52 66 18 72
24-Jan 38 59 49 61 32 50 20 69 54 29
25-Jan 66 70 15 56 37 34 68 74 a9 74
26-Jan
27-Jan
28-Jan 85 14 108 68 76 89 86 83 42
28-Jan 30 45 35 102 46 80 58 72 85
30-Jan 34 62 70 40 22 10 54 71 36 &8
3t-Jan 58 B5 15 53 &8 50 91 49
Total 1038 1629 0 1133 1551 919 1036 1432 1660 1083 1635
%Total 8% 12% 0% 8% 11% 7% 8% 10% 12% 8% 12%
Hours 1330 147 0 147 0 147 .0 140 0 126 0 147 0 147 0 126 0 154 G
Goal 10 10 10 10 16 10 10 10 10 10

CSR 7 81 11.08  #DIvV/O! 7N 10 66 6 56 822 974 1129 860 1062
% Goal 78% 111%  #DIVIO! 7% 106% 66% 82% 97% 113% 86% 106%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE
Feb-02

Peggy Cathy Stacy Carie  Beverly  Kathy Sondra  Becky Marla Pat Linda
Date Sipes Schriefer Owens Stepp Horton  Brooks Stone Ashby  Marcum James  Garvin
1-Feb 83 50 113 6 92 93 43
2-Feb
3-Feb
4-Feb 84 61 1 17 121 118 105 04

Other

3

19
32
56

i0
29

17
51
3z
20

23

43
30
32
10

22
79
36

634
5%

#DIV/0!
#DIviol

Other
34
35

KAW_R_1AGDR_40D_ATT_ 071106

Total
0
737
640
615
31
4]
887
723
604
616
644
29
0
844
666
562
587
526
23
0
491
G641
530
471
564
22

731
589
488
480
13751
100%

141.4
100
g7 25
97%

Total
514
35
0
7

% Total
0%
5%
5%
4%
0%
0%
6%
5%
4%
4%
5%
0%
0%
6%
S%
4%
4%
4%
0%
0%
4%
5%
4%
3%
4%
0%
0%
5%
4%
4%
4%

100%

% Total
4%
0%
0%
8%
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5-Feb 57 77 41 78 43 78 57 59

&-Feb 85 60 52 36 43 10 78 80
7-Feb 59 69 18 52 37 84 t4 65 75
8-Feb 58 85 54 54 25 85 a5

§-Feb

10-Feb

11-Feb 57 98 68 104 50 102 a5 108 27
12-Feb 49 82 30 97 50 45 78 a3

13-Feb 2 68 30 72 36 54 22 79 61

14-Feb 59 76 50 63 8 58 86 72
15-Feb 61 61 45 a0 77 88

16-Feb

17-Feb

18-Feb 51 86 34 67 48 3t 56 86 70
19-Feb 41 a5 72 51 53 60 61 a3 20

20-Feb 1] 78 66 40 3 47 77 83

21-Feb 27 77 37 B5 54 66 84 5

22-Feb 105 73 9 104 110 87

23-Feb

24-Feb

25-Feb 65 86 59 87 59 3 62 73 89

26-Feb 51 64 35 65 34 3 49 96

27-Feb 49 14 27 38 45 62 99 61

28-Feb 74 37 18 40 76 39 ag 77
Total 875 1380 0 808 1382 719 743 1115 1634 1124

%Total 8% 12% 0% 7% 12% 6% 6% 10% 14% 10%
Hours 1180 126 ¢ 126 0 1330 1330 a8 ¢ 126 0 1330 1120
Goal 10 10 10 10 10 10 10 10 10
CSR 735 1095  #DIV/O1 6 41 10.39 5 41 758 885 1229 1064

% Goal 74% 110%  #DIVI01 4% 104% E4% 76% 88% 123% 100%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE
Mar-02
o Peggy Cathy Stacy Carrie  Beverly Kathy Sondra  Becky Marla Pat

Date Sipes  Schriefer Owens  Stepp Horlon  Brooks  Stone Ashby  Marcum  James

1-Mar 38 39 39 51 24 42 85 75 71
2-Mar

3-Mar

4-Mar 41 98 44 63 88 74 165 146 43
5-Mar 33 87 25 43 73 41 8 93 73

6-Mar a7 40 34 34 79 10 57 62 59 65
7-Mar a7 63 a1 36 <] 53 62 96 76 a8
8-Mar 28 38 23 45 65 117 88
9-Mar

10-Mar
11-Mar 56 122 42 83 65 88 1 84 12
12-Mar 27 103 g 69 8 72 45 75 70

13-Mar 71 82 20 38 51 52 105 41

88
54
77
75

a5
75
71
36
78

44
82
76
27
87

78
74
47

1372
12%

140.0
10
580
98%

LeeAnn
Merritt
72

10
42
3G

40

37

51
25

23

27
30

20
18
51
15
20
66
57

43
21

421
4%

#DIVIKY
#DIVIO!

Other

23

15

i8

25

51

36

SRAW _REMAGDR_40D_AT
466 4%

520
531
23
0
808
599
495
508
528
30
0
593
647
572
508
613
20
0
727
556
485
501
3
&
4
11573
100%

124 6
100
92 88
93%

Total
516
23
0
787
518
518
546
517
25
0
741
551
521

4%
5%
0%
0%
7%
5%
4%
4%
5%
0%
0%
5%
6%
5%
4%
5%
0%
0%
6%
5%
4%
4%
0%
0%
0%
100%

% Total
5%
0%
0%
T%
5%
5%
5%
5%
0%
0%
7%
5%
5%

T_071106
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14-Mar
15-Mar
16-Mar
t7-Mar
18-Mar
19-Mar
20-Mar
2%-Mar
22-Mar
23-Mar
24-Mar
25-Mar
26-Mar
27-Mar
28-Mar
29-Mar
30-Mar
31-Mar
Fotat
Y% Totat

Hours
Goal
CSR

% Goal

46
51
49

50
27

701
6%

118.0
10
589
58%

85

103
74
&0
73
73

75
72

64

1351
12%

1260
10
1072
107%

45
57

78
49

45
33

72
41

693
6%

1120
10
619
62%

10
19

29
37

48

k¥4

584
5%

1i19.0
10

491

49%

48
59

130
67

51

68
75
78
69

1182
0%

126 0
10
938
94%

54
20

54
61
40
49

61
50
57
59

831
7%

126 0
10
660
66%

71
80

141

62
13

90

1003
9%

as o
10
1023
102%

58

104
58
74

81

68

37

94

1306
12%

1180
10
10.97
110%

HYl
80

10
73
78
91
75

62
1056

88

1524
13%

1330
10
1146
115%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

First Quarter 2002
Peggy
Sipes
Jan
Total 1039
Hours 1330
Goal 10
CSR 781
% Goal 78%
Feb
Total 875
Hours 1180
Goal 10
CSR 735
% Goal 74%
Mar
Total T

Hours

1190

Cathy
Schriefer

1629
1470
10
1108
111%

1380
126 0

1095
110%

1351
1260

Stacy
Owens

0
0.0
0
#DIVIO!
#DIV/O!

0
00
0
#DIVIOL
#DIVID!

693
1120

Carrie
Stepp

1133
147.0
10
771
7%

808
126 0
10
641
64%

584
1190

Beverly
Horton

1551
1470
10
10.55
106%

1382
1330

1639
104%

1182
1260

Kathy
Brogks

918
140.0
10
6 56
66%

719
1330
10
541
E4%

831
126 6

Sondra
Stone

1036
1260
10
822
82%

743
g8 0
10
758
76%

1003
980

Becky
Ashby

1432
147 0
10
974
97%

1115
1260
10
885
88%

1306
1190

Marla

Marcum

1660
1470
10
1129
113%

1634
1336
10
1229
123%

1524
1330

40
74

65
101

53
84

93
31

1017
9%

126 0
10

BO7
81%

Pat
James

1083
126.0
0
860
86%

1124
1120
10
1004
100%

1017
126 0

26
31

35
36

18

21

539
5%

#DIVI!
#OIV/D!

LeeAnn
Merritt

1635
1540
10
062
106%

1372
1400
10
9.80
8%

539
0.0

18
21
21

31
14

37
34
25

37
31
30
38

619
5%

#DIV/0!
#DIV/0!

Other

634
00
0
#DIVIo!
#DIVIO!

421
0.0
¢
#DIV/D!
#DIIO!

G618
o0

SRAW_RI4AGDR_40D_AT
810 A%

21
0
761
553
501
541
478
25
0
683
536
491
465
0
19
a
11350
100%

1204
100
94 27
94%

Total

13751
141 4
100
97 25
87%

11573
124 6
100
92.88
93%

11350
1204

0%
0%
7%
5%
4%
5%
4%
0%
0%
6%
5%
4%
4%
0%
0%
0%
160%
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Goal 10
CSR 589
% Goal 59%

First Quarter 2002
Total

Calls 2.615

Available
Hours 3710

Goal Per
Hour 10

CSR
Calls Per
Hour 7.05

CSR
Percent
of Goal 0%

10
1072
107%

4.360

398 0

1093

109%

10
619
62%

€93

1120

619

62%

10
491
49%

2.526

3920

6 44

64%

10
938
94%

4.115

4060

10

10 14

101%

10
660
66%

2,469

3950

10

519

62%

10
1023
102%

2,782

3220

864

86%

10
1097
110%

3,853

392.0

10

983

96%

10
11 46
115%

4,818

4130

10

1167

17%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Apr-02
Peggy
Date Sipes
1-Apr 81
2-Apr 53
3-Apr 54
4-Apr
5-Apr 46
8-Apr
7-Apr
8-Apr 41
9-Apr g
10-Apr 38
t1-Apr 40
12-Apr 36
13-Apr
t4-Apr
15-Apr 66
16-Apr 62
17-Apr 32
18-Apr 42
19-Apr 50
20-Apr

21-Apr

Cathy
Schriefer
104
89
40
55
28

80
12
18
56
45

80
68
66

Stacy
Owens
&0
44
48
28
28

69
55
42
32
33

64
57
7
33

Carrie

Stepp
79
50
27
a2
49

54
54
39
28
21

58
27
19
30
37

Beverly
Horion
118
68
57
53
7t

86
77
46
24
kt)

59
19
50
21
68

Kathy
Brooks

53
22
39
36

56
20
35
22
55

7
63
59
60
26

Sondra

Stone
4
62
52
36
10

79
55
44
34
32

87
62
67
60
N

Becky
Ashby

13
77
71

85
26
32
13
48

62
18
58
92
86

Marla
Marcum
82
85
87
74
85

96
78
61

66

36
70
97
72

10
8.07
81%

3,224

3840

10

8 86

89%

Pat
James
122
32
72
a5
75

65
56

a1

112
78
53
7
49

0
#DIV/IO!
#DIV/O!

3.007

#IHVIOE

#HDIVIO

LeeAnn
Merritt
43
23
28
28
41

38
21
21
25
27

45
23
30
31
19

o

#DIVIO!
#DIVIO!

0¢

#DIV/O!

#DIVIO!

Other
102
1

20

18

15
21
16

66
14

1AW_R_1AGDR_40D_ATT 071106

a4 27
894%

34,461

386.4

100

89 18

89%

Total
796
560
500
517
540

20
0
685
502
433
413
442
18
0
G686
529
527
546
504
14
0

% Total
6%
4%
4%
4%
4%
0%
0%
6%
4%
3%
3%
4%
0%
0%
6%
4%
4%
4%
4%
0%
0%
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22-Apr
23-Apr
24-Apr
25-Apr
26-Apr
27-Apr
28-Apr
29-Apr
30-Apr

Totai
%Totat

Hours
Goal
CSR

% Goal

54
30
39

62

55
58

a79
8%

1400
10
609
T0%

a6
60
37
90
50

40
80

1194
10%

1400
10
853
B85%

€9
48
53
40
70

67
49

996
8%

147.0
10
678
68%

926
7%

154 0
10

6.01

60%

a0

43
39

74
72

1234
0%

470
10
839
84%

48
43
45
45
61

g7
10

932
7%

147 0
10
634
63%

68
53
64
68

971
8%

1400
16
694
69%

87
27
48
54
78

102
68

1143
8%

140.0
10
816
82%

81
7
71
87

78
73

1549
12%

1400
10
1106
111%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

May-02

Date

1-May

2-May

3-May

4.-May

5-May

6-May

7-May

8-May

9-May

10-May
ti-May
12-May
13-May
14-May
15-May
16-May
17-May
18-May
18-May
20-May
21-May
22-May
23-May
24-May
25-May
26-May
27-May
28-May
29-May
30-May

Peggy
Sipes
54

43

40
33
52
36
41

54
36
52
38
53

a4
a7

58

Cathy
Schriefer
56
87
55

104
60
55
56
21

103
84

85
a5

89
48

84
75

101
73
100

Stacy
Qwens
40

81
78

49
76

63
53
34
45
4

50
49
46

44

102

70

Carrie

Stepp
29
36
29

86
31
&0
41
38

59
37
43

51
47
EG

10

22
24

Beverly
Horton
48
17
61

B6
65
65
48
52

98
54
61

61
BO
59
33

29

106
72

Kathy
Brooks
55
36
48

76
48
14
46
62

89
35
39
54
40

31
62
49
53
72

89
72
39

Sondra
Stone

63
4

26
78
54
47
52

80
21

78
71

104

98

92

21
55

Becky
Ashby
51
89
60

60
15

28

28

6¢
70

56
46
92
30

126
63
32

Marla
Marcum
83
63
8t

41

69
87

77

75
74

35
KY|
47
1

100
83
87

72
34
50
35
84

100
55

1380
11%

1540

9.03
80%

Pat

James
59
B2
61

137
42
65
59

90
108
78
68

118
100
"y
101
113

122
167
100

658
5%

#DIVIO!
#DIV/O!

LeeAnn
Merritt
5
19
23

17

37
38

22
33
22

33

35
25
38
41
24

17
30

475
4%

#DIVIO!
#DIV/O!

Other

14

TRAW_REAAGDR_40D_AT
504 A%

521
546
547
22
0
789
579
0
12447
100%

144 9
100
8590
86%

Totai
484
472
463

14
4]
748
539
514
501
496
21
0
704
554
558
556
553
20
0
674
608
582
578
562
18

898
607
594

4%
4%
4%
0%
0%
6%
5%
0%
100%

% Total
4%
4%
4%
0%
0%
6%
4%
4%
4%
4%
0%
0%
5%
4%
4%
5%
4%
0%
(%
5%
5%
5%
4%
4%
0%
0%
0%
7%
5%
5%

33
17
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3i-May
Total
Y% Total

Hours
Goal
CSR

% Goal

720
6%

1190
10
605
61%

15
1718
13%

154 0
10
11.16
112%

1027
8%

1260
10
815
B2%

52
BS6
7%

147 0
10
582
58%

4%
1213
9%

154 0
10
7.88
79%

1107
9%

147 0
He
753
75%

31
10565
8%

1330

793
79%

77
1098
9%

1400
10
7483
78%

107
1351
10%

1406
10
865
97%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Jun-02

Date
1-bun
2-Jun
3-Jun
4.Jun
§-Jun
6-Jun
7-Jun
8-Jun
9-Jun
10-dun
-Jdun
12-Jun
13-Jun
14-Jun
15-Jun
16-Jun
17-Jun
18-Jun
19-Jun
20-Jun
21-Jun
22-Jun
23-Jun
24-Jun
25-Jun
26-Jun
27-Jun
28-Jun
28-Jun
30-Jun

Total
%Total

Hours
Goal
CSR

% Goal

Peggy

Sipes

60
49
42
3
57

54
35
6¢
65

64
58
63

45

69
85
66

66

1067
9%

126 0
16

847

85%

Cathy

Schriefer

143
124
80

115
105

138
M
43
117
53

141

131
100

105
110
108
115

2003
16%

1330
10
1506
151%

Stacy

Owens

87
76
47
61
66

102
63
85
75
89
37
57
63
104
78

57
854

1359
1%

1400

g7t
87%

Carrie

Stepp

a8
62
a2
85
22

18

41
44

20
69
54

3

71
6%

98 0
10
7.26
3%

Beverly
Horton

106

44
16

106
73
51

99

132
86
86

43

1113
8%

1056
10
10.60
106%

Kathy

Brocks

30
68
80
51
49

61
72

40

106
27
48
52
67

817
%

980
10
834
83%

Sondra

Stone

31
23

104

136

72
a0
84

53
104
34
72

138

974
8%

98.0
10
9.04
9%

Becky
Ashby

141
109
71
47
17

53
50
70
29
70

168
52
33
60
43

110
o0

g2
94

1453
12%

1400
10
1038
104%

Maria

Marcum

3
0%

00
10

#DIVID!
#OIVIG!

66
1776
14%

470
10
1208
121%

Pat
James

106

109
102
101

1t5
120

73
89
18

102

163
94
29
68
41

1484
12%

119.0
10
12.47
125%

22
547
4%

#DIV/0!
#DIV/O!

LeeAnn
Merritt

42
22
39
43
46

43
42
37
38
49

52

47
35

37

36
48
42

804
%

#DIVIO!
#DIVIG!

21
424
3%

#DIVio
#DIV/ID!

Other
29

37

20
34

23

50
23

16

34
35
49
35
58

487
4%

#DIVIO!
#DIV/O!

SEAW_R4%AGDR_40D_ATT_071106

12890
100%

1407
100
81.81
92%

Total
29
0
850
637
535
506
608
23
0
827
595
517
528
550
0]
0
777
629
542
574
531

781
60%
542
517
568
0
o
0
12275
160%

1067
100
116.13
116%

T 100%

% Total
0%
%
7%
5%
4%
4%
5%
0%
0%
7%
5%
4%
4%
4%
0%
0%
6%
5%
4%
5%
4%
0%
0%
6%
5%
4%
4%
5%
0%
0%
0%

100%
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DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE
Second Quarter 2002
Peggy Cathy Stacy Carrie  Beverly  Kathy Sondra Becky Marta Pat LeeAnn
Sipes Schriefer Owens  Stepp Horton  Brooks  Sione Ashby  Marcum James  Merritt Other Total

Apr

To?al 979 1194 996 926 1234 8932 971 1143 1548 1390 658 475 12447
Hours 1400 1400 147.0 154 0 147 0 147 0 1400 1400 140.0 154.0 0o 00 144 9
Goal 10 10 10 10 10 10 10 10 10 10 0 0 100
CSR 699 B53 678 601 839 634 684 816 1106 g03 #DIVID!  #DIVIGY 8590

% Goal 70% 85% 68% 60% 84% 63% 69% 82% 1% 90% #DIVIOL - #DIVIO B6%

Ma

Totgi 720 1718 1027 B56 1213 a7 1655 086 1351 1776 547 424 12890
Hours 1190 1540 126 0 147 0 154 0 147.0 1330 140.6 1400 1470 00 G 1407
Goal 160 10 10 10 10 10 10 10 10 10 0 0 100

CSR 605 11.16 B 15 582 788 753 793 783 9.65 12 08 H#OVIGE #DIVIO! 91 61

% Goal 651% 112% 82% 58% T9% 75% 79% 78% 7% 121%  #DIVIGY  #Diviol 92%

Jun

Total 1067 2003 1359 M 1113 B17 974 1453 3 1484 804 487 12275
Hours 126 0 1330 1400 980 105.0 98 0 880 140 0 00 1180 00 00 1057
Goal 10 10 10 10 10 10 10 10 i0 10 0 G 100

CSR 847 15 06 971 726 10 60 B 34 994 1038  #DIViD! 1247 #DIVIOY  #DIVIDE 11643
% Goal 85% 151% 97% 73% 106% 83% 99% 104%  #DIVID! 125%  #DIVIOY  #DIvigt  116%

Second Quarter 2002
Fotal

Calls 2766 4,915 3,382 2,493 3,560 2,856 3.000 3,692 2,803 4.650 2,008 1,366 37612

Avaiiahle
Hours 3850 4270 4130 3990 406 0 3920 371.0 4200 2800 4200 00 06 3913

Goat Per
Hour 10 10 10 10 10 10 10 10 10 10 0 0 100

CSR
Calls Per
Hour 718 11 51 819 625 877 729 809 B79 1637 1107 #DWIOL #DIVID 86 12

CSR
Percent
of Goa!l 72% 115% 82% 62% B8B% 73% 81% 848% 104% 111%  #DWVOL #DIW! 96%



KAW_R_1 AGDR_40D_ATT_307 f1 jl gG
of 137
DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE
Jul-02
! Peggy Cathy Stacy Carrie  Beverly Kathy  Sondra  Becky Marla Pat LeeAnn

Date Sipes  Schriefer Owens  Stepp  Horon  Brocks  Stone Ashby Maroums  James  Merritt Other Total % Tolal

t-Jul 63 116 86 43 83 70 79 102 43 6 2 723 5%
2-Jul 51 108 33 72 23 89 G6 93 52 1 588 4%
3-Jul 42 76 70 44 58 23 77 a8 51 539 4%
4-Jul Q 0%
H-dul* 0 0%
6-.Jul 0 0%
7-Jul 0 0%
B-Jul 64 164 31 72 131 62 151 i15 58 22 871 6%
9-Jul 66 124 50 17 a4 57 104 103 37 652 4%
10-Jul 69 61 60 30 77 38 78 a5 27 i 536 4%
11-Jul 68 78 42 101 74 73 115 44 67 662 5%
12-Jul™ 64 42 43 108 70 66 3t 89 14 534 4%
13-Jut a 0%
14-Jul 0 0%
15-Jut 57 161 114 66 139 98 76 54 55 820 &%
16-fut 57 59 B1 84 107 85 109 57 75 714 5%
17-Jut 57 103 77 20 107 82 100 47 21 614 4%
18-Jul 56 89 &9 58 83 32 86 44 38 565 4%
18-Jut 63 110 79 586 19 77 94 52 49 589 4%
20-Jul 0 0%
21-Jul 0 0%
22-Jul 64 58 60 115 79 158 118 134 39 72 858 6%
23-Jul 61 128 38 87 68 52 87 35 29 50 675 5%
24-Jul 65 103 10 80 35 52 82 73 48 17 585 4%
25-Jul 73 76 45 46 a0 146 101 42 609 4%
26-Jul 53 104 22 100 18 87 82 77 41 574 4%
27-Jul 0 0%
28-Jul 0 0%
28-Jul 76 59 15 154 164 181 135 60 25 873 6%
30-Jul 71 114 23 39 112 54 57 119 108 49 12 758 5%
3iJulr 175 149 40 62 88 86 115 250 64 42 72 1143 8%
Total 1347 1971 539 615 1865 1156 1823 1605 0 1895 1009 597 14512 100%
%Total 9% 14% 4% 4% 13% 8% 13% 12% 0% 13% 7% 4% 100%
Hours 140.0 1400 700 112.0 1470 1400 146.0 1120 147 0 127 6
Goal 10 10 10 10 10 10 10 10 10 90

CSR 962 14 08 770 549 1269 826 1302 1513 #DIV/O! 1289 #DIVIOT #DIVOL 11377
% Goal 96% 141% 7% 55% 127% 83% 130% 161%  #DIVOY  129%  #DIVIDY #DIVIODl 126%
Nole: ™l 5 Phone Stats not available **Jul 12 Phones down 2 hours due to power surge ***Jul 31 Loss of Pressure Boil Water Advisory

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE
Aug-02
Peggy Cathy Stacy Carie  Beverly Kathy Sondra  Becky Marla Pat LeeAnn
Date Sipes  Schriefer Owens Stepp Horton  Brooks Stone Ashby  Marcum  James Merritt Other Total % Total
1-Aug*® 196 579 244 17 76 224 275 406 236 206 201 2760 16%
2-Aug 86 87 25 67 20 100 107 15 138 87 8 718 4%



3-Aug

4-Aug

5-Aug 56 136 57 43 138 44 157 137 38
6-Aug 72 115 17 50 95 8i 109 95
T-Aug 72 62 48 Hi 73 3 a7 89
8-Aug 133 63 &0 85 52 126 &8
9-Aug 104 49 85 81 3 102 159 o8
10-Aug
11-Aug
12-Aug 82 140 39 57 136 22 140 107
13-Aug 45 106 45 20 892 51 a7 48 62
14-Aug 79 105 10 52 31 87 3z 25 56
15-Aug 65 124 44 857 13 32 56 114 82
16-Aug 82 100 76 45 90 12 140
17-Aug
18-Aug
19-Aug 64 136 50 3 122 89 113 106 a7
20-Aug B1 87 27 42 a8g 55 69 160 3
21-Aug 73 112 4 45 58 39 55 70
22-Aug 13 63 37 48 49 77 1M 77
23-Aug 53 110 45 44 i 97 a8 as
24-Aug
25-Aug
26-Aug 57 67 70 76 108 6 7 149 122
27-Aug 66 137 60 43 79 53 81
28-Aug 53 28 65 41 79 73 29 83
28-Aug 61 108 19 56 79 85 65
30-Aug 61 82 29 6 87 45 &85 75
31-Aug

Total 1429 2676 1174 1046 1482 1115 1700 1887 0 1820
% Total 8% 16% 7% 6% 5% 7% 10% 12% 0% 11%
Hours 1460 154 O 1540 1479 133.0 119.0 1400 1330 147.0

Goal 10 10 10 10 10 10 10 10 10

CSR 1021 17.38 7862 7.12 11 14 937 12 14 1494  #DIVIOI 1238
% Goal  102% 174% 76% 1% 111% 94% 121% 149%  #DIVIO! 124%
Note: *Aug 1t Loss of System pressure Jul 31 Boil Water Advisory issued for 24 hours

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE
Sep-02

Pegygy Cathy Stacy Carrie  Beverly Kathy Sondra  Becky Kelly Pat
Date Sipes Schriefer Owens  Stepp Horton  Brooks Stone Ashby Lynne James

t-Sep
2-Sep
3-Sep 104 68 78 104 126 116 131 kN
4-Sep 49 a9 27 7 101 25 72 41 110 58
5-Sep 45 88 16 37 13 48 38 107 99
6-Sep 40 121 103 27 51 80 111 38
7-Sep
8-Sep
9-Sep 79 34 78 57 92 90 84 136 13 99
16-Sep 118 40 48 134 68 52 108 125 20

11.Sep G4 78 61 30 48 36 73 56 61

54
40
45
42
64

42
43

42
45

52
33
48
43
38

60
36
i
45
34

1147
7%

HDIV/O!
#DIV/O!

LeeAnn
Merritt

K
54
48

20

15
16
33
a4
29
68
43

107
72
58
35
133
74
99
81
97

1258
7%

#DIVIO!
#OIIO!

Other

KAW_RO4AGDR_40D_AT
0 0%

B75
678
610
625
778
o
o
8G9
628
581
635
633
0
0
929
638
562
539
611
0
0
855
629
561
589
581
0
16834
100%

140 8
90
119 58
133%

Total
0
0

738
610
546
619
0
0
300
745
508

5%
4%
4%
4%
5%
0%
0%
5%
4%
3%
4%
4%
0%
0%
6%
4%
3%
3%
4%
6%
0%
5%
4%
%
4%
3%
0%
100%

% Total
0%
0%
6%
5%
4%
5%
0%
0%
7%
6%
4%

T_071106
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i2-Sep
13-Sep
14-Sep
15-Sep
16-Sep
17-Sep
18-Sep
19-Sep
20-Sep
21-Sep
22-Sep
23-5ep
24-Sep
25-Sep
26-Sep
27-Sep
28-Sep
29-Sep
30-3ep

Total
Y Total

Hours
Goal
CSR

% Goal

49
47

49
50

88
65

62
47

56

984
8%

1330
10
740
74%

64
99

108
62
110
B2
77

1634
13%

140 G
10
1167
117%

44
49

65

78
52

82

62
53
12

78

934
8%

i33.0
10

7.02

70%

26

44

33

35
34

T4

512
4%

980
10
522
52%

Bo
75

114

895
88

a6

1248
10%

1050
10
11.89
118%

66
53
61
39
47

57
22
44
23
42

47

848
7%

1330
10
638
§4%

35
27

80

82
&1
B2

71
59
87
81

98

1220
10%

1180
10
1025
103%

85

a5

109

a4
11

148

61
103

58

1477
12%

1330
10
1.1
i11%

45
61

106
102
45
86
61

113
17
72
34
52

72

1707
14%

#DIVIO!
#DIVIO!

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Third Quarter 2602
Peggy
Sipes
Jul
Total 1347
Hours 140 0
Goal 10
CSR 962
% Goal 86%
Aug
Totat 1429
Hours 140.0
Goal 10
CSR 1021
% Goal 102%
Sep
Total 984

Cathy
Schriefer

1971
140.0
i0
14 08
141%

2676
154 0
10
17.38
174%

1634

Stacy
Owens

539
700
10
770
7%

1174
1540
10
762
76%

934

Carrie
Stepp

615
1120
10
549
55%

1046
1470
10
712
%

512

Beverly
Horlon

1865
1470
10
1268
127%

1482
1330
10
1114
111%

1248

Kathy
Brooks

1156
140.0
10
826
83%

1115
1190

937
94%

848

Sondra
Stone

1823
140.0
i0
1302
130%

1700
1460
10
12 14
121%

1220

Becky
Ashby

1695
H20
10
1513
151%

1987
1330

14 94
148%

1477

Kelly
Lynne

0
0o
0
#DIVIO!
#DIV/0!

0
00
¢
#DIV/O!
#DIV/O!

1707

88
76

N

73
73

78
101
32
26
96

128

1338
11%

133.0

1007
101%

Pat
James

1885
1470
10
12 89
129%

1820
147 0

12 38
124%

1339

&1
37

34

21
29

30

41t
25

465
4%

#DIV/O!
#ONIO!

LeeAnn
Merritt

1009
0o
g
#DIV/G
#IHVIGE

1147
0o
0
#DIVI!
#DIV

465

0%

#DIVIO!
#DIvVIN

Other

597
0o
0
#DIV/0!
#OIV/0!

1258
08
0
#DIV/O!
#DIVIO!

SRHAW_RIYAGDR_40D_AT
513 5%

3}
g
802
628
582
531
515
0
0
685
571
495
498
531
0
0
702

12368
100%

1252
g0
98 77
110%

Total

14512
1276
90
11377
126%

16834
140 8
g0
119 58
133%

12368

0%
0%
6%
5%
5%
4%
4%
0%
0%
6%
5%
4%
4%
4%
0%
0%
6%
0%
100%

T_071106
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Hours 1330
Goal 10
CSR 740

% Goal 74%

Third Quarter 2002
Total
Calls 3,760

Available

Howrs 413.0

Goal Per

Hour 10

CSR
Calls Per
Hour 910

CSR
Percent
of Goal 91%

1400

1167
117%

6.281

434.0

10

14 47

145%

1330
10
702
70%

2.647

57 0

10

741

4%

880
10
522
52%

2.173

3570

10

6.09

61%

1050
10
1189
119%

4,595

3850

10

11.84

118%

1330
10
638
64%

3,118

3820

10

796

80%

1180
10
10.25
103%

4,743

3980

1189

118%

1330
10

1111

111%

5,169

3780

10

13.65

136%

00
0
#DIv/0!
#OIV/0!

1,707

00

#DIVID!

#DIVIO!

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Qct-02
Peggy
Date Sipes
1-Oct
2-Oct 26
3-Oct
4-Qxt 51
5-0c¢t
6-Oct
7-Oct 78
8-Oct 54
89-Oct 38
10-Oct 61
11-Oct 52
12-Oct
13-Oct
14-Oct 61
15-Qct 38
16-Oct 75
17-Oct 73
18-Oct 74
19-Oct

20-Oct

Cathy
Schriefer
77
86
79
85

161
a3
68
145
94

83
106
77
106
9

Stacy
Owens
51
53
3
45

94
63
19

23

48
30

Carrie

Stepp
19
34
30
42

89
28
57
27
40

53
72
14
33

Beverly
Horton
71
74
33

Kathy
Brooks
50
47
45
57

18
56
45
38
62

56
63

52
63

Sondra
Stone
33
70
56

114
60

69
24

86

Becky

Ashby
94
65
57
88

79

130

103
120
46

134
108

Kelly

L.ynne
25
92
71
117

186
86
a0
89
57

105
101

29
44

1330
10
1007
101%

5,054

427 0

10

11.84

118%

Pat

James
101

66

114
79

84
85

70
92
19
58
122

06
0
#DIVIO!
#DIVIO!

2,621

00

#DIv/o!

H#DII0!

LeefAnn
Merritt
36
1
30
35

47
81

#DIVIO!
#OHV/G!

00  12KAW_R_1AGDR_40D_ATT 071106

g 90
9B 77
110%

1,886 43,714

60 3836

#DIVIGY 111 07

#DIVIGT 123%

Totat
557
558
498
520

4]
0
852
598
507
535
567
0
0
670
592
557
541
583
0
Q

Other

% Total
4%
4%
4%
4%
0%
0%
6%
4%
4%
4%
4%
0%
0%
5%
4%
4%
4%
4%
0%
0%
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21-Oct 70 110 22 103 68 99 20 137 112 48 7AW _ RS AGDR_40D_ATT 071106

22-Oct 65 28 75 81 44 68 34 78 42 26 541 % 37 of 137
23-Oct 78 53 57 59 8 29 139 60 56 539 4%
24-Oct 105 61 56 38 39 114 64 12 45 534 4%
25-Oct 75 19 62 38 g5 141 71 35 1 537 4%
26-Oct 0 0%
27-Oct 0 0%
28-Oct 46 48 63 62 94 49 110 160 91 723 5%
29-Oct 56 109 52 74 36 13 99 105 31 575 4%
30-Oct 37 71 82 13 57 57 115 87 519 4%
31-Oct 56 96 51 57 34 69 2 24 68 17 474 4%
Total 1021 2071 B65 1021 605 1059 1031 1B55 1920 1465 451 0 13364  100%
%Total 8% 15% 6% 8% 5% 8% 8% 14% 14% 11% 3% 0% 100%

Hours 1260 1610 1330 1540  63.0 1540 1120 1540  161.0  133.0 135 1

Goal 10 10 10 10 10 10 10 10 10 10 100

CSR 810 1286 650 663 960 6 88 21 1265 1193 1102 #DIVIO!  #DIVIO! 9892

% Goal 81% 129% 65% 66% 96% 69% 92% 120% 119% HO%  #OIV/I0L #DIVIG 99%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Nov-02
Peggy Cathy Stacy Carrie  Beverly Kathy Sondra  Becky Kelly Pat {eeAnn

Date Sipes  Schriefer Owens  Stepp Horton  Brooks  Stone Ashby Lynne  James  Mermrilt Other Totat % Total
1-Nov 46 a7 a7 43 105 39 64 2 89 33 545 5%
2-Nov a 0%
3-Nov 0 0%
4-Nov 62 123 78 22 81 70 105 39 113 80 773 7%
5-Nov 24 B5 54 33 47 13 81 80 55 21 493 4%
6-Nov 21 110 85 63 48 159 13 499 4%
7-Nav 54 77 47 g3 49 85 45 29 479 4%
8-Nov 59 101 16 135 60 57 108 4% 577 5%
9.Nov 0 0%
10-Nov 0 0%
11-Nov 63 114 45 65 74 51 g2 86 67 857 5%
12-Nov 60 91 43 15 137 87 56 23 114 44 639 &%
13-Nov 42 72 78 72 105 43 94 72 70 848 6%
14-Nov 72 93 57 13 47 57 109 18 76 38 580 5%
15-Nov 84 104 54 66 34 72 88 71 64 38 655 6%
16-Nov 0 0%
17-Nov 0 0%
18-Nov 76 172 81 77 155 5 163 83 135 47 8%
19-Nov 66 66 49 &7 52 51 107 21 81 47 30 637 5%
20-Nov 45 g1 35 21 77 29 85 106 &80 24 583 5%
21-Nov 80 92 7 71 9 104 69 78 38 548 5%
22-Nov 57 43 g 51 28 76 B2 47 101 61 555 5%
23-Nov 0 0%
24-Nov 0 0%
25-Nov 55 63 70 31 101% 149 67 176 9 7241 6%
26-Nov 70 35 53 68 9 88 129 116 32 668 5%
27-Nov 1 23 20 58 116 g7 35 494 4 449 4%
28-Naov 0 0%

28-Nov 0 0%



30-Nov
Total 1017 1531 785 79N 1203 786 828 1255 1337
%Total 9% 13% 7% 7% 10% 7% 8% 1% 12%

Hours 126 0 1120 1180 1120 98 0 126.0 84 0 880 1330
Goat 10 10 14 10 10 HY 10 10 10
CSR 847 13 67 668 7.06 12.28 6.24 1105 12 81 1005

% Goal 81% 137% 67% 7% 123% 62% 110% 128% 101%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Dec-02
Peggy Cathy Stacy Camie  Beverly Kathy  Sondra  Becky Kelly

Date Sipes  Schriefer QOwens  Stepp Horton  Brooks Stone Ashby Lynne
1-Dec

2-Dec 81 a0 143 14 156 183 174
3-Dec 34 85 27 17 68 3t 63 B4 50
4-Dec 55 66 33 33 79 27 72 46
5-Dec &3 86 5 53 82 28 69 14
6-Dec 59 21 49 73 50 123 6
7-Dec

8-Dec

g-Dec &5 139 a3 17 127 70 53 141

10-Dec 37 a0 57 68 94 a9 49 108 18

11-Dec 54 100 7 45 51 4 118 81

12-Dec 54 110 32 69 4 28 110 25

13-Dec 1A 90 20 81 106 35 65 63

14-Dec

15-Dec

16-Dec 82 128 5 49 132 40 139

17-Dec 57 113 65 28 89 58 11 116

i8-Dec 69 66 51 47 29 1 66

19-Dec 52 128 44 56 40 49 13 8 &6

20-Dec 173 53 53 41 64

21-Dec

22-Dec

23-Dec 109 165 85 87 48 30 38 9

24-Dec

25-Dec

26-Dec 33 104 72 5% 103 18

27-Dec 63 24 91 4 138 1111

28-Dec

29-Dec

30-Dec 74 166 1 143 142 158

31-Dec 58 134 55 84 a1
Totat 1110 1964 6687 756 1219 750 626 1870 920

% Fotal 9% 16% 8% 6% 10% 5% 5% 16% 8%

Hours 1330 126 0 1050 1050 1180 1190 810 126 105.0
Goal 10 10 10 10 10 10 10 10 10
CSR 835 15 59 635 7.20 10 24 630 6 88 14 84 876

% Goal 83% 166% 64% 2% 102% 63% 69% 148% 88%

1518
13%

1260
10
1206
121%

Pat

James

121
119
86
49
a7

140
71
93
107
108

152
24
118
45
61

98

as

91
1618
13%

126 0
10
12.84
128%

431
4%

#DIVIG!
#OIVIOL

L.eeAnn
Merritt

14
46

50

26
49

50

43
70

14
27

72
34
495
4%

#DIVIO!
#DIVO!

0%

#DIV/O!
#OIVIO!

Other

0%

#DIVIo!
#DIVI0!

KAW_RAGDR_40D_AT
0 07

11593
100%

1134
100
102.23
102%

Total

266

458

0
794
537

11985
100%

56
100
103 85
104%

100%

% Total
0%
8%
5%
4%
4%
4%
0%
0%
7%
6%
5%
5%
5%
0%
0%
6%
5%
4%
5%
4%
0%
0%
5%
0%
0%
4%
4%
0%
0%
7%
4%

100%

T_071106
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DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Fourth Quarter 2002
Peggy
Sipes

Oct
Total

Hours
Goal
CER

% Goal

Nov
Total

Hours
Goal
CSR

% Goal

Dec
Total

Hours
Goal
CSR

% Goat

Fourth Quarter 2002

Total
Calls

Available
Hours

Goal Per
Hour

CSR
Calls Per
Hour

CSR
Percent
of Goal

1021
1260
10
810
81%

M7
126 0
10
807
81%

1110
1330
10
835
B3%

3,148

3850

10

818

82%

Cathy
Schriefer

2071
1610
10
12 86
129%

1531
1120
10
13 67
137%

1964
126.0
10
1569
156%

5,566

3890

10

1395

139%

Stacy

Owens

865
1330
10
6 50
65%

795
1190
10
6.68
67%

667
1050
10
635
64%

2327

3570

i0

6 52

65%

Carrie
Stepp

1021
154 0
10
6.63
66%

791
1120

7.06
71%

756
1050
10
720
72%

2,568

37t 0

10

682

69%

Beverly
Horton

605
630
10
960
96%

1203
98 0
10
12.28
123%

1218
1190

10.24
102%

3,027

2800

10 81

108%

Kathy
Brooks

105%
1540
10
6 88
69%

786
1260

624
62%

750
1180
10
630
63%

2,595

3880

10

650

55%

Sondra
Stone

1031
11260
16
921
92%

928
840
10
1105
110%

626
91.0
10
688
69%

2.585

2870

10

201

90%

Becky
Ashby

1855
154 0
10
1205
120%

12E5
980
10
1281t
128%

1870
126.0
10
14 84
148%

4.980

3780

13 17

132%

Kelly
Lynne

1920
1810
10
1193
119%

1337
1330

1005
101%

920
105.0
10
876
88%

4,177

383 0

10

10 47

105%

Pat
James

1465
1330
10
11.02
110%

1519
126 0
10
12.06
121%

1618
1260
10
1284
128%

4,602

3850

10

185

120%

L.eeAnn
Merritt

451
0.0
0
#DIVIOL
#DIVIO!

431
00
G
#DIv/ot
#OIVIG!

495
00
0
#OIVI0!
#ENVIO!

1,377

o0

#DIvVio!

#DIVIO!

Other

0
00
0
#OWVIH
#OHVIOH

0
0o
0
#DIVIO!
#DIVIO!

0
nao
G
#DIV/D!
#DIVIO!

0

00

#DIVIG!

#DIvio!

KAW_R_1AGDR_40D_ATT_071106

Totai

13364
1351
100
98 92
93%

11593
1134
100
10223
102%

11995
1155
100
103 85
104%

36.852

364 0

160

101 52

102%
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DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE
Year to Date 2002

Pegay Cathy Stacy Carrie  Beverly Kathy Sondra  Becky Kelly
Sipes  Schriefer Owens  Stepp  Horion  Brooks  Stone  Ashby Lynne

Total
Calls 12288 21122 9.049 9.759 15297 11038 13,110 17684 13,605

Available
Hours 15540 16590 12380 15180 14770 15820 13790 15680 10920

Goal Per
Hour 10 ko 10 10 10 10 10 10 10

CSR
Cails Per

Hour 791 1273 730 642 10.36 698 9 51 1128 12 46

CSR
Percent

of Goal 79% 127% 73% 64% 104% 70% 85% 113% 125%

KAW_R_1AGDR_40D_ATT_071106

at teefnn
James Merritt Other Total

17,530 §,014 3,241 152.739

1596 O a0 a0 15353

10 160

1098  #DIV/O!  #DIVIGE 6848

110% #DIVIO!  #DIVID! 99%
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DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Jan-02

Date
1-Jan
2-Jan
3-Jan
4-Jan
5-Jan
6-Jan
7-Jan
8-dan
8-Jan
10-dan
11-dan
12-Jan
13-dan
14.dan
15-Jan
16-Jan
17-dan
18-Jan
19-Jan
20-dan
21-Jan
22-Jan
23-dan
24-Jan
25-Jan
26-Jan
27-Jan
28-Jan
28-Jan
30-Jan
3i-Jan

“Total 2002 MTD

Total 2001 MTD

‘Total 2002 QTD -

Total 2001 QTD

“Total 2002 YTD

Total 2001 YTD

Number of Calls
Answered Abandoned

0
737
640
615

31

0
887
723
604
616
644

29

0
844
666
562
587
526

23

0
491
641
530
471
564

22

0
731
589
488
490

12,739
12,739

12,739

RIRCTE

13,781

40

44

32
2

53
42
40
25
20

21
21
25
18
20
1

16
8
23
13
14
i

"
20
g
32

GBS

asg

e

791

791

791

Total
4]
777
684
647
33
0
940
765
644
641
664
25
4]
865
687
587
605
546
24

507
649
5563
484
578

742
609
497
522

14,302 -

13,530

14,3027

13,530

14,302 -

13.530

%

95%
94%
95%
94%

94%
95%
94%
96%
7%
100%

98%
97%
6%
97%
96%
86%

87%
89%
96%
7%
88%
95%

938%
97%
98%
94%

96% ..

94%

96%

94%

1 96% .

94%

Home

Agents
0
413
3p3
am
0
0
206
301
190
209
253
0
0
389
283
211
197
207
0
0
255
289
179
188
264
)
4
284
262
189
189

6,841

- 5Ee

6,841

5682

6,841

5682 ¢

Daily
% Total

53%
44%
47%

31%
35%
30%
33%
38%

45%
43%
36%
33%
38%

50%
45%
32%
38%
48%

38%
43%
40%
38%

51%
40%
51%

51%

.4.0%_:.__ -

4%

Seconds
Avg Wait Avg Delay
Befcre Answered  Before Abandoned
47 68
67 72
32 82
56 a9
a8 97
35 63
27 685
23 81
18 73
29 68
20 70
15 53
14 89
15 43
20 62
14 77
14 70
11 73
19 79
23 37
13 104
35 78
L2r T30
78

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Feb-02

Date
1-Feb
2-Feb
3-Feb
4-Feh

Number of Calis
Answered Abandoned

514
35
0
7

25
1

19

Total
539
36
0
730

95%
97%

97%

Hame

Agents
298
0
0
313

Daily
% Total
58%

43%

Seconds
Avg Wait Avg Delay
Before Answered  Before Abandoned
28 71
35 68

KAW_R_1AGDR_40D_ATT_071106

Waik Up
Cs

Counter

37
52
44

60
39
28
34
37

50
50
34
a7
39

24
36
31
27
41

a7
40
39
40

755

EeE

7585

S pes

755

Walk Up

Cs
Counter
28

28
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5-Feb
6-Feb
7-Feb
8-Feb
9-Feb
10-Feb
11-Feb
12-Feb
13-Feb
14-Feb
15-Feb
16-Feb
17-Feb
18-Feb
19-Feb
20-Feb
21-Feb
22-Feb
23-Feb
24-Feb
25-Feb
26-Feb
27-Feb
28-Feb

‘Total 2002 MTD 507

Total 2001 MTD

Total 2002 QTD -
Total 2001 QTD
Total 2002 YTD -

Total 2001 YTD

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Mar-02

Date
1-Mar
2-Mar
3-Mar
4-Mar
5-Mar
6-Mar
7-Mar
8-Mar
S-Mar
10-Mar
11-Mar
12-Mar
13-Mar

583
468
520
531
23
0
808
599
495
508
528
30
0
593
647
572
508
613
20
0
727
556
485
501
0
0
0

10,921
23,660

23,660

Number of Calls

Answered
516
23
0
787
518
518
546
517
25
0
741
551
521

11,573

25374

i8
10
9
21

37

22
15

12
ih
20
25
28

16
19

SEEC AR

484
1,275

1,275

Abandoned
8

48
25
19
16
"
1

23
22
29

601
476
539
552
24

845
629
517
523
536

32

605
662
583
528
638
21

755
586
501
520

1,978

11,405

126,280

24,935

26,280

24,935

Totat
534
23
0
835
543
537
562
528
26
0
764
573
550

97%
98%
96%
96%
96%

896%
95%
Q6%
87%
§9%
4%

98%
98%
8%
96%
95%
95%

96%
95%
97%
96%

97%
96%

6%

95%

BeY

95%

%
87%
100%

4%
95%
96%
97%
98%
96%

97%
96%
95%

251
193
180
238

365
269
176
266
228

260
246
240
262
287

287
261
188
156

Seiaert

5,237

010,683 5

12,078

12,078

Home

Agents
229
8]
0
275
272
247
225
210
0
0
324
216
214

10,653 °F

42%
41%
35%
43%

43%
43%
34%
51%
43%

43%
37%
41%
50%
45%

38%
45%
37%
30%

LAz

46%

A%

48%

48%

Daily
% Tolai

44%

33%
50%
46%
40%
40%

42%
38%
39%

25
25
20

36

31
25

18
17
20
32
44

A

22

48

26
25

27
i8
34

66
44
61
74

75
84
92
69
120

66
64
82
61
85

Seconds
Avg Wait
Before Answered

Avg Delay
Before Abandoned

91

83
89
69
114
96

63
62
82

KAW_R34AGDR_40D_AT

a5
29

37
30
36
4
39

32
34
53
40
30

43
53
56
34

S TRT
.. B4
R Wax k!
1,396
1,633
1,396

Walk Up
Cs

Counter
28

44
35
46
35
28

28
45
51

T_071106
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14-Mar 502
15-Mar 510
16-Mar 21
17-Mar 0
18-Mar 761
19-Mar 553
20-Mar 501
21-Mar 541
22-Mar 479
23-Mar 25
24-Mar 0
25-Mar €683
26-Mar 536
27-Mar 491
28-Mar 465
28-Mar 0
30-Mar 19
31-Mar 0
“Total 2002 MTD

Total 2001 MTD

Tolal 2002 QTD .~ 36,674

Total 2001 QTD 35323

1880

Total 2002 YTD 7 36674 T

Totai 2001 YTD 35,323

DAILY CALLS ANSWERED / HOME AGENTS /f WALK IN CUSTOMERS REPORT

First Quarter 2002

Number of Calis
Answered Abandoned

Jan
Total 13,751
Feb
Total 11,573
Mar

Totai 14,350

20

20

18

12
35

19

18
11

a9

959

Ciags

2,234

13857

2,234

551

405

439

522
530
21

779
572
513
576
454
26

702
574
510
476

18

11,7880

12,622

38,069 - -

37,557

38,089

37,557

Total

14,302

11.978

11,789

86%
S6%
100%

8%
97%
98%
4%
97%
96%

97%
93%
96%
98%

100%

153
227

244
199
249
193
205

248
244
288

Q6% T A T

92%

e% T

94%

G T

94%

%

96%

97%

96%

Home
Agents

5,682

4,971

4713

29%
43%

3%
35%
48%
34%
41%

35%
43%
56%
53%

0 4%

47%

Daily
% Totai

40%

42%

40%

35

40
37
18
25
34

27

27

30

58

75
74
55
87
76

68
118
54
50

Seconds
Avg Wait
Before Answered

Avg Delay
Before Abandoned

73

71

76

KAW_R¢1AGDR_40D_AT

36
38
38
31
39

34
34
38
32

Walk Up
CS

Counter

866

767

732

T_071106
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First Quarter 2002

Total

36.674 1395

38.069

86%

15,366

40%

DAILY CALLS ANSWERED / HOME AGENTS /{ WALK IN CUSTOMERS REPORT

Apr-02

Date
-Apr
2-Apr
3-Apr
4-Apr
5-Apr
6-Apr
7-Apr
8-Apr
9-Apr
10-Apr
11-Apr
12-Apr
13-Apr
14-Apr
15-Apr
16-Apr
17-Apr
18-Apr
19-Apr
20-Agr
21-Apr

Number of Calls

Answered Abandoned

796
560
500
517
540
20
0
685
502
433
413
442
18
0
686
529
527
546
504
14
0

79
48
16
17
26
4

32
25
24
24
18
1

45
30
21
14
17
0

Total
875
608
516
534
566

24
]
77
527
457
437
481
19
G
731
558
548
560
521
14
0

Y
91%
Q2%
87%
97%
95%
83%

96%
95%
95%
95%
96%
95%

94%
95%
86%
8%
7%
100%

Home

Agents
282
208
21
204
273

0
0
308
220
178
176
188
0
0
187
130
210
252
276

Daily
% Tatal
35%
34%
41%
38%
48%

43%
42%
39%
40%
1%

28%
23%
38%
45%
53%

28 74
Seconds
Avyg Wait Avg Delay
Before Answered  Before Abandoned

76 79
52 g8
20 69
25 60
23 73
27 80
24 98
15 132
58

20 96
40 86
39 63
26 g9
26 o6
38 57

KAW_R_1AGDR_40D_ATT_071106

2,365

Walk Up
Cs
Counter
50
24
3o
43
42

41
43
18

26
35
21

26
29
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22-Apr
23-Apr
24-Apr
25-Apr
26-Apr
27-Apr
28-Apr
28-Apr
30-Apr

Total 2002 MTD
Total 2001 MTD

“Total 2002 QTD

Total 2001 QTD

“Total 2002 YTD

Total 2001 YTD

707
504
521
546
547
22

788
579

11,282

11,282

4842100

46,605

oAt

28
35
22
24

39
24

835

640

CEpasT

640

22,080

2,874

735
539
543
570
568
22

828
603

13,082 -

11,922

113,082

11,922

N

48479

86%
4%
96%
96%
96%
100%

85%
96%

95%

95%

Trgseh

95%

Cggy

94%

312
194
201
180
137

309
271

i ages

5,158

405

5,158

a0y

22,748

42%
36%
37%
32%
24%

37%
45%

g

43%

43%

46%

28
27
18

27

35
36

A8 e

AR

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

May-02

Date

1-May

2-May

3-May

4-May

5-May

6-May

7-May

8-May

9-May

10-May
11-May
12-May
13-May
14-May
15-May
16-May
17-May
18-May
19-May
20-May
21-May
22-May
23-May
24-May
25-May
26-May
27-May
28-May
29-May
30-May

Number of Calis

Answered  Abandoned

484
472
463
14
0
748
539
514
501
496
21
0
704
554
558
596
553
20
0
674
608
582
578
562
18
0
0
898
607
584

21
22
9

36
34
21
28
35
3

20
10
34
18
19
2

32
34
34
43
20

0

53
23
22

Totat
505
494
472

14
0
784
573
535
529
531
24
0
724
564
592
614
572
22
0
7086
642
616
621
582
18
0
0
g51
630
616

%
96%
96%
98%
100%

5%
94%
96%
95%
93%
88%

97%
98%
94%
97%
97%
91%

95%
95%
94%
93%
97%
100%

84%
96%
96%

Home
Agents
236
169
245
0
0
227
183
186
141
204
0
o
258
218
191
175
184
Q
0
180
187
192
126
157
0
0
0
332
218
152

Daily
% Total
49%
34%
52%

28%
32%
35%
27%
38%

36%
39%
32%
29%
32%

25%
29%
31%
19%
27%

35%
35%
25%

53
101
61
76
100

Seconds
Avg Wait Avg Delay
Before Answered  Before Abandoned
23 93
39 a1
23 62
46 89
26 96
20 56
21 112
44 80
25 55
22 110
29 82
24 47
24 83
34 59
36 94
3B 89
54 74
42 75
47 74
3 78
35 58

KAW_RS57AGDR_40D_ATT_071106

28
33
25
53

49
36

g

750
778
750

Cneagas

2972

Walk Up
Cs
Counter
36
34
39

49
37
27
27
33

49
29
27
41
45

35
28
39
19
27

54
32
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31-May 532 15 547 97% 225 41% a0 | 45 KAW_R25AGDR_40D_ATT 071106

Total 2002 MTD 042,800 770 688 1 13,4781 06% R T 4,380 U BR% gy e i e 760"
Total 2001 MTD 11,629 6544 12,273 95% 4,910 40% 52 82 . 819
“Total 2002 QTD 1 25,337 717 1,228: 70 26,560.° 0 95% 1T G285 T IAS% T T T B3
Total 2001 QTD 22,911 1,284 24195  95% 10,068  42% o ) 1,569
Total 2002 YTD 062,001 20 2,618 0 84,620 - 0B% T U R 861 BB T e e e e 39_;}3:;
Total 2001 YTD 58,234 3518  61.752  94% 27658  45% 3,791
DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Jun-02 Seconds Walk Up

Number of Calis Home Baily Avg Wait Avg Delay Cs

Date Answered Abandoned Total % Agents % Total Before Answered  Before Abandoned Counter

1-Jun 29 29 100% 0

2-Jun 0 0 0

3-Jun 850 60 910 93% 307 34% 84 85 52

4-Jun 637 54 691 92% 242 35% 84 104 36

5-Jun 535 24 559 96% 158 28% 48 80 26

-Jun 506 37 543 93% 66 12% 65 94 32

7-Jun 608 27 635 965% 162 26% 44 77 45

8-Jun 23 2 25 92% ]

9-Jun 0 0 0

10-Jun 827 41 868 95% 213 25% 58 54 45

11-Jun 595 28 523 965% 158 25% 46 89 31

12-Jun 517 45 562 92% 190 34% 57 89 37

13-Jun 528 28 556 95% 169 30% 45 72 37

14-Jun 550 51 604 82% 224 37% 59 117 42

15-Jun 0 0 0

16~Jun 0 0 0

17-Jun 777 a1 868 0% 364 42% 88 104 64

18-Jun 629 19 648 97% 186 30% 43 59 35

19-Jun 542 38 581 93% 182 3% 50 73 27

20-Jun 574 28 602 95% 141 23% 45 50 27

21-Jun 53 27 558 95% 131 23% 38 59 43

22-Jun 0O 0 4

23-Jun O 0 0

24-Jun 781 120 901 87% 179 20% 102 112 48

25-Jun 609 61 570 91% 175 26% 92 ag 37

26-Jun 542 39 581 93% 120 21% 61 66 31

27-Jun 517 33 550 94% 99 18% 54 101 28

2B-Jun 568 45 613 93% 160 26% 59 91 38

29-jun 0 0 0

30-Jun 0 0 0
Total 2002 MTD 112,275 ~ 0 2 BO9. THABAT4 0 S 93% 3836, 28% o B e T T e
Total 2001 MTD 12,574 654 13,228 95% 5524  42% 43 79 )
Total 2002.QTD . © 37,612 © 112,122 739,734 T 08% T i A2,020 T UBA0 T D T e T T B g ogg
Total 2001 QTD 35,485 1,938 37,423  95% 15502  42% o 2,369
Totat 2002 YTD 074,286 70 U3 B1Y L 77,803 BEY% 28,287 T BB T e R L e L T T g

Total 2001 YTD 70,808 4,172 74,980 94% 33,182 44% 4.591
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DAILY CALLS ANSWERED f HOME AGENTS f WALK IN CUSTOMERS REPORT
Second Quarter 2002

Seconds
Number of Calls Home Daily Avg Wait Avg Delay
Answered Abandoned Total % Agents % Total Before Answered  Before Abandoned
Apr
Total 12,447 635 13.082 95% 4.905 37% 32 81
May
Tofal 12,890 588 13,478 86% 4,380 32% 33 76
Jun
Totat 12275 898 13,174 3% 3,636 28% 62 84
Second Quarter 2002
Total 37,612 2,122 39.734 95% 12,921 33% 42 81

KAW_R_1AGDR_40D_ATT_071106

Walk Up
Cs
Counter

778

760

761

2,289
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DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Jui-02

Date
1-Jul
2-Jul
3-Jul
4-Jul
5-Jui*
6-Jul
T-Jell
B-Jui
S Jul
10-Jut
11-Jul
t2-Jup*
i3-Jul
14-Jul
15-Jul
16-Jul
17-Jul
18-Jul
189-Jul
20-Jul
Z21-Jul
22-Ju
23-Jul
24-Jui
25-Jut
26-Jul
27-Jul
28-Jul
29-Jul
30-Jul
3-dugr

Total 2002 MTD.

Total 2001 MTD

Total 2002 QTD

Total 2601 QTD

Total 2002 YTD

Totai 2001 YTD

Number of Calls

Answered Abandoned

723
588
539

1143

UA4s12

13,935
13,935

84,743

45120000

88,798

42
32
49

69
50
41

74

43
33
59
54
28

85
30
48
58
41

193
82
147

1,308

761

4303

761

ag

4,833

Total
765
620
588

863
747
673
619
627

983
705
613
667
615

1066
840
1280

15,8157

14,696

CiEs T

14,696

93,618

89,676

%
95%
95%
R2%

93%
93%
3%
94%
88%

95%
86%
N%
91%
96%

91%
86%
92%
91%
93%

82%
90%
89%

..9:2%_ e

95%

92%

85%

Q5%

94%

Home
Agents
248
189
119

146
1
169

269
223
216
187
219

298
235
227
265
245

41
302
513

Casor

6,164

4807

6,164

33484 T

39,346

Daily
% Total
34%
30%
20%

21%
23%
25%
14%
28%

3%
30%
32%
25%
35%

30%
33%
37%
40%
40%

39%
36%
40%

42%
42%

5%
44%

3%

31%

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Aug-02

Date
1-Aug*
2-Aug

Number of Calls

Answered Abandened

2760
718

181
148

Total
2841
B6G

%
94%
83%

Home
Agents
678
121

Daily
% Total
25%
14%

Seconds
Avg Wit Avg Delay
Before Answered  Before Abandoned
60 70
36 52
57 70
78 68
72 758
64 81
53 70
128 128
66 73
50 72
73 96
58 a7
46 B9
79 88
&1 98
58 89
8z 102
53 116
82 86
58 88
BB Bg
T A
Seconds
Avg Wait Avg Delay
Before Answered  Before Abandoned
485 61
137 139

KAW_R_1AGDR_40D_ATT_071106

Waik Up
Ccs
Counter
4B
37
3B

40

56
54
28
43
44

35
41
48
41
43

51
a6

23
48

55
36
4t

776
et
778
5,583
5,367

Walk Up
cs
Counter
42
47

‘918
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3-Aug 0 0 0 KAW_R_1AGDR_40D_ATT 071106

4-Aug 0 0 0 49 of 137
5-Aug 875 105 980 89% 331 34% 105 94 61
6-Augy 678 79 757 90% 276 36% a3 109 39
7-Aug 610 82 692 88% 202 29% 88 o4 40
8-Aug 625 76 701 89% 85 12% 98 107 45
9-Aug 778 102 880 88% 107 12% 113 116 51
10-Aug 0 0 0
11-Aug 0 0 0
12-Aug 809 a5 894 90% 358 40% 98 96 51
13-Aug 628 95 723 87% 185 26% 82 82 28
14-Aug 581 71 652 89% 135 21% 109 121 44
15-Aug 635 78 713 89% 192 27% 102 85 46
16-Aug 533 a5 728 87% 222 30% 121 124 56
17-Aug 0 0 0
18-Aug 0 0 0
19-Aug 929 134 1083 87% 292 27% 125 103 83
20-Aug 638 42 680 84% 250 37% 68 76 32
21-Aug 562 26 588 96% 173 29% 66 74 40
22-Aug 539 98 637 85% 114 18% 116 143 31
23-Aug 611 72 683 89% 151 22% 92 101 45
24-Aug 0 0 G
25-Aug 0 0 0
26-Aug 855 79 934 92% 314 34% 108 ag 85
27-Aug 629 50 678 93% 198 29% 76 97 51
28-Aug 561 55 616 91% 161 26% 83 g 45
29-Aug 599 74 673 89% 140 21% a2 131 29
30-Aug 581 44 625 93% 213 34% 66 93 61
o 3tAug O D _
Total:2002 MTD 16,834 - . 4,871 .. 018,705 " 190% . nh ot 4,808 1 26% k0 085 L 02 02
Tolal 2001 MTD 14,259 7Bz 15011 95% 8,045  40% 48 79 878
Totat2002 QTD 77 731,346 - 3 174 170 084,520 0% T R NG 805 T agYe e L e e A g3y

Total 2001 QTD 28,194 1,513 29,767 95% 12,208 41% 1,654
Total 2002 YTD - 405,632 - 6,691~ 192,323 1-94% 00 38092, 34% SRR T 6,505
Total 2601 YTD 899,002 5,685 104,687 95% 45,391 43% 6,245
DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Sep-02 Seconds Walk Up

Number of Calis Home Daily Avg Wait Avg Delay Ccs

Date Answered Abandoned Total % Agenls % Total Before Answered  Before Abandened Counter

i-Sep 0 0 0

2-Sep 0 0 0]

3-Sep 738 90 828 89% 220 27% B5 105

4-Sep 610 45 655 93% 191 28% 52 g0

5-Sep 546 52 598 91% 96 16% 64 108

6-Sep 619 49 668 83% 223 33% Tt 101

7-Sep 0 0 0

8-Sep 0 0 0

8-Sep 800 48 949 95% 307 32% 66 70

10-Sep 745 B9 834 898% 242 29% 88 88

11-Sep 508 42 550 92% 185 34% 43 99



12-Sep 551 44 595 93% 180 30% 78 94

13-Sep 613 69 682 90% 230 34% 91 104
14-Sep 0 0 0
15-Sep 0 0 0
16-Sep 802 57 859 93% 272 32% 73 74
17-Sep 626 83 679 92% 182 27% 77 10
18-Sep 582 53 635 92% 198 31% 70 99
19-Sep 531 35 566 94% 148 26% 45 B3
20-Sep 515 63 578 89% 139 24% 72 115
21-Sep 0 0 0
22-Sep 0 0 4]
23-Sep 685 83 768 B9% 237 31% 83 73
24-Sep 571 85 656 87% 65 10% 115 122
25.Sep 495 58 553 90% 130 24% 80 113
26-Sep 498 54 552 90% 165 30% 91 108
27-Sep 531 42 573 93% a8 17% 70 98
28-Sep 0 o 0
29-Sep 0 o 0
30-Sep 702 71 773 91% 201 26% 96 11
“Total 2002 MTD 1742,368 -0 0,183 5 03, B5 T H01% T A 700 BT TR G g e T s g T
Total 2001 MTD 11,774 543 12,323 96% 5689  46% 45 73
“Total 2002 QTD - 43,71_4': L4 387 "48_.9_71-'._ 31% 13'514 28%: T S R T L
Total 2001 QTD 39,868 2,062 42030 95% 17908  43%
“Total 2002 ¥TD 15 148,000 -0 17,874 425,874 10 04% e AN B0 33
Total 2001 YTD  $10.776 6.234 117,010  85% 51.080  44%

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Third Quarter 2002 Seconds
Number of Calis Home Daily Avg Wait Avg Delay
Answered Abandoned Total % Agents % Total Before Answered  Before Abandoned
Jul
Total 14,512 1,303 15,815 92% 4,907 31% 66 86
Aug
Total 16.834 1.871 18,705 80% 4.888 26% 95 102
Sep

Total 12.368 1.183 13,551 1% 3.709 27% 76 a9

KAW_R_1AGDR_40D_ATT_071106
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Third Quarter 2002

Total

43,714 4,357

48,071

1%

13,514

28%

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Cctd2

Date

1-Oct

2-Oct

3-Oct

4-Oct

5-Qct

6-Oct

7-Oct

8-Oct

$-Oct

10-Oct
11-Oct
12-Oct
13-Oct
14-Oct
15-Oct
16-Oct
17-Oct
18-Oct
19-Cct
20-0ct

557
558
498
520
0
0
852
588
507
535
567
0
G
670
592
557
541
583
¢
0

Number of Calls
Answered Abandoned

41
50
34
70

107
45
43
59
52

80
138
106

80

71

Total
598
508
532
580

0
0
859
643
550
594
819
i}
0
760
730
663
621
654
0
0

%
93%
92%
94%
88%

89%
93%
82%
90%
92%

88%
81%
84%
87%
89%

Home

Agents
165
175
50
139

0
0
78
133
99
66
182
0
0
164
159
121
207
182
0
0

Daily
% Total
30%
29%
17%
24%

8%
21%
18%
1%
29%

22%
22%
18%
33%
28%

79 98
Seconds
Avg Wait Avg Delay
Before Answered Before Abandoned
81 77
66 99
41 97
83 106
107 101
73 70
73 127
83 532
77 73
79 102
137 149
139 133
145 147
86 108

KAW_R_1AGDR_40D_ATT_071106

2,631

Waik Up
Cs
Counter
42
42
44
37

57

29
34
48

47
42
49
43
44
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21-Oct 787 140 927 B85% 193 21% 138 120 KAW_R5$AGDR 40D _ATT 071106

22-0Qct 541 58 600G 90% 180 0% 80 114 35
23-0Oct 538 58 597 90% 198 33% 99 144 41
24-Oct 534 73 607 88% 170 28% 104 115 38
25-Oct 537 89 626 B86% 141 23% 122 125 43
26-0ct 0 0 0
27-0ct 0 0 0
28-Oct 723 812 89% 300 37% ti4 121 4
25-Oct 575 755 78% 155 21% 170 179 35
30-Oct 5§19 644 81% 84 15% 169 146 33
31-Oct 474 552 86% g2 7% 140 131 _ 30
Total 2002 MTD 2543364 215,241 88% L B AR TR L DB s T g I g T
Totai2001MTD 13820 907 14727  94% 65867  38% 62 81 981
Total 2002 QTD - 43,364 -+ 4,877 18,2410 B8% U UBABT L 28% T T e e R g
Total 2001 Q7D 13,820 807 14,727  94% 5,667 38% e 981
Total 2002 YTD. - 5:131,364 - 08,751 144,115 0 0083% 1 A 282 B2 T e e T R L g 96
Total 2001 YTD 124,586 7.141 131,737 5% 56,757 43% 7.922
DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT
Nov-02 Seconds Waik Up
Number of Calls Home Daily Avg Wait Avg Delay Cs
Date Answerad Abandoned  Total % Agents % Total Before Answered  Before Abandoned Counter
1-Nov 545 54 589 91% 215 39% 88 118 40
2-Nov 0 0 0
3-Nov 0 0 0
4-Nov 773 78 851 81% 182 2% 84 116 &4
5-Nov 493 3 524 94% 71 14% 60 103 27
6-Nov 499 g2 591 84% 84 14% 142 156 30
7-Nov 475 62 541 88% 147 27% 92 115 36
8-Nov 577 81 £58 88% 194 25% B3 120 35
9-Nov 0] 0 a
10-Nov 0 0 g
11-Nov 657 65 722 91% 229 2% &0 g4 48
12-Nov 639 72 71 90% 252 35% 84 103 43
13-Nov 648 78 726 89% 241 33% 163 108 35
14-Nov 580 &0 G40 9t% 194 30% g2 131 40
15-Nav 8655 52 707 93% 218 31% 68 86 43
16-Nov 0 0 0
17-Nov 0 0 0]
18-Nov 847 111 1058 80% 394 7% 115 116 53
19-Nov 637 81 718 89% 138 19% 95 129 42
20-Nov 583 &3 636 92% 228 36% 80 94 2
21-Nov 548 75 623 88% 80 13% 100 119 39
22-Nov 555 45 600 93% 139 23% 68 109 37
23-Nov ) 0 4]
24-Nov G 0 G
25-MNav 721 167 888 81% 204 23% 129 11 46
26-Nov 608 84 892 88% 166 24% 140 123 41
27-Nov 449 89 538 83% 98 18% 133 141 34
28-Nov 0 0 0

29-Nov 0 0 0
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30-Nov

Total 2002 MTD
Total 2001 MTD

Total 2002 QTD -

Total 2001 QTD

“Total 2002 YTD. .~

Totai 2001 YTD

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Dec-02

Date
1-Dec
2-Dec
3-Dec
4-Dec
5-Dec
6-Dec
7-Dec
8-Dec
" 8.Dec
10-Dec
11-Dec
12-Dec
13-Dec
14-Dec
15-Dec
16-Dec
17-Dec
18-Dec
19-Dec
20-Dec
21-Dec
22-Dec
23-Dec
24-Dec
25-Dec
26-Dec
27-Dec
28-Dec
29-Dec
30-Dec
31-Dec

Total 2002 MTD

Total 2001 MTD

Total 2002 QTD

Total 2001 QTD
Total 2002 YTD
Total 2001 YTD

0
0
11,593

12,403
24,957
26,223
142,957
136,999

S0
g71

o 3,3_(]7."

1,878

Cae

8112

0
0
013,023
13,374
/28,264
28,101
154,138 -
145.111

Number of Calis

Answered
0
966
624
497
459
478
0
0
845
681
554
565
628
0
0
777
561
447
544
515

458
0

794

537

11,408

37,632

" 154,952

148.408

11,995

36,952 .7

Abandoned

168
77
60
46
45

176
124
126
135
137

129
92
68
124
124

233

83
149

149
63
951
2,829

113,489
9.063

2,308

BB

Total
0
1134
701
557
505
523
5]
0
1021
BO5
680
700
765

943
600

12,360
40,461

168,441 -
157,471

14,303

azser

93%

e
93%
g3%
94%

%

85%
89%
89%
91%
91%

83%
B5%
81%
B1%
B2%

B6%
86%
87%
81%
81%

1%

86%
75%

84%
90%

92%

%

93%

82%

94%

3478

5,009

e
10,676
LUIABTST

61,766

Home

Agents
o}
407
186
206
214
255
0
0
333
239
218
168
182

353
262

BA%

27% i 2

37%

ome

38%

B

43%

Daily
% Total

36%
27%
37%
42%
49%

33%
30%
2%
24%
24%

38%
40%
35%
15%
6%

20%

24%
3%

23%
24%

g

32%

gy

36%

3%

42%

126

109
76

75

88

160
148
149
168
168

151
149
149
158
191

248

Gee

Seconds
Avg Wait
Before Answered

Avg Delay
Before Abandoned

a7

169
109
102
103

120
139
141
158
134

122
140
135
141
164

174

145
188

122
107

. A

KAW_R_1AGDR_40D_ATT_071106

Ciinigag

. Bs8
Ty
1,839
8,089
8,780

Walk Up
cs
Counter

64
42
30
14
37

47
46
43
53
60

51
31

26
42

37

21
40

83
Lgoa
654

+ 2,408 -
2493
S8 793

9,434
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DAILY CALLS ANSWERED /f HOME AGENTS / WALK IN CUSTOMERS REPORT
Fourth Quarter 2002

Seconds Walk Up
Number of Calls Home Daily Avg Wait Avg Delay cs
Answered Abandoned Total % Agents % Total Before Answered  Before Abandoned Counter
Oct
Total 13.364 1,877 15,241 88% 3.481 23% 106 1i7 964
Nov
Totat 11,583 1,430 13,023 85% 3,475 27% a6 115 T30
Dec
Total 11,995 2,308 14,303 B4% 4,199 29% 145 133 B4
Fourth Quarter 2002
Total 36,952 5615 42,567 BY% 11.185 26% 115

121 2,498
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DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT
Year to Date 2002 Seconds Watk Up
Number of Calis Home Daily Avg Wait Avg Delay Cs
Answered Abandoned Total % Agents % Total Before Answered  Before Abandoned Counter

Total 154,952 13,488 168.441 92% 52,956 31% 66 93 9.793



DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE KAW_R_1AGDR_4OD_ATT%OZE 1 gg

Jan-03
Pegay Cathy Carrie  Beverly  Stacy Kathy  Sondra  Becky Pat Kelly LeeAnrn

Date Sipes  Schriefer Stepp Horlen  Owens  Brooks Stone Ashby  James Lynne Merritt Cther Total % Total

1-Jan ] 0%
2-Jan 61 81 5% 67 130 133 78 21 b 650 4%
3-dan 77 108 6 72 127 17 97 27 28 660 5%
4-jan 0 0%
§.Jan 0 0%
6~Jan 71 53 69 123 g 69 137 121 142 6 47 847 6%
7-Jan 63 68 15 47 55 35 142 70 & 40 611 4%
8-.fan 60 1 g2 42 89 110 58 64 4 35 535 4%
9-Jan 63 78 50 55 83 102 104 44 550 4%
10-Jan T4 34 70 44 76 10 77 116 48 649 4%
t1-Jan 0 0%
t2-Jan 0 0%
13.dan 38 86 38 1186 17 8 121 162 93 79 73 896 6%
14~Jan 34 104 63 81 59 35 a1 S0 10 71 42 680 5%
15-Jan 49 a7 53 15 51 20 92 o1 34 49 451 4%
16-Jan 3 125 44 71 46 13 56 B1 82 29 578 4%
17-Jan 56 a7 72 89 12 57 104 75 3z 594 4%
18-lan 0 0%
19-Jan 1] G%
20-Jan 71 104 149 91 g0 117 B3 16 851 4%
21-Jan 51 51 48 96 41 58 83 75 61 47 622 4%
22-Jan 45 123 27 107 35 53 103 41 66 38 45 683 5%
23-Jan 61 58 29 79 43 35 81 86 52 34 37 585 4%
24-jan 55 107 35 109 30 40 88 138 128 34 43 807 6%
25-Jan 3 3 43 13 16 33 58 169 1%
26-Jan 106 36 16 62 0%
27.Jan 71 101 24 119 51 61 95 118 G4 78 72 B43 6%
28-Jan 52 92 45 134 24 32 82 55 66 36 40 658 5%
28-Jan 66 100 45 8 38 5 65 60 a3 § 51 598 4%
30-Jan 63 104 35 7 40 34 106 55 61 7 45 587 4%
31-Jan 67 59 45 98 33 g8 52 92 40 584 4%
Total 1292 1530 922 1862 83z 788 1592 1947 1742 1060 933 0 14600 100%
%Total 5% 10% 6% 13% 6% 5% 11% 13% 12% % 6% 0% 100%

Mours 154 0 119.0 47 0 140 0 1470 1190 126.0 147.0 147 0 1i20 135.8

Goal 10 10 10 10 10 10 10 10 10 10 100

CSR 839 12 86 627 13 30 6 34 662 12863 1324 1185 9 46 107 51
% Goal 84% 129% 63% 133% B3% 66% 126% 132% 119% 95% 108%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Feb-03
Pegoy Cathy Carrie  Beverly  Stacy Kathy  Sondra  Becky Pat Keily LeeAnn

Date Sipes  Schriefer  Stepp Horlon  Owens  Brooks Stone Ashby  James Lynne Merritt Other Total % Total

0 0%
2-Feb 0 0%
3-Feb 75 155 20 168 76 106 40 102 4 748 7%
4-Feb 56 61 48 124 57 &6 47 88 49 57 653 6%

5-Feb 69 112 43 91 20 38 80 al 28 63 565 5%



6-Feb
7-Feb
8-Feb
9-Feb
10-Feb
1i-Feb
12-Feh
13-Feb
t4-Feb
15-Feb
t6-Feb
17-Feb
1B-Feb
18-Feb
20-Feb
21-Feb
22-Feb
23-Febh
24-Feh
25-Feb
26-Feb
27-Feb
28-Feh

Totat
%Tatal

Hours
Goal
CSR

% Goal

9035
8%

1120
HY
808
1%

84

1069
10%

910
10
175
117%

908
8%

1400

649
65%

g1

141
45

123
139

131
83
72

87

1815
17%

1400
10
1296
130%

82
19
46

16

837
8%

1330
10
629
63%

ag
44
60
42

762
7%

1260
10
6.65
60%

80

154
134

52

45
34
48

70

76

1086
10%

1050
10
10 44
104%

29

123

52
el

1433
13%

1330

1077
108%

38
31

58
&7

872
9%

980

992
99%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Mar-03

Date

1-Mar

2-Mar

3-Mar

4-Mar

5-Mar

6-Mar

7-Mar

8-Mar

8-Mar
10-Mar
11-Mar
12-Mar
13-Mar
14-Mar
15-Mar
16-Mar

Peggy
Sipes

64
78
53
62
74

67
53
60
52
63

Cathy
Schriefer

126

72
1o
103

Carrie
Stepp

77

Beverly
Horion

100
104
6%
91
35

Stacy
Owsans

Kathy
Brooks

Sondra
Stone

122
114
16
80
108

Becky
Ashby

Pat
James

35
21

604
6%

LRV

616
62%

Keily
Lynne

116
74
54
67
32

53
66
21
72
50

18

428
4%

LeeAnn
Merritt

29
60

32

50
23
34

0%

(Olher

543
571
0
0
826
630
569
435
502
g
a
298
396
388
340
457
0
0
756
561
480
492
560
0
0
0
10829
100%

1176
100
§2.08
92%

Totat

803
672
580
543
568

866
534
557
547
558

RAW R_1AGDR_40D_ATT_ 071106

5%
0%
0%
8%
6%
5%
5%
5%
0%
0%
3%
4%
4%
3%
4%
0%
0%
7%
5%
4%
5%
5%
0%
0%
0%
100%

% Total
0%
0%
7%
5%
4%
4%
4%
0%
0%
7%
5%
4%
4%
4%
0%
0%
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7-Mar
18-Mar
19-Mar
20-Mar
21-Mar
22-Mar
23-Mar
24-Mar
25-Mar
26-Mar
27-Mar
28-Mar
29-Mar
30-Mar
31-Mar
Total
%Total

Hours
Goal
CSR

% Goal

87
1251
10%

1400

894
88%

122
147
174

114
192
2066
16%
1400

14 76
148%

550
4%

g8

581
56%

106
108

108
168

109
1995
15%

1470

13.57
136%

a5
905
7%

1330
10
680
58%

25
742
6%

1120
10
663
66%

78
1413
11%

1120
10
t2 g2
126%

102
74
35

81

1378
10%

1330
10
10 36
104%

37
69

52
14

74

79
55

114
1314
1%

133.0

988
99%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

First Quarter 2003

Jan
Total

Hours
Goal
CSR

% Goal

Feb
Total

Hours
Goal
CSR

% Goal

Mar
Total

Hours
Goal
CSR

% Goal

Peggy
Sipes

1292
154 0
10
8.39
84%

905
1120

808
81%

1251
1406

894
§9%

Calhy
Schriefer

1530
1190
i0
12 86
129%

1068
M0
16
175
117%

2068
140.0
10
1476
148%

Carrie
Stepp

g22
147 0
10
627
63%

68
1400
10
649
G5%

550
980

561
58%

Beverly
Horlon

1862
1400
10
1330
133%

1815
1400
10
1296
130%

1985
1470
10
13 57
136%

Slacy
Owens

932
147.0
10
6 34
63%

837
1330
10
628
63%

805
1330
10
G 80
68%

Kathy
Brooks

788
1190
10
662
66%

762
126 0
10
605
60%

742
112.0
10
663
66%

Sondra
Stone

1592
126 0
10
1263
126%

1086
1050
10
10 44
104%

1413
112.0
10
12 62
126%

Becky
Ashby

1647
1470
10
1324
132%

1433
1330
10
1077
108%

1378
1330
10
1035
104%

Pat
James

1742
1470
10
11.85
119%

872
980
10
992
99%

1314
1330
10
988
99%

60

69
27
73

45

23
69

75
1071
8%

133.0

805
81%

Keliy
Lynne

1064
1120
10
9 46
95%

604
98.0

616
62%

1071
1330

805
B1%

42
49
37
3
43

434
3%

LeeAnn
Merritt

933
00

428
(LR

434
6o

8
0%

Other

oo

00

0o

705
580
551
514
502

771
574
567
528
652

775
13127
100%

1281
160
102 47
102%

Total

14600
1358
160
107 51
108%

10829
1176
106
92 08
92%

13127
128 1
106
102 47
102%

KAW_R_1AGDR_40D_AT

4%
4%
A%
0%
0%
6%
4%
4%
4%
5%
0%
0%
8%
100%

T_071106
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First Quarter 2003

Total
Catls

Availzble
Hours

Goal Per
Haour

CSR
Calls Per
Hour

CSR
Percent
of Goal

3.448

4060

10

849

85%

4.665

3500

10

1333

133%

2.380

3850

10

618

62%

5672

42790

10

1328

133%

2.674 2.292
4130 3570
10 10
647 642
65% 64%

4.101

3430

10

1 86

120%

4,758

4130

10

1152

1165%

4.028

378 0

10 68

107%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Apr-03

Date
1-Agpr
2-Apr
3-Apr
4-Agr
5-Apr
B-Apr
7-Apr
8-Apr
9-Apr
10-Apr
t1-Apr
12-Apr
13-Apr
t4-Aor
15-Apr
16-Apr
17-Apr
18-Apr
19-Apr
20-Apr
21-Apr
22-Apr
23-Apr
24-Apr
25-Apr
26-Apr
27-Apr
28-Apr
28-Apr
30-Apr

Pegay
Sipes

Cathy

Schriefer

Carrie
Stepp

Beverly
Horton

Stacy Kathy

Owens

Brooks

Sondra

Stone

Becky
Ashby

Pat

James

2.735

3430

797

80%

Keliy

Lynne

1.785

oG

l.eeAnn
Merrift

8

0.0

Other

38.556

381 5

100

101 08

101%

Total

L= e Ik cve L o R e 0 o v v Y e o v Y ov= 8 o o Y v IO o O o i o Y o Y e Y e Y v R o O o s I o o Y s Y e o
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% Total
#DIVIO!
#DIVIOI
#DIVIO!
#DIVIO!
#DIVIO!
#DIVIO!
#DIVIO!
HFDIVIO!
#DIVIO!
#OIV/OI
#ODIVIO!
#DIVIOI
#DIVIO!
#DOIVIO!
#DIVIO!
#DIVIO!
#HDIVIO!
H#DIVIO!
#DIVIOL
RDIVIOL
#OIVIGL
#DIVID!
#DIV/0!
#DIVIO!
#DIVID!
#DIViD!
#DIWVIO!
#FIHVIOL
#DVIOI
#DIVID!



Total 0 0 0 0 0 0 ¢ 0 0
%Total  #DIVIQL  #DIVIG #DIVIDI #DIVIOT #DWVIOE #DIVIOD #DIVIDY #DIVID) #DIV/G!

Hours 154 0 154 0 154 0 1540 1540 154 0 154 0 154 0 184 0

Goal 10 10 10 10 10 10 10 10 10
C8R 000 0.00 0.00 goo oco 000 000 000 000
% Goal 0% 0% 0% 0% 0% 0% 0% 0% 0%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

May-03
Peggy Cathy Carrie  Beverly  Slacy Kathy Sondra Becky Pat
Date Sipes  Schriefer Stepp Horon  Owens  Brooks Stone Ashby  James
1-May
2-May
I-May
4-May
5-May
&-May
7-May
8-May
9-May
10-May
t1-May
12-May
13-May
14-May
15-May
16-May
17-May
18-May
19-May
20-May
21-May
22-May
23-May
24-May
25-May
26-May
27-May
28-May
28-May
30-May
3i-May
Tolal 0 o o 0 0 0 0 0 0
%Total #DIVAOL  #DIVI0D #DIVI0E #DIVIOE  #DIVIOE #DIVIOE  #DIVIDY #DIVIDY  #DIVIDY

Hours 154.0 154 G 154 0 1540 154 0 154.0 154 0 154 0 154.0
Geal 10 10 10 10 10 i0 10 10 10
CSR 000 000 000 0.co 000 (ERH] 000 000 0 GG

% Goal 0% 0% 0% 0% 0% 0% 0% 0% 0%

0
#DIVIO

184 0
10

000
0%

Ketly
Lynne

G
#DIvo!

1540
10
000
0%

0
#OIVIDL

LeeAnn
Merritt

o
#OIVIO

0
#DIVIO!

Cther

0
#DIVID

0
0
#DIV/OL

154 0
100
ERHL
0%

Totat

L it wo o A e [ e Y o Y o [ = Y e Y e Y o % o IR e s O e oo Y o R e O o N e o B e e I e O e e R Y e B e

#DIV/IO

154 0
100
000
0%

#0MN_R_1AGDR_40D_ATT 071106

#OIVI

% Tolal
#DIVID!
#OIVIO!
#DAVID!
#DIVIO!
#Oiviol
#DINH!
#DIVIQ!
#DIVOL
#DOIV/O!
#DIVIO!
£DIVIOL
#DIVIO!
#DIVA!
#DIVIO!
#DIVIQ!
#DIV/D!
#DIV/D!
#DIVIO!
#DIVIQ
#DIVIO!
#DIVIO
#DIVIO!
#DIVIO
#DIVIOY
#DIVIOE
#DIVIOE
#DIVIDH
#DIV/O
#DIVID
#DHV/0E
#DIV/IO
#DIVIOt
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DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Jun-03

Date
f.don
2-Jun
3-Jun
4-Jun
5-Jun
B-Jun
7-Jun
8-Jun
S-Jun
10-dun
11-Jun
12-Jun
13-Jun
14-Jun
15-Jun
16-Jun
17-Jun
18-dun
19-dun
20-Jun
2%-fun
22-Jun
23-Jun
24-Jun
25-Jun
26-Jun
27-Jun
2B-Jun
28-Jun
30-Jun

Total
%Total

Hours
Goal
CSR

% Goal

Peggy
Sipes

0
#OIVIK

1470
10

¢ o0
0%

Cathy
Schriefer

6
FDIVIO!

147 0
10

000
0%

Carrie
Stepp

0
#DIVIO

147 G
10

000
0%

Beverly
Horton

a
#Div/o:

147.0
10
oco
0%

Stacy
Owens

0
#DIV/0!

1470
10
0.00
0%

Kathy
Brooks

¢
#DIVIO!

147.0
10
0.06
0%

Sondra
Stone

0
#DVI

147 0
10
000
0%

Becky
Ashby

g
#DIVIOE

147.0
10
(]
0%

Pat
James

0
#DiVIO

1470
10
6 oo
0%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Second Quarter 2003

Apr
Total
Hours

Peggy
Sipes

0
1540

Cathy
Schriefer

o
154 0

Carrie
Stepp

0
154 G

Beverly
Horton

0
154.0

Stacy
QOwens

0
154 0

Kathy
Brooks

a
184.0

Sondra
Stone

b
154.0

Becky
Ashby

o
154 0

Pat
James

4]
154 0

Kelly
Lynne

0
#DIviol

1470
10
000
0%

Keily
Lynne

154 0

LeeAnn
Merritt

o
#DIvia!

LeeAnn
Merritt

00

Other

0
#DIVio!

Other

00

Total

Lu- R o i o = e B o S o S o e Y B e B o B o B O o Y o Y e Y o e B e B i N Y I o I Y e Y o R e B e B

#DIVIO)
1470
100

G 0o
0%

Total

1540

KAW_R_1AGDR_40D_ATT_ 071106

% Taotal
#DWVIO!
#DIVIO!
#DIVIO!
#DIVIO)
#DIVIH
#DIVIK
#DIVIH
H#OIVIH
#DIVIDL
#OIVIDL
#DIVIY
#EIVIO!
#OIVIDI
#DIv/al
#DIVIO!
#DIVIO!
#DIV/OL
H#NVO
#DIVIOY
#DIVIOY
#DIvV/0t
#DIVI0S
#DIVIDE
#Div/0t
#DIVIO
H#DIVIO!
#DIVIO!
#DIVIC
H#DIVIH
#DIVIH
#DIVIO!
#OIVIH
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Goal 10 10 10 10 10 10 10 10 10 10 0 0 100 KAW_R_1AGDR_40D_ATT_071106

CSR 000 000 000 000 0Go 000 000 0.00 000 .00 000 62 of 137
% Goal 0% 0% 0% 0% 0% 0% 0% 6% 0% 0% 0%
May
Total [} 0 0 0 0 4] H] 0 i} 0 1] 1] G
Hours 154 0 1540 154 0 154 0 154 0 1540 154 0 154 0 154 0 154 0 00 00 154 0
Goal 10 10 10 10 10 10 10 i0 10 10 0 1] 160
CER 000 000 000 000 600 000 000 0 oo 0.00 000 000
% Goal 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%
Jun
Total 4] 0 0 4] 0 0 4] 0 0 0 0 i 0
Hours 1470 1470 147 0 1470 147 0 147 0 1470 1470 147 @ 470 00 00 147 0
Goal 10 10 10 10 16 10 10 10 10 10 0 ] 100
CSR 060 600 000 600 000 000 000 000 000 000 0.00
% Goal 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% G%
Second Quarter 2003
Tolat
Calls 3] i} 0 o} [ 0 0 8] o} 0 0 0 a
Available
Hours 455 0 4550 455 0 455 0 455 0 455 0 4550 455 0 4550 4550 [iR1] oo 4550
Goal Per
Hour 10 10 10 10 10 10 10 10 10 10 0 0 100
CSR
Calls Per
Hour 0G0 Q00 000 000 000 0.00 000 000 000 000 000
CSR
Percent
of Goal 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Jul-03
Peggy Cathy Carrie  Beverly Stacy Kathy Sondra  Becky Pat Kedlly {eeAnn

Date Sipes  Schriefer  Stepp Heorlon  QOwens  Brooks Stone Ashby  .James Lynne Merrit! Olher Total % Total
1-Jul

0 #DIVIO!
2-Jul G #DIVIO!
3-Jud G #DIVIOl
4-Jui 0 #DIVIO
5-Jui G #DIVIO!
6-Jut 0 #DiVIO!
Tedui g #Divion



8-Jui
9-Jut

10-Jul

11 Jul

12-Jul

13-Jud

14-Jul

15-Jul

16-dul

17-Jul

18-Jui

19-Jut

20-Jut

21-Jut

22- 3

23-Jul

24-Jul

25-Jul

26-Jul

27-4ul

28-3ul

29-Jul

30-Jul

31-4ul

Total G 0 0 0 0 0 0 o 0
%Total #DIVIOU  #DIVIO!  #DIVIOT #DIVIDL  #DIVIOT  #DIVIOL #0DIVADL 2DIVIOT  #DIVICI

Hours 1610 161 0 1610 1610 610 161.0 161 0 i610 1671 0

Goal 10 10 10 10 10 10 10 10 10
C8R 000 0006 0.060 0.00 oot 000 0.00 0.6C aoo
% Goal 0% 0% 0% 0% 0% 0% 0% 0% 0%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Aup-03
Peggy Cathy Carrie Beverly  Stacy Kathy  Scndra  Becky Pat

Date Sipes  Schriefer Stepp Horton  Owens  Brooks Stene Ashby  James
1-Aug

2-Aug

3-Aug

4-Aug

5-Aug

B-Aug

7-Aug

8-Aug

9-Aug

10-Aug

11-Aug

12-Aug

13-Aug

14-Aug

15-Aug

16-Aug

17-Aug

18-Aug

0
#DIVIOY

1810
10
000
0%

Kelly
Lynne

o
#OIV/O!

LeeAnn
Maerrit}

0
#DIVIQ

Olher

COCO00O0OOOLOC OO0 OoOCGGOLooO0

#DIVIoI

1510
100
000
0%

Tota

Lo e o Ry o o R Y e e Y i e e i s s N e v Y e o B

#IKAW R_1AGDR_40D_ATT 071106

#DIvIo
#DiviOt
#DIVIO
#DIVIOL
#DIVIOH
#DIVIO!
#DIviol
#DIVIO!
#DIVIO
#RIVI
#DIVIOL
#DIVIAOL
#DIVIOI
#DIV/IO!
#DIVIO
#DIVIOY
#DIVIOY
#DiVIO
#DIV/O!
#DIV/OL
#DIVIOH
#DIVIO!
#OIVID!
#DIVIO!

% Total
#DIVIKH
#OIVIO!
#DIVI0L
EOIVIOL
#DIVIOI
#DIVIQ!
#DIvio!
#Divit
#DIVIOE
#DIVID!
#DIVIOE
#DIVIO!
#DIVIO!
#OIVI
#DIVIK
#EOIVIH
#DIVIO!
#DIVO!
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18-Aug
20-Aug
21-Aug
22-Aug
23-Aug
24-Aug
25-Aug
26-Aug
27-Aug
28-Aug
29-Aug
30-Aug
3-Aug
Totat 0 0 G 0 Y 0 V] 0 0
%Total  #DIV/Ol  #DIVIOD  #DIVIOL  ZDIVIOY  #DIVIOE #DIVIOU  #DIVIDE #DIVIDL #DIVID!

Hours 147.0 147 0 1470 1470 147 0 1470 1470 147.0 1470

Goal 10 10 10 10 10 10 10 10 10
CSR 060 000 000 000 0.00 00D .00 0.00 Goo
% Goal 0% 0% 0% 0% 0% 0% 0% 0% 0%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Sep-03
Peggy Cathy Carrle  Beverly  Stacy Kathy Sondra  Becky Pat
Date Sipes  Schriefer  Stepp Horten  Owens  Brooks Stene Ashby  .James
1-Sep
2-Sep
3.Sep
4-Sep
5-Sep
6-Sep
7-Sep
B-Sep
5-Sep
10-Sep
11-Sep
12-Sep
13-Sep
14-Sep
15-Sep
16-Sep
17-Sep
18-Sep
19-Sep
20-Sep
21-8ep
22-Sep
23-Sep
24-Bep
25-Sep
26-Sep
27-Sep
28-SBep
29-Bep

0
#DIVIO!

1470
10
009
0%

Kelly
Lynne

0
#DIvViot

LeeAnn
Merritt

0
#DIVIO!

Other

oo OoOOoODoOo00o0o

#DIVIO!

1470
100
0co
0%

Tolal

Lo R o B B o o B e [ B v v B e B v o Y o s Y s o o Y e Y o s . B ) Y o i e Y o |

#y_ R_1AGDR_40D_ATT_071106

#OIVIOL T T
#DIViol
#DIVIO!
#OIVIO
#DIVIO
#DIVIO!
#DIVIO!
#DIVIO
#DIVIG!
#DIVIO!
#OIVIO!
#DIVIO!
#DIVIo!

% Total
#OIVIN
#DIVIH
#Divio!
#OIVIO
#DIVIN
#DIVIG!
ROIVIG!
#OIVIO!
ROV
#HOIVIO
#DIVIG
#DIVID!
HOIVIO
HDIVIO
#DIVIDH
#OIVi
ROHVID
ROV
ROV
#DIVID
ROIVAD!
ROV
#DIVID!
#DIVD!
HDIVIO!
FDIVIY
#HOIVIO!
HOIVIO!
#DHVIQ!
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30-Sep

Total
%Total

Hours
Goal
CSR

% Goal

0

#DiVI0t

54 0
10

000
0%

0

#OIVIN

154 0
10

009
0%

0

#DIV/0!

154 0
G

G400
0%

0
#DIVIO!

154.0
10
0.00
0%

0

#DiVIO!

540
10
0.00
(%

]

#DIVI

154 0
10

0.00
0%

0

#DIVIO

154 O
10

000
0%

0

#DIV/O!

154.0
10
0.0G
0%

¢
#DIVIG!

154 0
10
000
0%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Third Quarter 2003
Paggy

Jut
Total

Hours
Goal
CSR

% Goal

Aug
Totai
Hours
Goal
CSR

% Goal

Ssp
Totai
Hours
Goal
CSR

% Goal

Third Quarter 2003

Total
Calls

Available
Hours

Goal Per
Hour

CSR
Calis Per
Hour

Sipes

1610

000
0%

147 0

000
0%

540
10
0.06
0%

o

462 0

10

oco

Cathy
Schriefer

1610
0
000
0%

1470
10
000
0%

154.0
10
0.00
0%

4620

10

000

Carrie
Stepp

1810
10
Gao
0%

1470
10

G o0
0%

154.0
10
000
0%

462 .0

000

Beverly
Hoston

1610
10
000
0%

147 0
10
000
0%

154 0
10
000
0%

462 0

10

000

Stacy
Owens

1610
10
000
(%

14740
10
0.00
0%

1540
10
000
0%

4620

i0

000

Kathy
Brooks

1610
10
Q60
0%

1470
10
000
0%

540
19
0.0c
0%

4629

i0

(H ]

Sondra
Stone

1510
10

(ER 1))
0%

147 0
10

000
0%

154.0
10
000
0%

4620

10

Qo0

Becky
Ashby

1610
10
000
0%

1470
10
0.00
0%

1540

000
0%

462 0

10

oco

Pat
James

1810
10
060
0%

147.0
i0

G oo
0%

154 0
10

000
0%

462 0

Q.00

o

#DIVIO!

154 0
10
000
0%

Kelly
Lynne

1610
10
000
0%

1470
10
0.00
0%

154 O
10
000
0%

4520

10

G900

0
#DIVIG!

LeeAnn
Maerritt

00

a0

og0

oo

s

#DIV/O

Other

6o

G0

¢o

00

¥

)

#DIVIO!

154 0
100
000
0%

Total

161.0
100
000
0%

147 0
100
000
0%

154 0
100
000
0%

462 &

100

0Go

#/8W R_1AGDR_40D_ATT 071106

#IVIL — T
#DIVIRH
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CS8R
Percent
of Goal 0% 0% 0% 0% 0% 0% 0% 0% 0% %

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Cct-03
Peggy Cathy Carrie  Beverly  Stacy Kathy Sondra Becky Pal Kelly LeeAnn
Date Sipes  Schriefer Stepp Horton Owens Brooks  Stone Ashby  James Lynne Merritt Other
1-Oct
2-0ct
3-Oct
4-Oct
§5-Cct
6-Cct
7-Oct
8-Oct
9-Oct
10-O¢t
11-0ct
12-Oct
13-Oct
14-Oct
15-Oct
16-Oct
17-Oct
18-0ct
19-Oct
20-0Oct
21-Oct
22-0ct
23-Qct
24-Oct
25-0ct
26-Oct
27-Cct
28-Oct
29-Oct
30-Oct
31-0ct
Total 0 0 g 0 0 0 0 0 0 0 0 o
%Tofal  #DIVADY  #DIVIOL  #DIVIE #DIVIDY #DIVIO!D  #DIVIGL  #DIVIOY #DIVIGT  #DIVIOY #DIVIOT #DIVIOL #Divi]

Hours 1610 1610 1610 1610 161 0 1610 1610 1610 161.0 6140

Goal 10 10 10 10 10 10 10 10 10 10
CSR 000 000 G o0 oao 000 000 oco .00 000 ooc
% Goal 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

0%

Total

L= e e B uc B e B e i i o e R o R o o Y e [ o e e e T B e o R o B . e e Y s o T e e e N o B

#DIVIO

161.0
100
0 a0
0%

KAW_R_1AGDR_40D_ATT_ 071106

% Total
#DIV/O
#DIV/O!
#DIVIO!
#DIVIG!
#DIVIG!
#OIVIG)
#OIVIO
#DIVHH
#DIVIOH
#DIVID!
#BIVI!
#OIVIO!
#OIVID!
#DOIVO!
#DIVO!
#DOH/Q!
#DIV/QI
#DIVIO
#DIVIO
#OIviH
#DIVIDE
#DIVIO
#DIV/IO
#DiV/IO
#DHVI0E
#DIV/O!
#DIVIOE
H#DVIOL
#DIVID!
H#DIVIO!
#DIVIC!
#DIVIH
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Nov-03

Pegay Cathy Carrie  Beverly Stacy Kathy Sondra  Becky Pat Kelly l.eeAnn
Date Sipes  Schriefer Stepp Horton  Owens  Brooks Stone Ashby James Lynne Merritt Ciher Total
1-Nov
2-Nov
3-Nov
4-Nov
5-Nov
6-Nov
7-Nov
8-Nov
9-Nov
10-Nov
11-Nov
12-Nov
13-Nov
14-Nov
15-Nov
16-Nov
17-Nov
18-Nav
18-Nov
20-Nov
21-Nov
22-Nov
23-Nov
24-Nov
25-Nov
26-Nov
27-Nov
28-Nav
28-Nov
30-Nov

CODOOCOOCOOLO0CC DO DOoOOoOOo

Total 0 0 0 0 0 0 0 0 0 o g G 0
%Total  #DIVAOL  #DIVIOE  #DIVIOL  #DIV/OL  #DIVIOL #Divi0: #DIVIOE #DIVIOE #DIVIOE #DIVIOE #DIVIOE #DIVIOT #DIVIC!

Hours 1400 00 1400 140.0 1400 140 0 140 0 1400 14G 0 1400 1400
Goal 0 10 10 10 10 10 10 10 10 10 100

C8R G600 0.00 0.60 oo0 0.00 0006 0.6C 000 000 Qo 000

% Goal 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Dec-03

Peggy Cathy Cammie  Beverly  Stacy Kathy  Sondra  Becky Pat Kelly LeeAnn
Date Sipes Schriefer Stepp  Herlon Owens Brooks  Slone Ashby  James  bLynne  Meritt Other Totat
1-Dec
2-Nec
3-Dec
4-Dec
5-Dec
&-Dec

cCooooOQ

KAW_R_1AGDR_40D_ATT_ 071106

% Total
FOIVIo!
#FDIWIO!
#OIVIO
#OIVIK
#FINVIO
#DIVIO!
#DIVIO!
#DIVIO1
HFDIVID!
#DIVIQ!
#DIVIOI
#DIVIQI
#DIVIAQ!
#DIVIO!
#DIViol
#ODIVIO!
#DIVIAL
#DIVID!
#OIVO!
#IHVIO!
ROV
ROIVID!
H#DIVIO!
#DIVI!
S#OIVIGH
RDIVIO
#EIVIH
ROV
#DIVIO!
ADIVIH
#DIVIH
EDIVIC

% Total
#DIVICI
#OIVID!
#DIVIO
#OIVIO!
#OIVIO!
#OIVIO!

67 of 137



7-Dec 0 #DRAW R _1AGDR_40D_ATT 071106
8-Dec 0 #OIVIOL — T - - 68 of 137
S.Dec 4] #OIVITH
10-Dec 0 HDIVIO
11-Dec 4] RV
12-Dec 4] #OIVIO!
13-Dec ] #DIViIH
14-Dec 4] ROV
15-Dec 1] ROV
16-Dec 0 #ADIVIO!
17-Dec a #DIVID
18-Dec o] HDIVI
19-Dec i) HDIVIH
20-Dec 0 #DIVIO
2i-Dec o ROIVIO!
22-Dec 4] ROIVIO
23-Dec 0 #INVIH
24.Dec 0 #OIVI
25-Dec 0 #DIVIH
26-Dec 1] #OIVID!
27-Dec 4] #DIVIO
28-Dec 0 #DIVI
29-Dec a #OMVIH
30-Dec o] BV
31Dec 0 #OIVIO
Total 0 0 o 0 0 0 0 0 0 0 0 1] 0 #DIVIO
S%Total  #DIVIGU  #DIVIOD  #DIVIOD  #DIVIOL #DIVIQE #DIVIOL #DIViOE #DIVIGD RDIVADE #DIVICE #DIVADL #DIVIG #DIvio

Hours i61.0 161.0 161 0 161.0 1610 161.0 1610 161.0 161.0 161.0 1610

Goal 10 10 10 10 10 10 10 10 16 10 100

CSR 000 000 400 0.00 000 000 000 000 aoo 000 000
% Goal 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Fourth Guarter 2003
Peggy Cathy Carrie Beverly  Stacy Kathy Sondra  Becky Pat Ketly LeeAnn

Sipes  Schriefer Stepp Horlon  Owsens  Brooks Stone Ashby  James Lynne Merritt Other Totat

Oct
Total 0 a 0 0 0 4] O 4] 0 0 0 0 o]
Hours 1610 1610 1610 1610 1610 1610 1610 1610 1610 1610 0.0 00 1610
Goal 10 10 10 10 10 10 10 10 10 16 ¥ 0 100
C8R 000 000 0.00 0.00 600 GO0 0.00 0o oo0 000 [ER1L]
% Goal 0% 0% 0% G% 0% 0% 0% 0% 0% 0% 0%
Nov
Total 0 0 0 0 0 D 0 0 0 &} ) 0 0
Hours 140.0 1400 1400 1400 1400 140 0 146 0 1400 140.0 1400 0.0 0o 1400
Goat 10 10 10 10 10 10 10 10 10 10 { [t} 100
CSR 000 oco 0.00 0060 a0 040 000 000 G o0 000 0.00

% Goal 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%



Dac

Total ¢] 0
Hours 161.0 16810
Goal 10 10
CSR goo oo
% Goat 0% 0%

Fourth Quarter 2003
Total

Calis 0 0

Avaitable
Hours 462 0
Goal Per
Hour 10 10

CSR
Calis Per

Hour 00c 0.00

CSR
Percent
of Goal

0% 0%

4620

1610
10
000

0%

4620

000

0%

18140
10
000

0%

4620

10

900

0%

0
161.0
10
ooo

0%

462 0

0Go

0%

0
161.0

0G0
0%

4620

10

000

0%

0
161 0
10
000
0%

462 0

beco

0%

0
1610
10
0G0

0%

46820

10

000

0%

i
161 0
10
000
0%

4620

10

G oo

0%

DAILY CALL STATS BY CUSTOMER SERVICE REPRESENTATIVE

Year to Date 2003

Peggy Cathy
Sipes  Schriefer
Total
Calls 3.448 4 665
Available
Hours 17850 17280
Goal Per
Hour 10 10
CSR
Calls Per
Hour 193 270
CSR
Percent
of Goal 19% 27%

Carrie
Stepp

2.380

1764 0

10

135

13%

Beverly
Horton

5672

18050

10

314

31%

Stacy
Owens

2674

1782 0

10

149

15%

Kathy
Brooks

2.292

1736 0

10

132

13%

Sendsa
Stene

4.101%

17220

10

238

24%

Becky
Ashby

4.758

17520

10

266

27%

Pat
James

4.028

1757 0

10

228

23%

0 0
161.0 oo
10 0
000
0%

o 0
462 0 g0
10 0

060
0%

Kelly LeeAnn
Lynne Merritt
2.735 1.795
17220 oo

10

1.54

16%

0 0
o¢ 161 0
0 100
0060
0%
0 0
340 462.0
0 100
ooo
0%
Other Total
8 3B.556
00 1760 5
100
2180

22%

KAW_R_1AGDR_40D_ATT_ 071106
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DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Jan-03

Date
1-lan
2-lan
3-Jan
4-Jan
5-Jan
6-Jan
7-Jan
8-.Jan
9-Jan
10-Jan
11-Jan
12-Jan
13-Jan
14-Jan
15-Jan
16-Jan
i7-lan
18-Jan
19-Jan
20-Jan
2t-Jan
22-Jan
23-Jan
24-Jan
25-Jan
26-Jan
27-Jan
28-Jan
28-Jan
30-Jan
31-Jan

Total 2002 MTD
JTotal 2003.QTD .-

Total 2002 QTD
“Total 2003 YTD
Total 2002 YTD

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Feh-03

Date

2-Feb
3-Feh
4-Feb
5-Feb

Number of Calls
Answered Abandoned

0
650 64

660 151

0

0

847 148

611 104

535 58

550 73

649 57

0

0

896 145
680 69

851 99

578 94

594 32

0

0

591 44

622 34

683 54

595 a7

807 30

169 4

62 3

843 32

658 22

598 49

587 34

584 25

LA4,800 1,482
13,751 551
£14,600 4,462
13,751 551
Y4800 e 482

13.751 551

Number of Calis
Answered Abandcened

0

o
748 114
653 72
565 26

Total
0
714
811
0
0
995
715
593
623
706
i}

0
1041
749
650
672
626

636
656
737
632
837
173

875
680
647
621
609

16082

14,302
16,082
14,302

16,062

14.302

Tolal
o]
o
860
125
591

Goal 95%

%

91%
%

85%
85%
0%
88%
92%

86%
$1%
85%
B6%
85%

83%
95%
93%
4%
96%
98%
95%
96%
97%
92%
95%
96%

9%

86%

g

96%

86%

Goal 95%

%

87%
90%
86%

91%

Home

Agents
0
194
194
0
0
315
290
210
113
254
0
0
316
205
156
158

Home
Agents
0
0
283
268
181

Goal 38%

Daily
% Total

0%
20%

3%
47%
39%
21%
39%

35%
30%
28%
27%
36%

49%
9%
28%
38%
37%
37%
74%
36%
37%
34%
26%
37%

© s

41%

41%

Walk Up
cs

Counter

39
63

T

TB6% g

41%

Goal 38%

Dally
% Total

38%
1%
32%

Walk Up
Cs

Counter

66
44
31
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Goal < 36 sec Goal <80 sec Goal > 50% Gua?Q @f’ﬁj 37
Seconds Percent Percent
Avg Wait Avg Belay Answered Abandoned
Before Answered  Before Abandcned Within 36 sec  After 36 sec
97 105 29 72
150 137 19 82
134 114 16 84
136 154 20 85
94 104 35 76
118 117 26 8t
a7 100 30 73
113 122 30 86
a0 103 40 78
158 137 24 a0
126 112 27 73
70 76 41 66
61 a1 47 77
63 67 44 63
73 115 46 79
51 a3 58 83
32 74 68 K]
23 33 81 25
9 3 57 ¢
38 G4 65 68
4% 52 61 63
57 101 48 75
48 82 54 77
55 79 51 72
Cwt e g 71
2 7
Goal < 30 sec Goal < 80 sec Goal > 50% Goal < §0%
Seconds Percent Percent
Avg Wait Avg Delay Answerad Abandoned
Before Answered  Before Abandoned Within 36 sec  After 36 sec
118 114 27 86
94 99 33 70
52 79 53 81



