&-Feb
7-Feb
8-Feb
9-Feb
10-Feb
11-Feb
12-Feb
13-Feb
14-Feh
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

Tolal 2003 MTD 1

Total 2602 MTD

Total 2008 QTO 5

Total 2002 QTD

“Total 2003 YTD 5

Tetal 2002 YTD

DAILY CALLS ANSWERED / HOME AGENTS / WALK iN CUSTOMERS REPORT
Goal 95%

Mar-03

Date
1-Mar
2-Mar
3-Mar
4-Mar
5-Mar
&-Mar
7-Mar
8-Mar
9-Mar
16-Mar
11-Mar
12-Mar
13-Mar
14-Mar
15-Mar
t6-Mar

543
571

826
630
569
495
502

298
396
389
340
457

756
561
480
482
560

11,573

25,324
125,429
25.324

Number of Calls

10,829

25,429

97
33
a2
a7

S,

)

853

405

315

956

315

956

Answered Abandoned

0
0
883
672
580
543
568
0
o
866
634
557
547
558
G
G

583
601

897
661
617
516
528

331
424
421
352
480

853
594
512
539
597

11,552

11,978

27,744

26,280

27,744 1

26,280

Total
¢
c

963
750
623
581
611
¢
¢
954
677
614
611
610
0
[

93%
5%

292%
95%
92%
96%
5%

90%
9%
92%
97%
95%

89%
94%
94%
81%
94%

gagh

87%

gps T

96%

19R% T

96%

%

92%
90%
93%
93%
93%

1%
94%
91%
0%
91%

70
265

387
221
263
217
248

109
13
100
108
193

328

Home
Agents
0
0
281
267
2M
181
196
0
0
276
223
226
134
228
v]
0

3t%
46%

47%
35%
46%
44%
49%

37%
29%
26%
32%
42%

43%
38%
29%
27%
38%

Goal 38%

Daily
% Tolai

32%
40%
35%
33%
35%

32%
35%
41%
24%
41%

Sy AT SRR

866

868

866

Walk Up
cs

Counter

59 81 KAW_R_1AGDR _40D_ATT%071106
51 a0 50 of 137
a5 112 36 83
B3 78 44 70
52 §5 49 58
Ky 86 63 73
46 78 56 59
27 &7 77 66
28 67 72 72
49 66 54 65
26 53 78 58
32 5% 72 53
i 102 3 73
41 55 &0 48
62 83 5% 77
64 91 47 79
58 100 51 88
57 BU s
Goal < 30 sec Goal < 80 sec Goal > 50% Goal < 50%
Seconds Percent Percent
Avg Wait Avg Deiay Answered Abandoned
Before Answered  Before Abandened Within 36 sec  After 36 sec
76 g1 38 77
96 130 34 76
60 75 48 69
94 95 33 78
94 107 33 7
88 92 32 73
74 78 38 64
74 85 44 77
74 139 41 BV
62 120 48 86



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 2003 MTD 000

Total 2002 MTD

Tolal 2003 QTD 710

Total 2002 QTD
Total 2003 YTD
Total 2002 YTD

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT
Goal 95%

First Quarter 2003

Jan
Total

Feb
Total

Mar
Tolal

705
580
561
514
502

771
574
567
528
652

775

43427

11,350

38,656 -

36,674

.3'-'38._555_ T

36.674

Nember of Calis
Answered Abandoned

14.600

10.828

3.2y

778
519
600
553
546

831
635
665
558
738

951

CR14,508 0

11,789

- gnoEs

38,069

42,2837

38.069

Total

16.062

11,682

14.508

91%
94%
92%
93%
92%

93%
90%
85%
88%
88%

81%

g%

86%

efe

86%

ooy i

6%

%

1%

93%

90%

280
239
168

188

256
250
249
203
291

196

LLAG24
4,713
13,8787
16,077
13,878
16.077

Home
Agents

5101

4.153

4.624

40%
41%
30%
18%
37%

33%
44%
44%
38%
45%

25% o

25%
42%

a6%

44%

age

44%

Goal 38%

Daity
% Total

35%

38%

35%

52
39
47
57
56
45

45
52

54

NEL R

732

2454

2464

Walk Up

Cs

Counter

942

714

M2

55

55 79
55 107
47 it4
72 97
83 i1
150 137
86 15
1M 104

Goal < 30 sec Goal < 80 sec
Seconds
Avg Wait Avg Delay
Before Answered  Before Abandoned

a1 94
57 a0
83 104

51
51
61

Goal > H0%
Percent
Answered
Within 36 sec

53

39

81 gf KAW_R_1AG D?}§_40D_ATT79071 106

jgofm?

78
85

Goal < 50%
Percent
Abandored

After 36 sec

71

7t

78



First Quarter 2003 KAW_R_1AGDR_40D_ATT_071106

Total 38.556 3.667 42.253 91% 13.878 36% 2668 74 93 45 Z‘? of 137
DAILY CALLS ANSWERED { HOME AGENTS / WALK IN CUSTOMERS REPORT
Goal 95% Goat 38% Goal < 30 sec Geal < 90 sec Goal » 50% Goal < 50%
Apr-03 Walk Up Seconds Percent Percent
Number of Calis Homae Daily Ccs Avg Wait Avg Delay Answered Abandoned
Date Answered Abandoned Total % Agents % Tolal Counter Before Answered  Before Abandoned Within 36 sec  After 36 sec
1-Apr 0 0 0
2-Apr 0 0 0
3-Apr 0 0 0
4-Apr 0 0 0
§-Apr 0 0 0
6-Apr 0 0 0
7-Apr 0 Q 0
8-Apr 0 4] 0
9-Apr 0 0 0
10-Apr 0 0 o
11-Apr 4] 0 0
12-Apr 0 1} 0
13-Apr 0 0 0
14-Aps 0 0 0
15-Apr 0 0 o
16-Apr 4] 0 1]
17-Aps 0 0 b
18-Apr 0 0 G
18-Apr 0 0 G
20-Apr 0 4] 1]
21-Aps 4] 0 G
22-Apr 0 1] G
23-Apr 0 4] [
24-Apr 0 v} G
25-Apr 4] 4] [
26-Apr 0 4] ¢
27-Apr 4] 4] G
28-Apr 1] 0 G
29-Apr 0 0 c
30-Apr 0 4] i



“Total 2003 MTD
Total 2002 MTD
Tetal 2003 QTD
Total 2002 QTD

Total 2003 YTD -+

Total 2002 YTD

s
12,447
e

48,121

PR 1V Bt

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

May-03

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
31-May

Totat 2003 MTD © 7
12890

Total 2002 MTD

Total 2003 Q7D

Tolal 2002 QTD

Total 2003 YTD -

Total 2002 YTD

Number of Calls
Answered Abandoned

GDDOOOOOOOODOOOOQOQDOOOQQQQG&OQ

25,337
38,556 -

62.011

Total

SO C OO0 OOC oo 0D oo DO

13478

2560
42,2630

64.629

:_'OOC‘JOOOOGOOO@OOOOOGOOOOOOOOCJOOOG

Goal < 30 sec

Avg Wait

Before Answered

L DIV
. A

gmes

. }#DnHMKeyYfB*jAgﬁgﬁtfop*ﬁqgﬁﬁﬁgﬁgg

Before Abandoned

Goai < 50%
Percent
Abandoned

Afler 36 sec.

U RDIVIDE Do T



DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Jun-03

Date
1-Just
Z2-Jun
3-Jun
4-Jun
5-Jun
6-Jun
7-Jun
8-Jun
8-Jun
10-Jun
11-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
29-Jun
30-Jun

“Tola) 2063 MTD
Total 2002 MTD

Totat 2002 QTD

Total 2003 YTD 7

Total 2002 YTD

B N R - L e i e R R R R R = =]

Number of Calls

Answered Abandoned

ez
738,566 3,607
74.286 3.517

Total 2002 MTD 12275 899
Total 2003 QTD .00 e

Goal 85%
Total %
0
0
0
0
0
0
0
0
0
0
4]
4]
4]
0
4]
o
0
0
o]
V]
0
0
0
0
0
0
0
0
0
0
0
13,174

39,734 05%
42,253 91%

77.803  95%

Goal 38%
Home Daily
Agends % Tolal

AP o= I . BN . N o I . s o Y o Y o B e o I e B B e I B i B e B B B e o o B O s o O o T s e i o s e

12,921 34%

T .::13,37_8_:: Lggey i

28,908 38%

38% 0%

Goal < 30 sec Goal < 90 sec
Seconds
Avg Delay
Before Abandoned

Walk Up
CS Avg Wait

Counter Before Answered

LT DIVIOL DI T
e 2B

2299

2GR

4763

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Second Quarter 2003

Number of Calis

Answered  Abandoned

Apr
Total

Goal 85%

Total %

Goat 38%
Home Daily
Agents % Total

Goal < 30 sec Goal < 90 sec

Walk Up Seconds
cs Avg Wait Avg Delay
Counter Before Answered  Before Abandoned
0 #DVIO #DIVIDH

KAW_R_1AGDR_40D_ATT_071106

Goal » 50% GoJ@sﬂfﬂ 37
Percent FPercent
Answered Abandoned
Within 36 sec  After 36 sec

CURDVIOL T RDIVIon T
Goal > 50% Goal < §0%
Percent Percent
Answerad Abandoned
Within 36 sec  After 36 sec
#DIVIO! #OIVIG



May
Total

Jun
Total

Second Quarter 2003

Total

KAW_R_1AGDR_40D_ATT_071106

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Jul-03

Date
1-Jut
2-Jub
3-Jut
4-Jut
S-Jut
B-Jut
7-Jul

Answered Abandoned

B e B o B e Y e i o e

Number of Calis

COOO0OQ OO

Tolal

Goal 95%

Home
% Agents

DOoOCoCODoo

76 of 137
0 #DIVID! #DIVIG #DIVIO #DIVID!
0 #OIVIOL #OWVIG! #DIVIO FOIVIO!
0 #DIVI #OIVI0! #OIVIDY #DIVIOE
Goal 38% Goal < 30 sec Goal < 90 sec Goal > 50% Goal < 50%
Watk Up Seconds Percent Percent
Daily Cs Avg Wait Avg Delay Answared Abandoned
% Total Counter Before Answered  Before Abandoned Within 36 sec.  Afler 36 sec



8-Jui
9-Jui
10-Jut
11-Jut
12-Jut
13-Jul
14-Jul
15-Jul
186-Jul
17-Jul
18-Jul
19-Jul
20-Jul
21-Jul
22-Jul
23-Jul
24~ Jul
25-Jul
26-Jul
27-Jul
28-Jui
29-Jul
30-Jul
31-Ju
Tolal 2002 MTD 14,512 1,303 15815  92% 4,907
Sotal 2003 QD L T e e S gy
Total 2002 QTD 14,512 1,303 15815  62% 4807  34% 919
‘Total 2008 Y¥D 088,856 1 UURB0Y V42,258 g% T 8 8Y8. T 36% T 2668
Total 2002 YTD 88.798 4.820 93,618  95% 33905  38% 5682

KAW_R_1AGDR_40D_ATT_071106
77 of 137

B s s e e s e e Y e Y e e i e B s B e B W R e W e N = = R N
b o Qo B o Y o i o e B o S B e S s Y o T e B e R e Y e e o Y o Y s Y Y e e B o e
MO OoO OO0 OCLOoOOO0COCO0D

A T RDINIO R EDINVIOE T L e DIV
99 LR 86

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Goal 85% Goal 38% Goal < 30 sec Goal < 90 sec Goal > 50% Goal < 50%

Aug-03 Waik Up Seconds Percent Percent
Number of Calls Home Daily (9] Avg Wait Avg Delay Answered Abandoned
Date Answered Abandoned Total % Agenis % Total Counter Before Answered  Before Abandoned Within 36 sec  Afler 36 sec
1-Aug
2-Aug
3-Aug
4-Aug
5-Aug
6-Aug
7-Aug
8-Aug
9-Aug
10-Aug
t1-Aug
t12-Aug
13-Aug
14-Aug
15-Aug
16-Aug
17-Aug
18-Aug

[ Bt e I <ie B e i e e i e i o e Y Y o Y e Y o, o Y s v
[om R e [ o o B v [0 e e e e ke e e O e Y e Y e e
COO0OO00O0OoOOOOOOOoOCCCOoOnD



18-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 2003 MTD "

Total 2002 MTD

Total 2003 QTD

Total 2002 QTD
Total 2003 YTD
Total 2002 YTD

31,346

738,556

105.632

168 1871

3,174

fToocoooooooocoo

—h
Lo
b
f=
i

G.B91  112.323

3,174 34,520
3,697 4R Eea T

]
0
0
0
O
0
0
0
0
0
0
0
0

0%

91%

1% T

94% 38,802

agm

9,805

29%

13878 36%

37%

;12668 e

KAW_R_1AGDR_40D_ATT_071106
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SO DIVIDE T DIVIeL DI ADIvIel
1012 N 95 102

1931

6694

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Sep-03

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
13-Sep
14-Sep
15-Sep
16-Sep
17-Sep
18-Sep
19-Sep
20-Sep
21-Sep
22-Sep
23-Sep

Number of Calls
Answered Abandoned Total

0

CODLLLOUOOOOQoOOoOOCCCOO0DOoOo0 OO OoOOD

e i I e Qi e Qe I e I <o e i e e e e [ o [ Y e s o R e R o e o o Y e Y T e Y e e

Goal 95%

Home
%o Agents

OO0 LD LOOTOOoOOOO0D0OCC

Goat 38%

Daily
% Total

Goal < 30 sec Goal < 90 sec Goal > 50% Goal < 50%

Walk Up Seconds Percen! Percent
Ccs Avg Wait Avg Delay Answered Abandaned
Counter Before Answered  Before Abandened Withins 36 sec  After 36 sec



306-Sep [ 4]

0

Total 2003 MTD 00070 - e B L SO N EFENRA 01\ v! IS RCRBT o' 1V/(1] IESR AT
Total 2002 MTD 12,368 1,183 13,561 91% yo0 76 99

Total 2008 QTD 7 B s e e Sy T T S T T
Total 2002 Q7D 43,714 4,357 48071 $1% 2631

“Total 2003 YTO 038,556 703,697 11 142,258 g% 2668

Totai 2002 YTD 118,000 7874 125874  94% 7394

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Goal 95% Goal 38% Goal < 30 sec Goal < 90 sec
Third Quarter 2003 Walk Up Seconds
Number of Calls Home Daily CsS Avg Wait Avg Delay
Answered Abandoned Total Y% Agents % Total Counler Before Answered  Before Abandoned

Jul

Tolal - - - - b HDIVIO #01V/0!

Aug
Totat - - - - G #DIVID) #DIV/O!

Sep
Total - - - - 0 H#DIVID #DIVIO

Third Quarter 2083

Total - - - - o #DIV/OL HIUVID!

CTUEDIVIeL

Goal > 50%
Percent
Answered

Withia 36 sec

#DIVIO!

#DIVIO

#Diviot

#DIVIO!

KAW_R_1AGDR_40D_ATT_071106
o g 1

Goal < 50%
Percent
Abandoned

After 36 sec

#DIV/0!

#DIVIO!

#DVIO!

#DIVIQ!



KAW_R_1AGDR_40D_ATT_071106

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Oct-03

Date
1-0at
2-Qct
3-Oct
4-Oct
5-0ct
B-Oct
7-Oct
8-Oct
9-Oct
10-Oct
t1-Oct
12-Oct
13-Oct
14-Oct
15-Oct
16-Qct
17-Oct
18-0Oct
19-Oct
20-Oct
21-Oct
22-0Oct
23-0Oct
24-0Oct
25-0Oct
26-Oct
27-Oct
28-Oct
28-Oct
36-0ct
31-Oct

Total 2003 MTD =5

Total 2002 MTD

Total 2003 QTD 777

Tetal 2002 QTD
Total 2003 YTD
Total 2062 YTD

OO OO0 OOOUOOOOOOOOOSOLOOOOECO

Number of Calls
Answered Abandoned Total

R B Jor o B o B o s e o Y o o [ om0 o Y e o Y e - [ o e R Y - Y e R O - O = Y o Y - Y o )

g 15241
1877 15241
3,697 42,988

9,751 1115

DO OOC OO C 000000000000 Co0OoOooDO0O

Goal < 30 sec Goal < 80 sec
Walk Up Seconds
cs Avg Wait Avg Delay
Counter Before Answered  Before Abandoned
G g T gl
964 108 7
8964
e
8358

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

80 of 137

Gaoal > 50% Goal < 50%
Percent Percent

Answered Abandoned

Within 36 sec  After 36 sec

SECROMION T HDIVIOY



Nov-03

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
20-Nov
21-Nov
22-Nov
23-Nov
24-Nov
25-Nov
26-Nov
27-Nov
28-Nov
29-Nov
30-Nov

Total 2003 MTD

Total 2002 MTD

Total 2003.QTD

Total 2002 QTD
Total 2003 YTD
Total 2002 YTD

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Dec03

Date
1-Dec
2-Dec
3-Dec
4-Dec
5-Dec
6-Dec

Namber of Calls
Answered Abandoned

Pty e o B e Bl on B [ e o B o [ e Jn [ e B IR = o e R o e e e o o o Y o e e e i i e 4

11593

| 2a@7 3307
50 38,808 0T 3,897
142.957 11.181

Number of Calls
Answered Abandeoned

OO0 00

1430

Total

.OOC}OOOOOOOODOODDOCODODDDDGOODDD

13,028
28,264 81
et

42,253
154,138

Tofal

[T i e I e B e B e §

Goal 95%

%

88%

93%

Goal 85%

%

Goal 38%
Home Daily
Agenis % Total

0

¢

o

i

¢

0

¢

¢

i

0

1]

0

0

0

0

0

0

Q

0

0

0

0

0

0

0

o

0

0

0

0

1]

3,475 30%

6,956 28%

STB,878 A%

49 468 5%

Home
Agents

Do oQaoo

Goal 38%

Daily
% Total

Walk Up
Cs

Counter

g

730

1694

- oee8

9088

Walk Up
cs

Counter

(Goat < 30 sec

Goal < 30 sec

O

Geal <90 sec

Seconds

Avg Wait
Before Answered

Avg Delay
Before Abandoned

(T

Goal > 50%
Perceni
Answered

Within 36 sec

Goat < 30 SAW_R_1AGRR 549D _Ashd 056 q gg

Seconds Percent PSR
Avg Wait Avg Delay Answered Abandoned
Before Answered  Before Abandoned Withir: 36 sec  After 36 sec
'5_";_"-.5:'3:#9!_\!!'(}1 TR0 T T DIV CUEDINIDY

Goal < 50%
Percent
Abandoned

After 36 sec



7-Dec 4] 4] 0

8-Dec 4] 4] 0

a.0ec 0 0 a

10-Bec 4] 4] a

11-Bec 1] 4] 0

12-Bec 0 0 0

13-Dec 0 0 4]

14-Bec 0 4] 0

15-Dec 0 0 0

16-Dec 0 0 0

17-Dec 0 0 4]

t18-Dec 0 0 o

19-Dec 0 0 4]

20-Dec 4] 1] 0

21-Dec 4] 4] 4]

22-Dec 0 0 4]

23-Dec 0 0 0

24-Dec 0 0 0

25-Dec 0 0 0

26-Dec 0 0 0

27-Dec 0 0 0

28-Dec o { 0

29-Dec [y O 0

30-Dec g ¢ 0

3tDec 0 0 0 e o
Total 2003 MTD e e LR T e ELEGRT T DN O s DI
Total 20602 MTD 11,995 2,308 14,303 84% 4,198 804 145 133 _
Total 2003 QD e e e G e s
Total 2002 QTD 5615 42567 BT% 11155 498
Total 2003 YTD - YU3,607. 42,253 1% T 13,878 T 36% T 2BBB
Total 2002 YTD 13.489 168,441 92% 53.667 35% 98982

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Goal 95% Goszl 38% Goal < 30 sec Goal < 90 sec
Fourth Quarter 2003 Walk Up Seconds
Number of Calls Home Daily cs Avg Wait Avg Delay
Answered Abandoned Total % Agents % Total Counter Before Answered  Before Abandoned
Oct
Total - - - B 0 #DIVIOE #OIvih
Nov

Total - - " - 0 #DIVIO #DIV/0!

i ':'#DIV[QI:-'_'{' —

Goal > 50%
Percent
Answered

Within 36 sec

FOIVAL

#DIVIO!

KAW_R_1AGDR_40D_ATT_071106
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Gaoal < 50%
Pearcent
Abandoned

After 36 sec

#DIV/o!

#DIVIO!



KAW_R_1AGDR_40D_ATT_071106

Dec
Total - - - - a #DIVIO #DOIVIOE

Fourth Quarter 2003

Total - - - - 0 #DIVIO! HDIVION

DAILY CALLS ANSWERED / HOME AGENTS / WALK IN CUSTOMERS REPORT

Goal 95% Goal 38% Goal < 30 sec Goal < 90 sec
Year to Date 2003 Walk Lip Seconds
Number of Calis Home Daily Cs Avg Wail Avg Delay
Answered Abandoned Total % Agents % Total Counter Before Answered  Before Abandoned

Total 38,556 3.697 42,253 91% 13.878  36% 2668 ROV #DIVIOE

83 of 137
#DIVID! #DIVIO!
#OIVIO! #DIV/0!

Goal > 50% Goal < 50%
Parcent Percent

Answered Abandoned

Within 36 sec.  After 36 sec

#DIVIO #OIVIO4



Kentucky-American Water Company
\‘\ American
\\ Water

OCTOBER 2003

KENTUCKY-AMFRICAN WATER COMPANY
MONTHLY CUSTOMER CARE SCORECARD

P

age 1 of 2

KAW_R_1AGDR_40D_ATT_071106
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Last Updated - 1/1/04 4:11 AM

fe:

Legend: Goal Met/Goal Not Met 1 Positive Trend 4 Negative Trend €» Constant
i Customer Service P i Operations Management |
[Metric 0ct 2003 || Goal |[ 4 Month Avg |[Trend] [Metric Oct 2003 Goal_|| 4 Month Avg || Trend
Quality Manitoring 86.62% |l >90% {| 87.67% & | [Totat # of Calls 324,913 31021125 ||
| ¥ of catls evaluated 452 350 T_| [Avg Handie Time I o1 <500][ 539 3
Survey Information 96.45% | > 90% 95,54% + - ‘ '
o 1 A NIA nia | [% First Call Effectiveness 92.15% || 9243% +
% Taken of IN N/A N/A N/A | 1% Contacts Ciosed >= 3 days 95.25% 91.35% A
Avg % Ans within 30 sec 78.55% [1>80% || 5424% || 1 | [Avg#PastDue SIOs 1,180 <443 NIA N/A
Avg % Abandon after 30 sec || 254% Jj<55%] &77% | § ] Avg #%pen Uics 96 <222 NIA N/A
R— [ T ‘ all Center 42 N/A N/A
Avg Speed of Answer (sec) 30.04 <30 7888 || 4 Field 3 N/A NIA
[Max Queue Time in IVR 32:48 < 49:03 || 1 | [% of Bill Exceptions | 3.77% [ <2% N/A [ A
% IVR Self-Serv Calis Offered 13.92% [[>15% )| 1095% |l 4 | [%Est Readings 1.12% || 0% NA  HNA
% Correspondence Response < 3 d 100%, 100% 100% Rev Adjustments {357,460 66) N/A NIA
e SF:T — tp; i = %—mﬁ—l% # of Adjustments 1,288 N/A A
#‘; = ts"_’”s E — = 1 o Daly Ravonue $195,868.49 || T wm NiA |
aymenis It ouspense . P T R T
Customer Dispules NIA 64.57 /A | [Bilied Revenue $2,546,290.33 I NIA N/A
Avg Daily AR $4,124,705.10 N/A N/A
}# Of Accounts on Hold || 10,447 | 1025075 || & | " Bays Outstanding 2.4 NA NA
[PUC Gomplaints Lo | N/A NiA_| [etric Oct 2003 Budget || Q32003 || Trend
Charged OF $0.00 ‘ NIA [ NA
% of Rav 0% N/A NiA
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] Business Support | | Application/Technical |
Metric |loct 2003]| Goal [{4 Month Avg||Trend| [Metric {1 0ct 2003 || Goat || 4 Month Avg || Trend |
[ORCOM ST's outstanding — JCwA T wa TN [Ecis Avaabilty — JToo% J[o9% [ 100% | € |
[ORCOM SVI's autstanding Lt | NiA__ ][ NiA | [LostProductive Time (Hrs) [nprog || L J[ A
|Customer Care iRs/Mork Orders Created | o <100 60 || 1 | [Peak AS/400 Resporse Time I 325 [<o0s 09.9 " .
[Customer Care tRs/Work Orders Completed 21 |I>100|] o775 || 4 | LOccumed At13:30:60 on 2003-19-14 I
Gustomer Care 1ReMork Orders Outstanding ||| 146 ||<320|| 23325 4] .15 min intervals > 50% CPU Ut 89 || <268 |_sss7s || 4 |
Total Number of Service Gals 1| WA L | T NA || A | ICPU Utlization % | 2040% ueen | T |
[Percent Calls Answered Less Than 30 Seconds ]| NA _|[> B0%||_ NA__ || NA | [DASD Utiization % [ so.78% |[<7o% || seees%  J| 4 |
|Average Handle Tme WA Jl<500) WA |[ NA | [Network Utilization % (Hershey) [ 2513% J[<70%i 265% | 4 |
Speed of Answer - — [ NA_J[<20 NIA__ || WA | [Peak Natwork Uli% (Hershey) 114.34% ||<99% ]| 13520% || 1 |
[Percent Abandoned After 30 Seconds NA_Jl<s% ]l _NA || N/A | [Network Utiization % (Haddon Heights) 24.56% |[<70% ][  20.24% Al
Service Calls Created el L 2D 2744 || 4 | [Peak Network Uti% (Haddon HY | es.38% |[<so% || 10z21% | 4+ ]
[Service Calls Completed 4,394 [ 43445 [ 1]
Service Calls Outstanding NIA L
|service Catls Created (Alton) 1,082 |i<ooo|| &3 || 4
[Servics Calls Completed (Alton) 1104 |[>e00][ 1238 || 4 |
[Service Calls Outstanding (Alton) A ll<400]]  wNA | A |

.-

http://10.38.3.16/webapp/Scorecard/ScorecardSelector 7/3/2006



Kentucky-American Water Company

X

American
Water

Page 1 of 2

KAW_R_1AGDR_40D_ATT_071106

KENTUCKY-AMERICAN WATER COMPANY

MONTHLY CUSTOMER CARE SCORECARD

86 of 137
Last Updated - 2/1/04 4. 10 AM

NOVEMBER 2003
Legend: Goal Met/Goal Not Met 1 Positive Trend 4 Negative Trend € Constant
i Gustomer Service 1 Operations Management |
Matric |[ Nov 2003 |{ Goal { 4 Month Avg || Trend | [Metric | Nov2003 || Goal |[ 4 Month Avg || Trend |
Quality Maniitoring || 83.85% ||>90% || 87.10% L | [Totat # of Calis [ 2e2158 | [ 310613 1]
o
# of calls evaluated 553 379 - Avg Handle Time ” 562 " < 5:00 I 544 3 |
Survey Information 96.85% i > 90% 95 77% i N :
e A ° A nia | [% First Cail Effectiveness I o9148% “.,..... [l s201% 1+ |
| % Taken of IN NIA N/A N/A | |% Contacts Closed >=3days || 87.11% || 97.88% 1
Avg % Ans within 30 sec | 80a% l[>80%l 61.49% 1 | [avg #Past Due S/0s 1,246 <443 1,180 J
Avg % Abandon after 30 sec | 237% |[<55%|| 563% [ 1 | [avg#Open Urcs ™ <222 % 3
Avg Speed of Answer (sec) | 2725 |[ <30 || egs [ % gillldcemer 93? 432 64-;
Max Queue Time in IVR 4027 || < [ 4903 [ 4 ]!
; % of Bill Exceplions 4% f<2% |  377% || 4 |
% IVR Seif-Serv Calls Offered 16.93% | >15% | 1176% | 4 | =
— % Est. Readings 4.29% 0% || 1.92% K
I% Comrespondence Response < 3 days 100% 100% 100% > ] I S
e s Rev Adjustments 60,515.40 $57,469.56
Total Cust Imp S/O Past Due 0 0 0 € || #of Adustnents MY B ) 3
# Payments in Suspense 53 ! 264,75 + :
o Dot A 73 oa | [avg Daly Revenue 5306,760.95 || || si9586849 1| 4
YTy Pea—— YT rososss || 4 | [Bed Revenue $6,135,219.04 | $2,546,290.33 I
= S s s SRS [Avg Daily AR $5.816,047.88 $4,124,705.10
PUC Complaints [ 0 4 Days Outstanding " 26,5 294 >4
Mestric [ Nov2003 || Budget || 032003 || Trend |
Charged Off §30.46 N/A N/A
% of Rev 0% NIA N/A
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[ Business Support i Appiication/Technical |
Melric I[Nov 2003][ Geal ][4 Month Avg|[Trend] [Metric — [[Nov 2003 || Goal || 4 Month Avg || Trend
[ORCOM ST's cutstanding _ i} NIA [ NA |[NA] [ECiSAvaiiabily 100% || 99% || 100% N
ORCOM SVi's cutstanding NiA ] NIA, | N/A | [Lost Produciive Time (Hrs) in Prog_| I It NA |
Customer Care IRs/Work Orders Created [ o Ji<too] 225 ][ % ] {Peak AS400 Response Time 267 || <0.5 99.9 " x
Ware IRs/MWork Orders Completed | 11 n > 100 BW I Occurred At 20:15:00 % || E—
Customer Care IRsWork Orders Outstanding || 124 J[<320][ 19725 || % | Leiomininlervals > 60% CPU Ud |81 |[<2e8]| 41025 ||
Total Number of Service Calls IC_~Na_ NA ][ NA | [CPU Utlization % 1829% || || 30s2% ¢
Percent Calls Answered Less Than 30 Seconds || N/A__||> 80%] NIA | N/A | {DASD Utilization % T1.52% || <70% 6661% || &4 |
[Average Handie Time_ T NA_|[<500]] WA || N/A | [Network Utiization % (Hershey) 2389% J[<70%|[ zror% [+ |
Speed of Answer [ WA J[<20 ] WA J[ NA | [Peak Network Uti% (Hershey) || s066% |[<oo%]|[ 13520% | T |
[Percent Abandoned Aer30Seconds || NA_{[<5%)[ WA [ NA ] [Network Utiization % (Haddon Heighls) || 24.04% ||<70% || 2043% 4|
[Service Calis Created 3243 321233 || 1 | [Peak Network Uti% (Haddon Ht) I o374 |[<se%l[ 10221% || 4 |
[Service Calls Complated 3,260 422167 || &
Service Calls Outstanding 698 | I Nia |[wa]
[Service Calls Created (Afion) [ ez [<voo)] a3 | 1]
|Service Calls Completed (Altan) || 786 [i>soof| 1,120 ¥
[Sesvice Calls Outstanding {Alton)) 1| 138 ][<400] NA NIA

nwc-':%.,..,m.
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Last Updated - 2/26/04

4:05 AM

Legend: Goal Met/Goal Not Met

1 Positive Trend & Negative Trend €3 Constant

] Gustomer Service

Operations Management

Metric [l Dec 2003 || Goal 1| 4 Month Avg |{ Trend | [Metric {  Dec2003 |l Goal || 4 Month Avg || Trend |
Quality Monitoring " 86.07% || >90% ” 85.68% " 4 | [rotet # of Calls 324359 | [at6aa7s || 4 |
# of calls evaluated 222 44525 ¥ _| [avg Handle Time 5:31 <500 562 1 |
Supyey Information RIA || > 90% I 9613% || N | s First Call Effectiveness otea% || Il se% || T |
% Taken of IN N/A NiA___ Il NIA_} o Contacts Closed >=3 days 9553% || || 97.32% 1
(Ave % Ans within 30 See. 77.36% || > 80% H 56.65% ..-.:...jt.u——m Avg # Past Due S/0s _3,:;; <443 1,213 4
Avg % Abandon affer 0sec 2.84% < s.s'jgj[ 520 || 1 g f Open UICs 125 <221 iy T
Avg Speed of Answer (sec) 29.92 <30 57.46 [ 1 Call Center 71 70.5 4
Max Queue Time in IVR 40:39 < a005 || T Field 13 2 4
[% IVR Self-Serv Calis Ofiered 18.44% || > 15% || 1821% || 4 | LeofBil Excopfions || 2es% <2% | 3e3% |l T |
:% Correspondence Respcns;:?days 100% 100% 100% ? % Est. Readings |L—--1—3?-'é———-[ 0% | 3.31% + '
[Total Cust Imp S/O Past Due 0 0 0 o | [ ;“)\‘;;‘g’gg;i,,s “*‘Sgﬁg“g %0) 51;?;92{',87 i
* ey Diaorse Ay ’ b A | {avg Daily Revenue [ 523204892 | 526307604 || 4 |
4 Of Accounts on Hold 10,058 | I 1055675 A | [Billed Revenue || $5.337,125.08 || || s4.340,754.88 || 4
PUC Complaints Iz | 0 1 73 | [wgpaiyar $4.006,920.33 $4,970,376.49 “ +
Days Quistanding 245 264 T
[metric | Dec 2003 | Budget || 32003 |{ Trend |
Charged Off " $115,704.02 H N/A N/A
% of Rev 2.17% NIA N/A
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| Business Support |1 ApplicationfTechnical |
Metric |[oec 2003][ Goal |[4 Month Avg|[Trend] [Metric —|[Dec 2003 |[ Goat ][ 4 Morth Avg || Trend
ORCOM SI's outstanding — L NAa L JC_ wa ][ WA ] [Ecis Avaliability T | 00 |[ee% || 100% || €
ORCOM SVI's outstanding mf@"\'—___ﬂ N/A :E: [Lost Productive Time (Hrs) — W ﬁ
|Customer Care IRsWork Orders Created 385 |[<100]| 075 || & | [Peak AS/400 Response Time A8 <05 gse || 4 |
Customer Care [Rs/Werk Orders Completad 38 |[>100] 3 4 | L_Gcourred At 04:30:00 on 2003-12-13 |
Customer Care IRs/MWork Orders Outstanding 398 ||<320|[ 1645 3 | 18 min intervals > 80% CPU Ut |tz |l<2es)] 221 | T |
Total Number of Service Calis 318 || | NA NiA | ICPU Utlization % 21.79% [ 24.26% T
Peroent Galls Answered Less Than 30 Seconds ] NIA_|[> 60%||__NA___ | N/A | [DASD Utiization % [ 7roz% |l<7o%] eesen +
[Average Handle Time _ — [ 400 |[<500]  NA__ | NA | [Network Utilization % (Hershey) 2796w |[<7o%][ 2ri9% | 4 |
[Speed ofAnswer - [ 71 |[<=0 NA__ | WA ] [Peak Network Uti% (Hershey) T 11561% [[<90%|[ 13520% || 4 |
Percent Avandoned After 30 Seconds [ 10.1% ][<5%][__NA__][ NA | [Network Utiization % (Haddon Heights) || 19.74% ||<70%]|  21.5% || + |
Senvice Calls Created 3331 N EET 4| [Peak Network Uti% (Haddon Ht) [/ 113.08% <o}l 10221% J[ 3 ]
Service Calls Campleted 3,364 [ 398575 || & |
Service Calls Outstanding 658 e [ £
[Service Calls Created (Alton) 861 <900 800.25 + [
[service Calls Campleted (Alton) 839 {|=8&0D 1089 [ 4 |
[Senvice Calls Outstanding (Atton) 134 |[<400f] 1358 || 4|

RWE e
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American KENTUCKY AMERICAN WATER COMPANY Last Updated - 4/1/03 4:07 AM

\\‘\\ MONTHLY CUSTOMER CARE SCORECARD
Water JANUARY 2004

Legend: Goal Met/Goal Not Met 1 Positive Trend 4 Negative Trend €» Constant
] Customer Service H Operations #anagement |
Metric {l Jan 2004 || Goal | 4 Month Avg || Trend | [Metric Jan 2004 Goal || 4 Month Avg || Trend
Quality Manitoring “ B6.52% || >90% ||  8541% 4 | [Total # of Calls 381,566 31811025 || &
# of calls evaluated 539 407.5 + IA_VQ Handle Time 5.28 <500 547 | T l
Survey information 84.97% || >90% 86.46% : - [ | ' =
% NIA NI I\]&A {% First Call Effectiveness 93.34% 9163% || & |
% Taken of IN NA | N/A NA | [ Contacts Closed >= 3 days 95.88% || f es01% || 1+ |
1Avg % Ans within 30 sec 72.04% [{ > 80% 75.38% 4 | [Avg # Past Due S/0s | 995 [ <442 || 1,862 +
_AVQ % Abandon after 30 sec 4.51% < 5.5% 3.08% Jp Avg # Open UfCs 219 <221 138.67 ] ‘l,
lavg Speed of Answer (sec) 4618 || <30 || 3457 WA g_;[: dCenter 71425 78?3637 i
Max Queue Time in IVR 19385 || < I 2519 4] == = ‘
L — % of Bifl Exceptions 3.85% < 2% 3.91% +
% VR Self-Serv Gails Ofiered 18.70% |t >15% ||  1545% 4+
% Est. Readings £,49% 0% 2.53% 4
% Correspondence Response < 3 days 100% 100% | 100% | > 3 X
| Rev Adiustments ($88,348.05) (825,071.92) R
Total Cust Imp S/O Past Due 0 G 0 I > # of Adjustments 2,043 1,824 33 J
# Payments in Suspensa N/A 17933 NIA | [ar o it i |
Castormer Dispotee N iy N | [Ava Daily Revenue it $263.694.62 | |_$250,332.76 3
# 01 Accounts on Hold E 12.617 I 10.276.75 3 | [Billed Revenue $5,801,281.57 $4,672,878.14 +
- Avg Daltly AR $4,736,065.59 s4.64022444 ||
[PuC Complants ¢ 133 ¥ | " Bays bustanding 251 26 1
Metric I Janzoca || Budget || Q4 2003 Trend
Charged Off $48,247 23 $115,734.48 T
% of Rev 0.85% 0.83% 4
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| Business Support | | Application/Technical i
[Metric Jan 20041 Goal ||4 Month Avg||Trend| [Metric Jan 2004 || Goal || 4 Month Avg {| Trend §
ORCOM Si's outstanding NIA NiA N/A | [E-CIS Avaitability 100% || 99% 100% || € |
[ORCOM 8VI's outstanding [_NA N/A N/A_| [Lost Productive Time (Hrs) It InProg I il NA |
Customer Care IRs/Work Orders Created 448 <100 365.5 4 | [Peak AS/400 Response Time 7.49 <05 " :1—3_.‘“—1“
Customer Care IRs/Work OrdeW 423 [i>1004 - 381 + Occurred At 06:00:00 on 2004-01-07 ;
[Customer Care IRsWork Orders Oulstanding 443 |[<az0]] 4r025 || § | iS5 minintervals > 60% CPU Ufl 132 J<2e8)] o7 4
Mot Muriar of Servica Calls 3018 | 3186 || b | [GPY Utiization % I| 212% | | 19.39% 4
Percent Calls Answered Less Than 30 Seconds | | NA  |1= 80% NIA NIWA WMW.JL@@L .floj{';ﬂ T142% +
Average Handle Time 500 |l<500] 424 3| INetwork Utiization % (Hershey) [26.46% ||<70%] 2606% || & |
Spoed of Answer = 71 [[<20] 71 || € | [Peak Network Uii% (Hershey) Latt2ey fl<oonl] t2141% || 4 |
{Percant Abandoned ARer 30 Seconds | 117% [[<s% [ 0% || § | {Network Utiization % {Haddon Heights) __ j} 20.95% }i<70% )] 2207% L+ |
Sorvics Calle Graated ag0s ||| || 3420 || & | [Peak Network Ua% (Haddon Ht) [a7.1a% |[<se%|[ 11380% |[ 1 |
Service Calls Completed 3,788 3.962 4
[Service Calls Outstanding 814 678 4
[Service Calls Created (Alton) 924 || <800 944.5 +
[service Calls Completed (Allon} g4z [i>eoo|[ 104278 || &
[service Calls Outstanding (Alton) || 149 Ji<ao0]] 135 || §

RWEpPﬁ,-,.-_.m..
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Last Updated - 5/1/04 4.10 AM
Update..

Am erican KENTUCKY AMERICAN WATER COMPANY

\\ \‘ MONTHLY CUSTOMER CARE SCORECARD
Water FEBRUARY 2004

Legend: Goal Met/Goal Not Met 1 Positive Trend 4 Negative Trend €> Constant
| Customer Service i Operations Management |
Metric Feb 2004 || Goal |[ 4 Month Avg || Trend | [Metric Feb 2004 |l Goal || 4 Month Avg || Trend |
Quality Monitoring 88,36% 1| >90% 85.71% A | [votal # of Calls 334,257 | 330,754.25 4
# of calls evaluated 543 441.5 1t Avg Handle Time 5:41 < 5:00 542 T
Survey information 96.16% || » 90% 95.99% - - [
% Egl NIA ® ? NIA ° J;k |% First Call Effactiveness 93.96% 92.25% ! +
% Taken of IN N/A NIA N/A [% Confacts Closed >= 3 days 96.84% 95.98% ” 4
Avg % Ans withln 30 sec 85.44% || »80% 76.79% 4 | Iavg #Past Due S/0s 832 < 442 1,845.5 +
AVQ % Abandon after 30 sec 2.25% < 5.5% 3.13% ‘1" AVQ # Open UiCs 274 <291 158.75 &
{Avg Speed of Answer (sec) 2465 | <30 || 3388 Lt gﬁ' dCenter 15351 879%255 i
Max Queue Time in IVR T 632 < 26:50 4 ]
[ = == % of Bill Exceptions 4.36% < 2% I 3.5% 4
% IVR Self-Serv Calls Offered 20.08% || > 15% 17.07% 4 e
e sy (% Est, Readings 466% || 0% ||  387% 4
% Correspondence Response < 3 days | 100% 100% 100% ) | eeeer———— R
s IRev Adjustments $58.655.40 {$41,565.95) I T
{Total Gust Imp 5/0 Past Due £ 0 0 > # of Adjustments 4.691 1,954 KA
# Payments in Suspense 123 175.5 T 1 Fva Dai 1 1014 P
Customer Disputes pon NIA NIA ?rg ally Revenue $268,700.08 ‘ $254,101.49 1T
[# OF Accounts on Hold 10,934 104585 | & | wedRevenue | 95:374.001.56 | || $4:954.979.00 | %
- ——— Avg Daily AR §4,055,945 86 $4,670,8934 72
[PUC Complaints 4 3 I |1 Bays oustanding " 21.1 257 4
Metric Feb2004 i Budget Q4 2003 | Trend
Charged Off 547,464.56 $115,734.48 +
% of Rev 0.88% 0.83% NA

http://10.38.3.16/webapp/Scorecard/ScorecardSelector 7/3/2006



Kentucky American Water Company Page 2 of 2
KAW_R_1AGDR_40D_ATT 071106
3 of 137

| Business Support ] ApplicationfTechnical |
[Metric |[Feb 2004][ Goal |[4 Month Avg|[Trend] [Metric {[Feb 2004 || Goal |[ 4 Month Avg |[Trend|
[oRCOMSIs outstanding | WA || | NA N/A ] [ECIS Avalability 100% || 99% | 100% [ & ]
QRCOM SVi's outstanding | A N/A NA | |Lest Productive Time (Hrs) In Prog N/A |
Custamer Care IRs/Work Orders Craated ] 422 <100 406.5 ,_I:M Peak AS/400 Response Time 3.04 <0.5 7.49 +
Customer Care IRs/Work Orders Completed | 450 >100 395 + Occurred At 06:00:00 on 2004-02-25
ICuslomer Care IRs/Work Orders Ouistanding  {] 444 [[<320§ 43075 + [# 15 min intervals > 60% CP...._.._..__jU U 113 <268 116 T
[Fotal Number of Service Calls 3143 asse || T | [CPU Utiizaton % [0 2041% || 4 |
[Percent Calls Answered Less Than 30 Seconds || N/A_ |[>80%j| A NA | [DASD Utiization% 76.64% %:____J’IS.BZ% Ld
Average Handle Time [ s00 J[<soof] 438 ][ J§ | INetwork Utifzation % (Hershey) 1523% |[<70%) 2596% | T |
Specd of Answer e | <2 1 4 | [Peak Network Uti% (Hershey) 105.25% |[<99% ]| 11581% | 1+ |
Percent Abandonsd After 30 Secands [ 212% |[<5%][ 109% || & | MNetwarkUtiization % (Haddon Heights) 1232% ||<70%) 2228% || T |
Service Calls Greated — [z | [ 70175 |[ 1 iPeak Network Uti% {Haddon Ht) 98.40% [[<99%]] 113.90% 4+
Service Calls Completed T st | [ 37015 |[ &}
Service Calls Outstanding |[ se7 723.33 KN
Service Calls Created (Alton) soz_|[<soo][ s [ 4]
|Service Calls Campleted (Altor) 800 |[>800]f 99775 || 4 |
Service Calls Outstanding (Alton) [ 165 |{<a400][ 13067 4

RWE “ounr
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\\‘\\ American KENTUCKY AMERICAN WATER COMPANY Last Updated - G11/0 4:15 AM

MONTHLY CUSTOMER CARE SCORECARD
Water MARCH 2004

Legend: Goal Met/Goal Not Met 1T Positive Trend 4 Negative Trend €> Constant
| Customer Service | | Operations Management }
[Metric Mar 2004 || Goal || 4 Month Avg |[Trend] [Metric ]I Mar 2004 Goal || 4 Month Avg |{ Trend
Quality Monltoring 88.83% || >90% 86.1% 4 | [Tott# of Calls || 386,062 333,100.25 4
# of calls evaluated 1087 46425 T Avg Handie Time 5:50 < 5:00 537 ¥
Sug?ﬁmfo”“aﬂm g'wz% > 90% 95&?},2\% N‘E\ % First Call Effectiveness 93.56% | e275% 4
% Taken of IN NiA N/A NA | % Contacts Closed >=3days || 9567% | 96.05% 1+
Avg % Ans within 30 sec 80.79% || > 80% 78.50% f T Avg # Past Due 5/0s 549 I <358 1.558.5 E
Avg % Abandon after 30 sec 208% ||<55% |l  307% || P | [avg#Open Uics 206 < 199 20325 3
Avy Speed of Answer (sec) 2548 <30 32.56 + l ggi"‘ dCentar 19:‘; ;33172 j[:
Max Quete Time in IVR 27:25 < 30:01 + ] : S
= % of Bill Exceptions I aa3% | <2% 403% I ¥
% IVR Self-Serv Calis Offered 18.39% || >15% ||  18.6% &
i [% EsL Readings Boorsn |l ow || 421% | 4
% Correspondence Response <3days || 100% || 100% 100% © — - T
I 1 |Rev Adjustments $123,272.57 ($12,534.69)
[Total Cust imp S/0 Past Due | o 0 0 x4 # of Adjustments ( 5,739 ‘ 2,804.75 +
# Payments in Suspense N/A 88 NiA :
e i ok s | 2 . [Avg Daily Revenue $255,304.09 [ s2e544267 | & |
17O Accounts on fiod w2410 | [ iossozs || 4 Billed Revenue 55,871,994.11 [ $5.651,906.82 i
= Avg Daily AR $3,050,220 06 $4,653,744.02
FUC Complaints L7 ” " 4 | Days Qutstanding 216 244 .
[Metric Mar 2004 Budget | Q4 2003 [ Trend ]
Charged Off (551.00) $115,734.48 4
% of Rev 0% 0.83% +
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| Business Support | | Application/Technlcal |
Metric Mar 2004|[ Goal |[4 Month Ava||Trend| [Metric - Mar 2004 || Goal | 4 Month Avg || Trend |
ORCOM Si's outstanding 20 | w~a N/A_| [E<CIS Avallabiiity j 100% |[98% || 100% ||
[ORCOM SVI's outsianding |22 [ WA [ A | [Lost Productive Time (Frs) in Prog [{ NA §
Customer Care IRs/Work Omders Crealed 580 |[{< 100 411.67 4 | [Peak ASM00 Response Time " 18.13 <05 7.49 4
[Customer Cara IRsWork Orders Completed 535 |[> 100 413 S Qceurred At §3:45:00 on 2004-03-07
[Customer Care IRsfWork Orders Outstanding a9 ||<o0|| 437 || & | {15 minintervals > 60% CPU Ut [ _te7 <268 122 12
Total Number of Servios Calls 3,595 aaiser || & | [CPY tization % ||_26.03% | L 2os% | &
[Parcent Calls Answered Less Than 30 Seconds || WA _||> 60%]_ NA || A | [DASD Utiization % | 77as% |[<ron]l 7s542% | 4 |
Average Handie Time | 5:00 |[|<5:00 4:41 J | [Network Utilization % (Hershey) " 0% <70%) 2354% ] ___T_J
Speed of Anwer o oo || 7667 I & | [Peak Network Uii% (Hershey) 0% |[<so% | 11561% | 1 |
Parcent Abandoned After 30 Seconds 209% |[<5% ][ 14.33% || 4 | (Network Uliization % (Haddon Heights) 0% _|[<70% ___1.9;‘35’?“__“_1\_}
Service Calls Croated 4,241 3.499 N {Peak Network Uti% (Haddon H) [ 0% [<se%|| 11389% || 4 |
IService Calls Campleted azre | ][ a2 [ 1]
[Service Calls Outstanding [sa0 | 76425 || 4 |
[service Calls Created {Atton) [ 1,026 |[<o00][ 83975 4
Service Calls Completed (Alto) 1,068 |[>800]| 84175 [ 4
Servica Calls Outstanding (Alton) 150 (<400 14825 |f L |

RWE = e
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American KENTUCKY AMERICAN WATER COMPANY Last Updated - 711104 430 AM

\\"\\ MONTHLY CUSTOMER CARE SCORECARD “Update
Water oM

Legend: Goal Met/Goal Not Met T Positive Trend < Negative Trend € Constant
| Customer Service E Operations Management i
[Metric i Apr 2004 || Goal || 4 Month Avg || Trend| |Metric i Aprz004 Goal || 4 Month Avg || Trend |
Quality Moritoring 89.7% |[>90% || 873s% || T | [Total#ofCals | ss72a2 356576 | & |
# of calls evaluated 1,644 597.75 T _| v Handle Time I~ sas <500 5as 3 |
i ° D 96.07% ; e
Survay Information scash | >eo%]l e ) T | [%FistCall Eflectvences I ga.88% | siew | 3§ ]
| % Taken of iN N/A N/A N/A_{ |% Contacts Closed >= 3 days [ 9581% | I 95.84% 4+
Avg % Ans within 30 sec | 8446% ||>80% | 788% || 1 | |avg#PastDuesios 1,314 <aes | 140475 F 4 |
Avg % Ahandon afier 30 sec ‘ 1.8% < 5.5% ‘ 2.94% | N ' Avg # Open UlCs 195 <109 20625 H +
Avg Speed of Answer (sec) 2181 || <30 || 3172 + ]| Gall Center o g g
Max Queue Time in IVR 2120 || < 30:08 -
T [% of Bill Exceptions 3.56% < 2% 414% || 4 |
% IVR Self-Serv Calls Offered 17.08% 1 >15% 18.88% <+
R [3% Est. Readings 1.04% 0% 3.30% 1 |
% Correspondence Response <3days || 100% | 100% ||  100% [z 3 S0500200) eoie100
= |Rev Agjustmenls ( 62, 481 W
[Total Cust Imp S/0 Past Due o o | 0 € # of Adjustments 2,198 39165 4+
# Payments in Suspense NIA 123 N/A :
e e | % 3 |V | oo Revene sasioose || [ seseseeat || 4 ]
—= [Bil ; ] 0.58
[ Of Aceounts on tiold raet | I tis0a7s || £ led Revenue $5,524,214.94 $5,596,100.5 :lr: i
- Avg Daily AR $3,840,597.43 54,187,287 96
[PUC Complaints T | s25 | 4 | Bays Outstanding 214 L 23 %
Metric B Apr2o004 Budget | Q1 2004 | Trend
Charged Off £93.371.85 $96,660.79 +
% of Rev 1.69% 0.57% A
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I Business Support B Application/Technical |
Metric Apt 2004][ Goal {4 Month Avg|[Trend} [Metrlc Apr 2004 |[ Goal |[ 4 Month Avg |{Trend |
ORGOM SF's cutstanding 82 [28 3 ] [ECIs Availability 100% || 99% [ 100% || € |
ORCOM SVI's outstanding [ s5 22 3| [Lost Productive Time (Hrs) In Prog A
[Customer Care IRs/Work Orders Created || 526 | <t00|] 453.75 $ | Peg:;&il:doi ?%&%ng g‘lrinz% 04.04.25 242 <05 18.13 u—
[oustomer Gare IRefork Ordes Compled o Jorool st N T [#15 min rels > 50% GPU U 231 |[<2e8]] 135 [ 4
[Custamer Care IRs/Work Orders Outstanding 560 |[l<320 444 4 (GFU Uileaton % YT 22‘4é% 3
Total Number of Service Calls 4,161 3,460.5 4 |DASD iimation % To et IT=To% o S
Percent Calls Answered Less Th% 30 Seconds NIA i[> B0% N/A, NIA ENebu; T ¥ T = — 'WT% =
|Average Handle Time 500 ji=o00) 59 b ! [Peak Notwork Uti% (Hershey) NIA_ |[<99%|[ 11561% || NA
Speed of Answer 100 <20 818 ¥ | [Network Utiization % (Haddon Heights) WA || <70%|[  14.55% WA |
Percent Abandoned Afier 30 Seconds ][ 19.3% [[<5% | 15.98% ] [Peak Network U% (Haddon Hi) NA  |[<90%| 113.95% || NA |
IService Calls Created 4,331 I 3rass | & ]
{Service Galls Completed 4317 3736 | 1 |
Service Calls Outstanding 1055 || 82225 || 4 |
Service Calls Crealed (Alton) [ sos |[<soof| so3zs | 4]
Service Calls Completed (Allon) 869 [~ 800 811.75 | J
Service Calls Outstanding (Allen) il 193 |l<aoo| 14075 || 4
RWE “aan
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American KENTUCKY AMERICAN WATER COMPANY Last Updated - &/1/04 4:13 AM

\\—‘\\ MONTHLY CUSTOMER CARE SCORECARD
Water MAY 2004

Legend: Goal Met/Goal Not Met 1 Positive Trend {4 Negative Trend €> Constant
{ Gustomer Service i1 Qperations Management |
{Matric | May 2004 || Goat || 4 Month Avg || Trend | [Metric [{_ May2004 || Goal || 4MonthAvg || Trend |
Quality Monltoring 91.46% || >90% || 88.24% 4+ | {Total # of Calls [| 328221 | b 38479675 If 1
A
.....# of calls evaluated _ 1,896 953.25 LT | [avg Handie Time " 594 =500 t_ et “ S l
Survey Information 96.93% || » 90% 96.14% N -
e A A Q, a | [ FirstCall Effectiveness IEEEE [ eses% | T ]
% Takan of IN NIA N/A NA | |% Contacts Closed >=3days || 9659% || e T 4]
{Avg % Ans within 30 sec | 88.68% || >80% | 80.55% 1T | lavg #Past Due S/0s 1,222 <308 || 1,033.25 4
[Avg % Abandon afier 30 sec | 117% J{<o.5%) 268% ]| 4 | [avg#Open UrCs 208 <190 293,75 +
tAvg Speed of Answer (sec) [ 1508 J[<ac ][ 2082 | 4] Call Contor 72 11675 E
iMax Queus Time In IVR 27:49 < | 3107 | e [ o
s % of Bil Exceptions 3.9% [ <2% 4,06% 1
% VR Self-Serv Calls Offared 16.86% || > 15% 18.54% 4 | == S——
s — % Est. Readings 0.79% u 0% 325% +
% Correspondence Response < 3 days 100% 100% 100% <> I i s o
=z [Rey Adjustments (563.81584) || s64,75682) || P
{Totai CustImp S/0 Past Due H 0 0 > # of Adjustments 2,181 3,667.75 o
# Payments In Suspense NIA 123 N/A ; - - ‘
Customar Disputes Pyd 36.67 4 _Avg Daily Revenue §$256,229.03 $259,442 44 4 .
% Of Accounts o Hofd __j 111,386 i 11863 : ’_] Billed Revenue $5,380,809.63 $5,642,873.05 i
- R P {Avg Daily AR $4,369,434.04 $4,145,707.24
PUC Complatnts N fl_ 575 3] Days Outstanding 238 223 3
imetric B way 2004 Budget || Q1 2004 | Trend
Charged Off $65,263.36 $06.660.79 1
% of Rev 1.21% 0.57% <
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| Business Support 1 Application/Technical |
|Metric ﬂMay 200411 Goal |[4 Month AvgjlTrend] [Metric ] May 2004 || Goal ji 4 Month Avg |i Trend |
{ORCOM St's outstanding e |l 855 4 | [ECIS Availability 100% || 99% || 100% >
ORCOM 5VI's outstanding 41 385 I & | [LostProductive Time (Hrs) In Prog [Na]
Customer Care IRs/Work Orders Created 428 |Ji<100 484 " | Pazk AS/400 Respunse Time 4.85 <05 1843 1T

T Occurred At 06:00:00 on 2004-05-01
Customer Care IRsWork Orders Completed as3 |i>100|[ 4ris || 4 | =
- # 15 min intervals > 60% CPU Ut 190 i[<2e8] 16075 || 4 |
Customer Care IRsMork Orders Outstanding 522 |[<3z0f|| 48525 H =

CPU Utilization % 21.48% 23.19% 1+
Tolal Number of Service Cails 4,805 3,704.25 || 4 et
DASD Utifization % Il er.57% |[<70%]]  76.80% T
Percent Calls Answered Less Than 30 Seconds NA |- 80% NA ] NA - ==
Network Utitizatlon % (Hershey) N/A < 70% 15.21% | N/A i
Average Handle Time 500 |l<s00l &03 |} | m——
e e ! Peak Network Util% {Hershey) N/A, < 8989% 111'28%,_....! NIA l
Speed of Answer . 105 _fl<20)| 8875 || ¥ | [Notwork Utitzation % (-addon Heighis) NA__|[<70%]| 1249% || WA |
Percent Abaﬂdoned After 30 SecondS ......18‘8% | < 5% ” 15.23% ” & Peak Network Utl% (Haddt}a Ht) N/A < G3% G7.14% i; N!A I
Service Calls Created 3549 || || 39885 | +
Service Calls Completed aras || | 3grazs || 4 |
Service Calls Outstanding 919 || 9215 ¥
Service Calls Created (Alton) | 794 |l<so0) 81175 +
[service Calls Completed (Alton) Il 823 |[[>800] 91925 4
{Service Calls Outstanding (Alton) I 174 Ji<a00]l 1645 4 |
ng@
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- ast Updated - 54 AM
‘ American KENTUCKY AMERICAN WATER COMPANY Last Updated - 9/1/04 4.4 A
\\ MONTHLY CUSTOMER CARE SCORECARD Shest il
Water JUNE 2004
Legend: Goal Met/Goal NotMet 1 Positive Trend < Negative Trend €> Constant
] Customer Service | | Operations Managemernt |
|Metric i Jun 2004 || Goal |{ 4 Month Avg |[Trend | [Metric i Jun2004 | Goal || 4MonthAvg |[Trend
Quality Monitoring 927% || >90% l 89.7% 1 | [Total# of Calls { 382462 351,485.5 4
# of calls evaluated L | 12925 | T 1 [avg Handle Tme [ sa9 <5:00 543 1
3 n, B, e o it 1 y
Survey Information Yioat [|>00% ) S6EE% ! J a | [% First Cal Effactiveness [_sa29% || I
1% Takenof IN NiA NIA NIA_| |% Contacts Closed >= 3 days | ee86% | 96.22% 3 |
{Avg % Ans within 30 sec [ 8228% [{>80% | 847% || J | [Avg#PastDue S/0s 918 <399 ||  1,089.75 + ]
AVQ % Abandon after 30 sec !I 2.02% -] <558% 1.83% “ QL Avg # Open UiCs 247 <200 221 ‘I,
Avg Speed of Answer (sec) [ 2276 [ <30 2188 || 4 Call Center 8 98,18 }:
Max Queue Time in IVR [l 30:54 < 208 || ¥ | = '
s {% of 8ill Exceptions 519% l<2% ][ a0r% )| ¥
% IVR Selt-Serv Calls Offered 17.52% || > 15% 18.1% 3 | i e
e e e [% Est. Readings 138% [ 0% || 8% || F
% Correspondence Response < 3 days 100% I 100% 100% > [ s ; S "'"'I""
e Fe==m Rey Adjustments 93,1592 58,623.76
Total Cust Imp S/0 Past Due 0 0| o €* || #ofAdjustments ( 1,590 ) ﬂ ! ( 3.702.25—)-| 4
# Payments In Suspense NIA 123 N/A | - y -
Customer Dispine o iy v |Avg Daily Revenue |L_S280.569.86 | | ses7sm000 || 4
# Of Accounts on Hold [Tsora || || 688575 || ¢ [Bitled Revenue || _$6,172,536.98 $5,537,755.07 | I
o— Avg Dally AR $4,073,272.79 $4,054,049 35
PUC Complaints 1 525 )| 4 Days Quistanding ] 0 > b4
[Metric L dun2004 || Budget | Q12004 Trend
Charged Off $59.261 77 $96,660.79 +
% of Rev 0.96% 0.57% 4
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{ Business Support & ApplicationTechnical |
{Motric Jun 2004)| Goal {[4 Month Avg|iTrend| [Metric Jun 2004 |{ Goal | 4 Month Avg | Trend |
[orRcOM SI's cutstanding 86 55 4 | [ECis Avaitabiity 100% || 99% 100% ¢
ORCOM SVI's outstanding — 58 3333 || 4 | [LostProductive Time (Hrs) in Prog N/A
Customer Care IRs/Work Orders Created 547 {<100 489 4 | |Peak ASMO0 Response Time B.44 <05 18.13 +
ot e ;:;“;m o0 379 P Ocourred At 23:00:00 on 2004-06-19
ustomer C.are I<s/vvol ers Lo ate >
e Lo [81 min intervails > 60% CPU Ut 172 | <268 || 17525 + ]
Customer Care IRs/Wortk Orders Outstanding I 546 <320 505 H ) | s R
CPU Utilization % 26.82% 23.29% +
Total Number of Sewvice Calls 3,493 i ag2 4 T e e
zatuon R < o .
Percent Calls Answered Less Than 30 Seconds || N/A_||> 80%]___NA I NA | Al - | :
; Network Utilization % (Hershey) N/A <70% [ 8.75% N/A
Average Handie Time 5:00 |i<500 5:14 + —————
o L) = Peak Natwork Uti% {i4ershey) NIA < 99% E 105.25% N{f\_m
Speed of Aswer - 82 11 =20) 2725 N T ) [Nehwork Utlization % (Haddon Heights) NA_|[<70%| 687% || NA
Percent Abandoned After 30 Seconds 17.6% < 5% 20.05% _“:_- [Peak Network Uté% {Haddon Ht} NIA r:wégﬂ 96.40% | N/A
Service Calls Created 3,897 3.909.75 «
Service Calls Completed 4,146 {3881 || 1 ]
Servica Calls Quistanding 867 955,25 : z
Service Calls Created (Alton) g6t ||<o00)] 87925 | 1 |
[Service Calls Completed (Alton) [ a7s |[>eco]| seos 4]
[Service Cails Outstanding (Alton) 163 |[<a00]] 17075 [ |
BWE
http://10.38.3.16/webapp/Scorecard/ScorecardSelector 7/3/2006



Kentucky American Water Company Page 10f2
KAW_R_1AGDR_40D_ATT 071106
102 of 137
. - 10/,
‘ American KENTUCKY AMERICAN WATER COMPANY Last Updated - 10/1 "’fj 4;91 AM
o dle
\\ MONTHLY CUSTOMER CARE SCORECARD _Updgte |
Water JULY 2004
Legend: Goal Met/Goal Not Met T Positive Trend {- Negative Trend €» Constant
[ Cusiomer Service | | Operations Management |
[Metric { Jul 2004 |[ Goal ]| 4 Month Avg || Trend]| [Metric Jul 2004 Goal || _4Month Avg {{ Trend |
Quality Monitoring 91.58% || > 90% 90.72% + Total # of Calis 415,693 363,486.75 4
# of calls evaluated —— 1,785 1,559.25 T Avg Handle Time 5:21 < 5.00 537 T
Survey Information 96.84% || > 90% 96.99% NP R
o i 80.43% NIA W | % First Call Effectiveness 93.91% 93.82% 4
% Taken of IN 18.01% NiA N/A | |% Contacts Closed >= 3 days 96.39% IEERE 3
Avg % Ans within 30 sec 71.65% || >80% ||  83.90% 4| [avg ¥ Past Due S/Os 1,291 [<ao0 ][ 41,1115 KN
Avg % Abandon after 30 sec 3.4% u< 5.5% 1.79% :l.'............ Avg # Open UICs 284 <200 214.25 I ‘iL
Call Center 82 85.5 +
[Avg Speed of Answer (sec) 3950 || <30 21.47 N o 2 i i
Max Queue Time In VR 50:24 < 28:22 4 : { - -
s = | 1% of Bilt Exceptions || ss9% <2% 4.30% 4
% IVR Self-Serv Calls Offered 17.5% | >15% 1749% J| 4
- s . |% Est. Readings 1.26% 0% 0.89% 3]
% Comrespondence Response < 3 days 100% |i 100% 100% || © | — = — T 1
: e justrme 124 09 96,568.
Total Cust imp 8/0 Past Due 0 0 0 | € B;; of !ﬂi?uskgenis (52 2,720 ) ¢ X ) +
4 Payments in Suspense NA | N/A N/A -
Costomes Dispaion e 3575 J. | 1Ava Daiy Revenue $264,830.99 |l $260,790.41 4
—— o B T T [Biled Revenue 55,826,261.73 || || $5.737,388.92 1
- B Avg Dally AR $3,945,471 75 $4,058,381.08
]PUC Complaints 2 435 T Days Quistanding 208 !l 217 +
{Metric I Jul 2004 i Budget Q2 2004 [ Trend |
Charged Off $127,023.04 $217,896.98 T
% of Rev 218% 1.28% L
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[ Business Support | ] Application/Technical i
Metric Jul 2004|[ Goal {|4 Month AvgliTrend| [Metric [Jul 2004 || Goal || 4 Month Avg || Trend
ORCOM SI's outstanding _ 43 62.75 1+ | [E-CIs Avaitabiity 100% || go% || 100% ||
ORCOM SVI's autstanding B [ 38 44 4 | [LostProdutive Time (Hrs) |[(in Prog | LA
Customer Care [RsMork Orders Crealed [ a7 |[<io0][ se025 4+ Peg*é AS"Mg% ?gg%%ngg ﬂn;auom7 25 447 || <05 18.13 T
[r——— P T CUTe: Tk on -
Customer Care IRsWork Orders Completed 476 ||>100 504.25 e
b : L4 [# 15 min intarvals > 60% CPU Ut [ 192 |{<268f 105 4
Customer Care IRsMork Orders Outstanding 550 (] <320 5305 < - [
b - CPU Utilization % 24.98% | 24.76% 4
Total Number of Service Calts 5,062 40135 || TASD Ulizaton % 70.81% |[<70%)  727% T
Percent Calls Answered Less Than 30 Seconds N/A  [{>80% N/A | N/A N s e WNJA |< — i 0 T
[rm— BTWO| Zalon % (harshey o ‘
Ave die Ti :00  {<5:00 518 - e
e e e 2 Al oLt ) [Paak Network UtE% (Hershey) NA_ | <99% 0% N/A
Spaed of Answer 195 (<200 9575 |l % 1 [Network Ublization % (Haddon Heigts) || WA _||<70%] 0% WA
:Percem Abandoned After 30 Seconds 247% || <5% 19.15% 1‘# IPEak Networl Uti% (Haddon Ht} ” NiA ﬂ < ggo, mb% NIA
Service Calls Created 3777 40295 [ 4|
[Service Calls Completed 3,880 | il 41185 | 4 |
|Service Calls Outstanding 860 | I es025 | 4
[Service Calls Created (Alton) | 786 Ji<soojl essa |
Service Calls Completed (Alton) |[ 7o7 |{>so0|l eo775 | 4 |
[senvice Calls Ouistanding (Alton) i 184 Ji<4co 170 || 4
Few:!:% f——_—
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Last Updated - 1171/04 5:05 AM

‘ Update:
\\ MONTHLY CUSTOMER CARE SCORECARD Sl i
Water AUGUST 2004
Legend: Goal Met/Goal Not Met T Positive Trend 4 Negative Trend 4> Constant
I Gustomer Service ] Operations Management |
Metric |[Aug 2004 || Goat || 4 Month Avg |[Trend] [Metric Aug2004 || Goal || 4 MonthAvg || Trend |
Quality Monttoring 91.44% || >90% | 91.38% 4 | [Total # of Calls 383,040 | || 308045 || 4 |
F 9
# of calls evaluated 1,905 1,729.75 Avg Handle Time 522 | <500 530 | I T l
Survey Information 87.4% [i>90% | 96.92% 1+ : o 2
bl oo Pyt A | [% First Call Effactiveness 9371% || s3os% || 1 |
% Taken of IN 14.35% 16.01% J | [% Contacts Closed >=3 days 94.94% 96.39% 1+ ]
JAvg % Ans within 30 sec 86.35% [ > 80% 81.36% 4 | |Avo #Past Due S/0s 844 <400 1,186.5 [T |
Avg % Abandon afer 30 sec 1.37% [}|<5.5% 2.16% ‘ T Avg # Open U/ICs 257 <200 226.25 4
[Avg Speed of Answer (sec) 1691 ]| <30 mas || T || Sancenter b 8L i
. il - ———
[Max Queve Time in IVR | W 407 ¥ | [eorilExceptions || 592% <2% 4.5% 4
o, . o i s
% IVR Self-Serv Calis Offered 18.76% [I > 15% 17.26% + | 1% Est. Readings l 0B7% 0% 142% T
k; I 0, ST
% Correspondence Response < 3 days % | 100% 100% > Rev Adjustments (582,977 05) (§127.779.48) Y
Total Cust Imp S/0 Past Due 0 0 f 0 > # of Adjustments 1414 217225 A
# Payments in Suspensa N/A NiA NiA | [Avg Daily Revenue $286,652.82 526326257 || 4 |
(1] tome D' ut 70 h _2 B A AN e
Soreoees 2 ) IBited Revenue $6,304,162.00 $5.72506082 || T
[# Of Accounts on Hold [| 11333 |f 35,687 4+ S
: Avg Daily AR $4,181,089.47 $4,057,194.00 || ¥
[PUC Complaints ' | 325 + Days Outstanding 204 21.5 14
Metric Il Aug2004 || Budget Q2 2004 [ Trend |
Charged Off $36,904.60 5217,856.98 +
% of Rev 0.59% 1.28% +
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| Business Support 1 Appiication/Technical !
[Metric Aug 2004 Goal |4 Month Avg|[Trend| |Matric || Aug 2004 {| Goal {[ 4 Month Avg ! Trend
ORCOM Si's outstanding 46 [ 8625 || 4 | [E-CIS Availablity Il to0% Jloo% |l  100% | €
ORCOM SVI's outstanding 32 | 47.5 | 9 | [LostProductive Time (Hrs) {| InProg Hi N/A
[Customer Care IRs/MWork Orders Created 487 |[<100][ 4945 1 Pegk &314(?%‘35%%“38 'ﬂmZ% 04.06.22 2.81 <05 8.44 T

- courre :00:00 on -08-
Customar Care IRs/Work Crders Complated 532 ||=100 | 489.5 + ’# e s so% ORI U I ™ T e 1
P ——————————————————_ e G 2]
Customer Gare IRsMWork Orders Quistanding 512 <320 B544.5 + |CPU YrT— | ey I T T
1 1ZaUon Yo . (] . £l
Total Number of Service Calls 4,050 4,380.25 + SO Ut ot I i ” s | =y 1
Percent Calis Answered Less Than 30 Seconds N/A  {|>80% N/A N/A IL—-————-———N T R A< 70% | — Ty
atwo zation ershey | %

A Handi 3 800 511 T

yerage Pande e 200 S T | [Poak Natwork Uti% (Hershey) NA_|[<o9%|___NA A
Speed of Answer W;‘mfﬁmm@— M%,@; [Network Utilization % (Haddon Heights) || NIA || < 70% NIA NIA
Percent Abandoned Afler 30 Seconds 11.6% H < 5% 20.1% + [Peak Network Uti% (Haddon Ht) [ ra |r““““""““< 99% | NA NA
Service Calls Created 4,082 || | 38135 || & |
Service Calis Completed | 2109 |l || 40195 F 4 |
[service Calls Quistanding [ s20 93275 || ¢
|service Catis Created (Atton) [[ 828 |l<s00 834 b\
Service Calis Completed (Alton) [[ sse |[>s800 8405 4
Service Calls Outstanding (Alton) ft 42 |l<aco| 1735 4|

RW@.-,--::..‘
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American KENTUCKY AMERICAN WATER COMPANY Last Updated - 11/30/04 4:46 AM

\\‘\\ MONTHLY CUSTOMER CARE SCORECARD “Upda
Water SEPTEMBER 2004

Legend: Goal Met/Goal Not Met 1 Positive Trend 4 Negative Trend > Constant
i Customer Service I Operations Management |
IMetric i Sep 2004 || Goal || 4 Month Avg |[ Trend] [Metric Sep2004 || Goal || 4 Month Avg || Trend |
Quality Monitoring 8178% || >90% || 91.76% 1+ | [Total # of Calis [ as54884 | arrasd |||
{_#of calls evaluated 1,501 1785 ¥t lavg Randle Time 5:16 < 5:00 5:24 T+
Survey Information 97.23% || > 90% 97.05% T | i ; o
bl 0 R 4 [% First Call Effectiveress 9338% || || e389% +
% Taken of IN 224% 15.21% 1 | [%Contects Closed>=3days ||  9626% || [ @8.18% 4
Avg % Ans within 30 sec 84.59% || >80% li  81.88% 4 | [Avg#Past Due S/0s 1,010 <400 1004 || 4
Avg % Abandon afier 30 sec 1.69% |1<55%|  2.05% P | lavg #Open uics 288 <200 241.5 +
Call Cent _
Avg Speed of Answer (sec) 215 || <30 24,07 T Fag 0 s i
(iax Quese Time b VR - B LS 31:50 4| [ of Bill Exceptions [ ser% [ <2% | si6% | % |
% IVR Self-Serv Calls Offered 18.47% | >15% ]| 1788% i 4 | % Ect Roadings I oy [ o% 1 07% T
o, g, 0, I 7
% Comrespondence Response < 3 days 93.67% || 100% 100%  H 4 | o Yp— (594,562 55) 612200823 || 4
[To!al Cust Imp 5/0 Past Due 0 ] o > | # of Adjusiments 1,559 1,976.25 ™
# Payments in Suspense N/A NIA NiA | lavg Daily Revenue [ se67.084.53 | | szr2227.48 ||
1 D 7. rrer——
Customer Dispules 20 aib L | [Biied Reverue $5,875,421.92 | $5,920947.58 || &
% Of Accounts on Hold I 11025 | 35,647.5 1+ e prmmm—
- = = Avg Daily AR $4,673,526.53 $4,142,317.01 || 4
PUC Complaints N 2.75 & || Days Oustanding 244 21.3 b
[Metric Sep 2004 Budget | Q2 2004 0 Trend
Charged Off $91,839.50 $217,896.98 +
% of Rev 1.56% 1.28% +
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I Buslness Support [ ! Application/Technical |
|Metric L [ Sep 2004]| Goal |[4 Month Avg||Trend] {Metric Sep 2004 || Goal |} 4 Month Avg {| Trend |
|ORCOM S!'s outstanding [ ea ] 57.25 4 | [E-CIS Availability 100% || 99% 100% | € |
ORCOM SVI's outstanding { 52 4175 3 | lLost Productive Time (Hrs) | InProg Il NiA
Customer Care IRs/Work Orders Created { 316 |l<to0f| 4835 4 | |Peak ASHO0 Response Time 4413 | <05 844 +
Emm——— Occurred At 12:45:00 on 2004-09-26

Customer Care IRs/Work Orders Completed {413 |[> 100 503 4 —

[# 15 min intervals > 60% CPU Ut [[ 189 |{<=es 200 ff 1|
Customer Care IRsAWork Orders Outstanding  J| 478 |l<320)] 5325 + .
‘ . CPU Utilization % 27.41% || 2501% || & |
Total Number of Service Calis i 4173 | 43525 t+ T rr——— et P 4

. < 70% X

Peroent Calls Answered Less Than 30 Seconds || NIA__|[> B0%|[ __ N/A WA = 2 - :

Netwark Utillzation % (Hershey) | NA f<70%| NIA IR
Average Handle Time 4:00 J{<5:00 5:08 +

s [Peak Network Util% (Hershey) Il NA |[=99%]| MA B ONA

Speed of Answer 109 N=20% 1195 T | [Network Utiization % (Haddon Heights) [ wva_J<7o%|__nwa__ | WA
Parcent Abandoned After 30 Seconds 1247% j{ < 5% 18.16% ‘T’ lPEak Natwork UR% (Haddon Mt IT/A——” < 99% “ N/A " N/A
Service Calls Created 3,207 3,851.25 1+
Service Calls Completed J|_3.202 39675 || 4 |
Service Calis Outstanding 1,011 90125 || & |
Service Calis Created (Alton) 564 ||<so0jf 81725 + |
Service Calis Completed (Alton) || s67 |[>s00] 8405 | 4
Service Calls Outstanding (Aiton) [ 167 |[<a00]l 18075 || 4

RWE"@M-W--
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OCTOBER 2004
Legend: Goal Met/Goal Not Met 1 Positive Trend 4 Negative Trend €3 Constant
| Customer Service 1] Operations Management |
Metric Oct 2004 || Goal_|[ 4 Month Avg |{Trend | [Metric _|[Oct 2004 Goal {I 4Month Avg |l Trend ]
Quality Moniitoring 91.71% || >90% || 91.86% ¥ | [Total # of Calis 374,990 I ssspr07s | 4
4 s
# of calls evaluated 2,054 1,696.25 P Avg Handle Time 519 =500 | 590 " S
Survey Information 97.27% || >90% || 97.13% TR : = p Y
thirtd Mt 0200 4 | L% First Call Effectiveness 93.54% | | ssssn |1 4
% Taken of IN 18.1% | 1746% 4 | |%Contacts Closed >=3days || 96.57% | [{ es11% || 4
Avg % Ans within 30 sec 82.85% |[>80% ]| 81.01% 4 | |Avg #Past Due S/0s 1,114 <401 1,041 4
Avg % Abandon afier 30 sec | 1.26% Jl<55%| 218% [ 4+ | |avg#0penuics 231 <200 2615 t
' == Call Cent 1 7
[Ava Speed of Answer (sec) [T732 | <a0 25.45 T || oo penter % o $
[Max Queue Time in VR [ 2049 || < 29:57 !LT__ [ of Bill Exceptions [ ae% <2% 5.43% + ]
% IVR Self-Serv Calls Offered | 2012% |[>16% ][ 18.00% | 1 | [% Est. Readings [ tom RE
9, L o y 1 i
% Correspondence Respanse < 3 days | 78.61% || 100% 9844% || 4 | Rev Adfustmonts (8214 158 22) 12870000 ||
Total Cust Imp /0 Past Due o Jl o 0 € # of Adjustments 1,625 1,820.75 T
# Payments in Suspense NIA ' NIA N/A | |Avg Daily Revenue §276,800.40 $274,754.58 1
b i 2 i =
_Custormer Disputes = 2 *..! [Bited Revenue $5,814,908.50 || $6,044,60066 || 4
[#£Of Aceounts an Holg I 11,422 ]! [[ 1055675 || 4 R
. . |Avg Daily AR $3,979,568.65 $4218340904 {{ T
{PUC Complaints TER | 225 1 3 Days Outstanding 204 214 ﬂ 1T
IMetric [I__oct2004 | Budget || Q3 2004 |_Trend |
Charged Off §57,277.86 $255,767.14 T
% of Rev 0.99% 1.42% 4+
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[ Business Support ] i Application/Technical |
[Metric Oct 2004]| Goal {|4 Month Avg|{Trend| |Metric |f Oct 2004 || Goal || 4 Month Avg |[Trend
[OrRCOM SP's outstanding 107 59.75 4 | [E-Cis Avaitaviity | _100% ][ 99% 100% || €
|orRCOM SVi's outstanding T [ 58 [ a45 [ 3 ] [LostProductive Time (Hrs) I nProg | [ NA |
[Customer Care IRsWork Orders Created || 482 ||<100][ 4705 || < | |Peak AS/a00 Response Time 488 | <05 44.13 +
; e | Qcturred At 08:00:00 on 2004-10-17
Customer Care IRs/Work Orders Completed 530 1> 100 | 403 R = e
- FE== [# 15 min intervals > 60% CPU Ulll [{ 263 J<2e8il 20225 4|
Customer Care IRsMWork Orders Outstanding || 422 _|[<320][ 52175 1]
: CPU Utilization % Il 2567% 2653% || 1
Total Number of Service Calls I 5485 ] 4,194.5 4o o
- DASD Utiiization % || 70.45% H<7ou]l 7048% | 4
{Percent Calis Answered Less Than 30 Seconds NiA  ||> 80% N/A NiA ] e
m — e — K Network Utilization % (Hershey) it NA < 70% NIA | Nia
Ime 4 B 2 [ 1

g Peak Network Uli% {Hershey) [T Na J[<sow|[ WA [ WA
[Speed of Angwer 157 _Jl<o0 )| 1205 ]| ¥ | Roiverk Dlizmton % Fisddon iogne) Cna J[<7on][ WA | N |
|Percent Abandoned After 30 Seconds 17.6% |i<8% ]| 1659% || | [Foak Network Uti% (Haddon 11— NA <osn NA | NA ]
|Service Calls Created 4,043 [ azes7s |3
|Service Calls Completed 4115 || 3834.25 || 4 |
Service Calls Outstanding L1030 W eters || & |
Service Calls Created (Alton) [ 708 J[<so0][ 7se7s )| 1 |
Service Calls Completed (Alton) {| 708 |l>ao0i] 7765 4
IService Calls Outstanding (Alton) i 173 [<400 158 4

nwg’?m,.;-,.,
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W American KENTUCKY AMERICAN WATER COMPANY Hast Updated - 211105 4.6 AM
\_\ MONTHLY CUSTOMER CARE SCORECARD Sedsomliiiil
Water NOVEMBER 2004
Legend: Goal Met/Goal Not Met 4 Positive Trend 4 Negative Trend €3> Constant
[ Cuslomer Service | Qperations Management |
Metric _ J Nov 2004 || Goal || 4 Month Avg |[Trend] {Metric i Nov2004 | Goal || 4Month Avg | Trend |
Quallty Monitoring s1o% [[>90% | ot63% " 4 | [Totai # of Calis ;0,112 || | se2asirs || 4 |
# of calls evaluated L5 L 181125 I & | g tandie e 5:18 <soo][ 528 || T |
Survey Information 96.10% {1>90% i o7.10% 4+ |k : 5 )
i b ] 004 1 % First Call Effectiveness 94.09% [ 9365% 4o
% Taken of IN 18.04% 17.64% + % Contacts Closed >= 3 days 96.68% L 96.03% 4
Avg % Ans within 30 sec 83.01% JI >80% j{ 81.13% || 4 | [Ava#PastDue S/0s 1,714 <400 108075 | &
Avg % Abandon after 30 sec [ 1a43% ll<ssu][ 188% ][ 4 ] |Avg#Openuscs 255 < 200 257.5 +
. 2
[Avg Speed of Answer (sec) [ 1838 ][ <30 2218 |1 || rae o e ,?
Max Queve Time in VR 26:47 L= 2040 % of Bill Exceptions 4.41% <2% || 53% | T |
A e e e ety
% IVR Seif-Serv Calls Offered 2081% |[>15% || 18.68% % Est Roadings s o || 0% || & ]
[ 0,
% Corespondence Response < 3 days 81.57% || 100% || 93.07% ¥ [Rov Adjustronts (517 158.47) Siso06059) || T
Total Cust Imp S/0 Past Due ] 0 0 > # of Adjustments 1,547 1,829.5 +
# Payments in Suspense N/A ] NIA N/A | jAvg Dally Revenue ] $235,751.19 $273,802.00 4
Sustomer Disputes Z 575 b_| [Gied Revenve $5,186,526.11 §59055,193.54 || 4
# Of Accounts on Hold || 16498 I 1aee [ 4| = - Smmm—
: mentatiN Avg Dally AR 53,506,647 99 $4.19491435 || T
PLIC Complaints | e I 275 [ & ]I DaysOutstanding 20.8 21.4 4
{Metric ' Novzood Budget | Q3 2004 { Trend |
Charged Of $51,561.14 $255 767 14 +
% of Rev 0.99% | 1.42% 1+
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| Business Support 11 Application/Technical |
[Metric _|{Nov 2004]| Goal }[4 Month AvaliTrend| [Metric || Nov 2004 || Goat || 4 Month Avg || Trend
[ORCOM s outstanding [ wa JL__J[ 68 NiA | [ECIS Availability [ 1o0% |[99% || 100% || <>
ORCOM SVI's outstanding NiA 44.5 N/A | Lost Productive Time (Hrs) |! In pmgm ;i NIA
[Gustomer Care IRs/Work Orders Created _ 491 <100 484,25 4 | [Peak AS/400 Response Time || 473 || <05 “ 44.13 LS
Customer Care IRs/Work Orders Completed a8t |[>100]f 50275 || & | LOccumed At0S:15:00 on 2004-11-14
[Customer Care IRsWork Orders Outstanding a40_ |<320]f 4so7s || 4 | HiSminintervals > 60% CPU Ud 211 Ji<aesli 2245 || % |
Total Number of Service Cals XN, 4025 || T | \CPY Utiization % I|_235% 2024% || T
Percent Galls Answered Less Than 30 Seconds || N/A ||>80%|  NiA || NiA | I2ASD Utlization % || 7044w ji<moxl| vorrw | 4
‘Average Handie Time [ 500 Jl<swo| aea | & | {Network Utilzation % (Hershey) NIA__ [[<70% NIA N/A
Specd of Arcwer '-——*"-'——--”"T =50 36,08 T {Peak Nehv?f'k th‘i% {Hershey) NA [<99%]] N /A
mnt%amjaned After 30 Seconds | 11.74% (| < &% 1 16.59% 1| etwork izaton % (Haddon Heights) IL_NA_Ji<70% A A

Peak Network Uti% (Haddor HY) I N i[<99%] N/A NIA
{Servico Calis Created 3,919 3777.25 W
Service Calis Complatad 3,950 3,826.5 +
|Service Calls Outstanding [ 1,118 |l if 9575 |
Service Calls Created (Alton) 8oa |l<oooff 72175 <+ |
[ervice Calls Outstanding (Alion) 239 |[<400][ 615 [ 4 |

ngﬁ
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Ameri can KENTUCKY AMERICAN WATER COMPANY Last Updated - 3/1/05 4:16 AM

\J MONTHLY CUSTOMER CARE SCORECARD
\\\\ Water DECEMBER 2004

Update :

Legend: Goal Met/Goal Not Met 1 Positive Trend b Negative Trend €» Constant
i Customer Service i1 Operations Management ]
Metric |[Dec 2004 }{ Goal || 4 Month Ava | Trend] {Metric | Dec2004 ] Goal || 4MonthAvg || Trend ]
Quality Monitoring 90.24% I >o0% || s171% || & | [Fotal# of Calls |__a4s959 _Jl seszses || 4 |
# of calls evaluated ao6 1,580 ¥ __| {avg Handle Time I 5:13 <500 5:19 [ 4
Survey Information 96.7% || > 80% 96.95% W o or
sy B iy 3 | [ First Call Effectiveness [ e353% | 93.68% |‘_m¢___j‘
% Taken of IN 19.28% 18.21% » °% Contacts Closed »= 3 days I 95.71% 96.09% +
Avg % Ans within 30 sec 84.93% il =80% || s422% + | [Avg# Past Due 8/0s 878 <402 11855 || P |
Avg % Abandon afier 30 sec ; 1.82% || <5.5% 1.43% f 4 I Avg # Open UICs 289 <201 257.75 4
i I Cent .
[Avg Speed of Answer (sec) [ 162z |[ <30 18.68 T | S 2 e $
[Max Queue Time in IVR HEEREE 2531 || 4| o of Bil Exceptions azon | <2% || ses% || T |
o, ) A it
% IVR Self-Serv Calls Offered i 20.39% |[>15% ||  19.44% P | % Est Readings e% || 0% | % T4 |
€ D, 0,
% Comespondence Response <3days || 100% || 100% || 88.48% LT | e yy— 541.141.99) 10221018 ||
Total Cust imp S/0 Past Due i o | o 0 [ & # of Adjustments 1,913 1,536 25 4
# Payments In Suspense NA NA N/A | |Avg Daily Revenue $283,230.35 | || sze644843 || 1 |
Customer Disputes N/A 63 NIA .
Bilied Revenue $6,514,298.15 $5,795254.63 || P
|# Of Accounts on Hold 622 12,560.5 | + | o ;
S, e, p | |Avg Dally AR 696,993.64 $4,08520841 || o
[PUC Complaints 5 375 |[ & ]| Days Outstanding 232 214 J
[Metric Dec2004 || Budget || Q3 2004 Trend
Charged Off §59.927.64 $255,767.14 +
% of Rev 0.92% 1.42% +
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| Business Support i Application/Technical i
Metric Dec 2004]i Goal ||4 Month Avg || Trend! |Metric || Dec 2004 §| Goal |[ 4 Month Avg || Trend |
{ORCOM S's outstanding 16 § 7233 1] [E-Cis Availabiity {| 100% || 99% 100% || € |
[ORCOM SV's outstanding I 4733 || 1 | [LostProductive Time (Hrs) inProg | A
[Customer Care IRsMWork Orders Created [ 421 J[<100]] 45775 |[ 4 | Peak ASMO0 Response Time 361 | <05 " 4413 ﬂ +
CeuiTe: iU On 1L~

ICus!omer Care IRs/Work Orders Completed 489 > 100 504

Lsss_|l>100]] 504 Y | TS oin ntorvels > 60% CPU Ut [ 140 Jl<zes|[ 22925 [ 4 |
[Customer Care IRsWork Orders Quistanding 36 [[<320| 46325 + TG 22025 | T mo% | ¢ |

ZEEON e . (3 X
|Tohat Number of Service Calls 4,609 4,457.75 4 | E—
e DASD Ultilization % A7% 0 689
[Percent Calls Answered Less Than 30 Seconds || NA_|[-80%|[ NA ]I NA | = U'ﬁliz:‘l:? o | mN‘::/ |{ : Za:: H 70;2"‘ g NZ ;
A Ti ! ! : ‘ i
|Sverz;gerl-iandie ime 4:00 ||<5:00 4:39 I[_‘WE,__“ 1Peak Network Uti% (Harshey) NA  §|<89% h/A ﬂ N/A
|Speed of Answer 126 J[<20 [ 7275 [ & | [Network Utiizaton % (Haddon Heights) NA_ J[<70% NA || NA
|Perees1t Abandoned After 30 Seconds [ 24.03% || < 5% h 13.35% 'Jr Peak Network UtE% (Haddon Mt} NIA ; < 69% “ N/A ﬂ N/A i
[Service Calls Created Il 4,56 i 381275 |l 4
Service Calls Compieted 4,305 3,844 4+
Service Calls Outstanding 1,071 10215 || 4]
Service Cafls Created (Alton) 735 ||<so0j[ 750 + |
Service Cajls Compieted (Alton) 805 =800 7495 4+ |
Service Calls Qutstanding (Attort) 184 lj<s00fl 18025 | J |
ng@::lmur
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L] = .
WY American KENTUCKY AMERICAN WATER COMPANY Last Updated ool o
\—\ MONTHLY CUSTOMER CARE SCORECARD Dpoar
Water JANUARY 2005
Legend: Goal Met/Goal Not Met 1 Positive Trend 4 Negative Trend € Constant Scorecard Calculations
] Customer Service i Operations Management ]
Metric |[ Jan 2005 || Goal |[ 4 Month Avg |[Trend] [Metric Jan 2005 || Goa! |[ 4 Month Avg |[ Trend
Quality Monitering 89.6% || >90% || 9143% 4 | [Totel # of Cals 375,682 35973625 ||
% of calls evaluated 655,_,___. 1,212.75 4 Avg Handie Tme 514 <500 516 " T
Survey Information 9231% |l>90% || 9686% Ik : . >
o 1t 83 10 25 86t i % First Call Effectiveness 83.48% |l | 9384% &
% Taken of [N 36.66% 19.38% & % Conlacts Closed »>= 3 days 95.30% §6.36%
! S 4 ]
Avg % Ans within 30 sec 76.85% || >60% ||  63.82% J | [Avg # Past Due S/0s | 1439  |[<a0B| 1204 4
Avg % Abandon after 30 sec 2.52% |[<5.5%] 1.47% NR Avg # Open UiCs 368 <203 265.75 <+
I .
Avg Speed of Answer (sec) 2804 |[ <30 1862 || & || pacome ¥ oz g
[Max Queue Time in VR 102:59 || < 26112 4| [ of Bill Excoptions aom% || <o% aran || T
0, 0, Q, T A—
[ VR Seft-Serv Calls Offered L2z [>ew ][ 1ees% N T ] pirecedues Bot Rosdngs 102% || 0% | tra% || 1 |
[% Comespondence Response < 3 days | N 100% [ 852% N/A % Scheduled Est Readings T 1 i Y A |
[Total Cust Imp $/0 Past Due o H ol o Jelk Adjustrments (574,308.27) ot 76040) || T
# Payments in Suspense N/A NiA NIA # of Adjustments 3,280 1,661 4
Customer Dispules N/A 60.67 NA | e
Vm___l.._ ; A |AW Avg Daily Revenue N/A i | N/A NA |
Of Accounts on Hold 10941 || || oesrs ¢ | [AW Biled Rovente o = e WA ]
[PUC Compiaints L2 45 T ] aw Avg Daily A/R NIA N/A NIA
Days Qutstanding N/A NiA NIA
0&M Avg Daily Revenue i NiA i /A W/A
[O&M Billed Revenue [ NA it NIA I
0&M Avg Daily A/R NiA NIA N/A
Days Outstanding N/A N/A N/A
{Metric Jan2005 || Budget || @42004 || Trend |
AW Charged OF NIA NfA NIA
% of Rev N/A N/A NA
O&M Charged Off N/A, NIA NIA
% of Rev N/A N/A NIA
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| Business Support | ApplicationfTechnical ]
[Metric Jan 2005|[ Geal }{4 Month Avg|[Trend| [Metric |{ Jan 2005 || Goat || 4 Month Avg |[ Trend
ORCOM 8I's outstanding NA | [ 6233 N/A | [e-Cis Availability 100% || 99% 100% || €
[QRCOM SVI's cutstanding NIA ! 40.33 NA | JLost Preductive Time (Hrs) tn Prog N/A
|Customer Care IRs/Work Orders Created 510 |i<100 4425 KA ] Peak AS/400 Response Time 2605 || <08 4413 4
Customer Care IRstWork Orders Completed || 554 ][> 100][ 49325 || 4 | L_Qccumed At22:00:00 on 20050109
[Customer Care IRsWork Orders Ouistanding || 346 || <320]| 427.25 || 4 | Lf.15min infervals > 60% CPU U 214 |[<268] 2055 4 |
[rotal Number of Service Calls 5,691 ago75 || § | ICPY Utiization % 244% ||_2e88% || T |
[Percent Calls Answered Less Than 30 Seconds || NiA_|[>80%][ _ NA NiA | [DASD Utiization % 71.86% j| < 70% [ 72 [ 4
[Average Handle Time 500 ||<500] 434 3] {Network Utilization % (Hershey) PN q<70%[ NiA || hA
[Spoad of Answer o |[<20] 12025 | 4 ] [Peak Network Uti% (Hershey) N [<o9%|[ A [ NA

r——————— il gm0 r
[Percent Abandoned After 30 Seconds [at% || <om]| todom || & | Loowork Utiization % (Haddon Halghts) NA_|[<7o% | N NA
S o || — < [Peak Network Uti% (Haddon HE NIA || <98% | NIA NiA |
etvice Calis Crea . B3,
[Senvice Calis Completed 4710 |l J 3,893 4
[Service Calls Outstanding e [ ) sost 4]
Service Calls Created (Alton) i 8oz |l<ooo] 7es7s5 ¥ |
Sarvice Calls Completed (Alion) |L_s2t |l~s00]] 7ass 4
Service Calls Outstanding (Alton) | 180 J[<400f] 10075 [ 4
Lig
AWE 2.
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Last Updated - 5/2/05 4.45 AM

Legend: Goal Met/Goal Not Met 4 Positive Trend & Negative Trend € Constant Scorecard Calgulations
{ Gustomer Service ¥ Opsrations Management |
[Matric . [l Feb 2005 || Goal || 4 Month Avg Trend | [Metric Feb 2005 || Goal || 4 Month Avg || Trend ]
Quatity Monitoring “ 90.78% || >90% || 90.84% [Total # of Calls 350,218 36493575 || 4
# of calls evatualed _ 225 1,001.25 .j, Avg Handle Time 615 <500 T 1
Survey Information 97.1% > 90% 95.65% + o [, i g Py
hid 73585 Trone I\ % First Call Effectiveness B9.18% | 9374% i 4
% Taken of IN 20.04% i ﬂ 22.94% 4 |% Contacts Closed >= 3 days 89.97% | 96,28% —l +
Avg % Ans within 30 sec [ 7205% [[>80% || 81.89% || 4 | |Avg#PastDueS/0s 1,726 <406 i 1.311.25 +
Avg % Abandon afier 30 sec [ 222% |[<ss%l 168% || 4 | |Avg#Openurcs 415 <203 285.75 +
s e ‘ = | CaliCenter 143 38 +
Avg Speed of Answer (sec) 2889 ][ <30 || 2025 || LY || Ao o 0.5 b4
Max Queue Time in IVR 2348 || < I 4654 % | Foren senione 389% || <2% || 4.50% 1+ ]
8, @, N
% VR SelfSevCalls Offered 1. 2435% || >15% || 2056% || 1| K Gnocheduled Eot Reasmos [ os9% o% || 172% || P |
{% Comrespondence Response < 3 days N/A )| 100% B1.29% I| NA | [% Scheduied Est. Readings T WA NP A
{[otal Cust Imp S/O Past Due o Lol o & |Reamemns (892,341 94) (886,714.23) || &
# Payments in Suspense NAA NIA N/A # of Adjustments 3,257 2.091.25 4
Customer Disput 1A, N/,
‘W ._hi___l r__”___......._ __i_i AW Avg Daily Revenue N/A N/A NIA
Of Accounts on Hold 11,472 9,870.75 J [AW Biled = A | NI Ty
PUC Complaints I | L4225 T 1 |Awave oaiy WA NiA NA
Days Quistanding NIA N/A NiA
[O&M Avg Daily Revenue NIA NIA [ NA
|O&M Billed Revenue N/A I | N/A [ NiA
0&M Avg Daily AR N/A N/A N/A
Days Outstanding NIA NIA NiA
Metric li " Feb 2005 Budget || @4 2004 Trand
AW Charged Off N/A N/A NIA
% of Rev NIA N/A NJA
O&M Charged OFf N/A N/A N/A
% of Rev N/A, N/A N/A
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| Business Support {1 Application/Technical i
Metric |{Feb 2005]] Goal {{4 Month Avgl[Trend| [Metric || Feb 2005 || Goal || 4 Month Avg | Trend |
[ORCOM Si's outstanding NA I I__615 I NA | {ECIS Avallabiity [ Hoe% |[es% [ to0% || € |
[ORCOM SVI's culstanding .. N/A WW N/A_| lLost Productive Time (Hrs) [| inProg i 1] [ Na ]
Customer Care IRsMork Orders Created 454 |[1<100 476 1| 4 | [Peak AS/400 Response Time 387 || <05 26.05 1
Customer Care IRsMWork Orders Completed 465 ||>100]] 5265 || 4 | lLeoccumed At22:30:00 on 2005-02-19
Customor Gore RS Work Orars Outetanding 05 =30 o % | [£15 minintervals > 60% CPU Ut 13 |[<2e8] 20025 4 ]
Frotal Number of Service Calls 4,766 so77 || 4 | [CPY Utization % 25.9%% || |_2348% || ¥
Percent Calls Answered Less Than 30 Seconds N/A ||~ 80%) W W IDASD Utilization % ” 73.87% || <70% 70.65% +
Average Handle Time T 500 [[<s00] 36 | & | [Network Utlization % (Hershey) N Jf<7ow]| A ][ WA
Spocd of Anower a1 =20 155 1 4 Peak Natwork Uti% {Hershey) NA - |I<99% NIA [ NeA]
Parcont Abandoned Afier 30 Seconds. || 38.52% || <5 | 282% || & | baommork Uization % (Haddon Heights) || VA__JL<TO%||__NA__|l WA |
- Peak Netwark Uti% (Haddan Hi) NA - J{<99%]| Nia— [ Nia ]
[Service Calls Created 4,104 420825 |[ 4
Service Calls Completed | 4262 || || 4270 4
|Service Cails Outstanding | 1101 | | 109 4
ISarvEce Calls Created (Alton) 755 <800 786.25 "
[Service Catls Completed (Alton) [ 791 ]|>800 797 4 ]
[Service Calls Outstanding (Alton) [ 184 |[<aco][ 198 4+ ]

RWA 2....
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> : - O/105 4
¥ American KENTUCKY AMERICAN WATER COMPANY bast Updated - 611105 ¢ 12 AM
\.\ MONTHLY CUSTOMER CARE SCORECARD
Water MARCH 2005
Legend: Goal Met/Goal Not Met 1 Positive Trend 4 Negative Trend 4> Constant Scorecard Calculations
i Customer Service | [ Operations Management |
iMotric }} Mar 2005 || Goal || 4 Month Avg || Trend ] [Metric Mar2005 |l Goal || 4 Month Avg || Trend |
Quality Monitering 89.28% || > 80% 56% " Total # of Calls _ 388,105 [ I 358,742.75 | m;]_p"m

# of calls evaluated Nk _Avg Handie Time 813 ] < 5:00 l 515 4]
Survey Information 97.55% i >~ 90% 95.49% o, : o, A

i Bt 370 7140 % First Call Effectiveness I g2.2% || 9373%

% Taken of IN 1857% 2379% ,;. |% Contacts Closed >= 3 days | 86.62% || e493% 4+
|Ava % Ans within 30 sec || 78.03% ||>80%}f vo32% | J | |Avg#PastDue Si0s 1931 |[ <407 || 146425 4
Avg % Abandon after 30 sec 1.98% ||<55% 1.82% & Avg # Open UiCs 360 <203 33175 <+
| - | N
Avg Speed of Answer {sec) 25.02 <30 I 23.02 J4 gaell[dCen e 661 ‘13; *
Max Queua Time in IVR | tm2e || < || ses2s || 4 | [% of Bill Exceplions. I 6% < 2% 4.36% 3 |
[% VR Self-Serv Calls Offered 21.16% || >15% 21.6% V| o Uneehoduiod Bt Roodn = I oee PYT ey T
[+ £, '

% Correspondence Response < 3 days ‘ N/A ‘ 100% 83.74% N/A % Scheduled Est. Readings f 0% I NA A ]
Total Custimp S/ Past Due - g 0 L€ | Rev Adjustments (54.527.44) (566.260.18) || 1
# Payments in Suspense 112 " NIA NAA| | #of Adjustments 4,374 2,499.25 4

Customer Disputes 102 v + [AW Avg Daily Revenue $116,598.63 | I WA [TA |
p# Of Accounts on Hold || 12681 || 988325 || v | [awaiied Revenue $2,098,775.27 I w~Na NIA
PUG Complaints s 1 375 || 4 | [aWavg Daly AR $2.055,725.99 NIA NIA

Days Outstanding 246 N/A NIA
{O8M Avg Daity Revenue j| svais3ez i i N/A | Nia
[O&M Billed Revenue il $1.334.785.18 i i NIA NAT]
O&M Avg Daily AIR $1,302,414 24 NIA NIA

Days Outstanding 24.5 _ N/A N/A
Metric Mar 2605 || Sudget || 42004 Trend |
AW Charged OF $42,755 23 NIA N/A

% of Rav 2.04% NIA NIA
Q&M Charged Off S2T470.73 NIA NIA

% of Rev 2.06% NA N/A
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| Business Support 1 Application/Technical |
Matric Mar 2005} Goaf ||4 Month Avg|[Trend| [Metric Mar 2005 [{ Goa! || 4 Month Avg || Trend
ORCOM SI's outstanding 56 16 || 4 | [E-Cts Avanabiity 100% || 99% 100% || €
ORCOM SVI's outstanding 52 11 || 4 | [LostProduciive Time (Hrs) inProg | [N ]
Customer Care IRs/Work Orders Created 520 |[<t00]] 469 || 4 | |Peak ASM00 Response Time 418 [ <05 26.05 “_T-
Customer Care IRs/MWork Orders Completed “ 58 1......_.: > 100 T—d-97.25 T Occt'm.ed AL 13.45:09 on 2005 0322 e

S # 15 min intervals > 60% CPU Ut | 454 |[<ze8|] 22175 W J
Customer Cars IRs/Work Orders Outstanding || 356 |[<320]] ars75 || § || s - =
Total Number of Service Calls I 4661 479725 || 4 lgig;:::;;:ﬁ/ '::::;’m = 7213:5':; : i !
Percent Calls Answered Less Than 30 Seconds || NIA__||> 80%|  N/A NA ] s Uﬁﬁzaﬁm"% — — == 703: = = A
Average Handle Time 500 ll<sool a4 || 4 | e, (Hershey) TS T NIA
[Speed of Answer 10 |[<20f ses [ 3] [Network Utitzation % (Haddon Heights) || NIA_ J[<70% ]| NiA NA
Percent Abandoned ARer 30 Seconds | 3242% || <5% |l 2942% L4 | [Peak Network Ui% (Haddon t). || NiA. |[<oo%ll  tA || WA ]
Service Calls Created 4,951 | 42215 || § |
|Service Calls Gompleted i 5,01?3_“ 4,308.75 _‘I’J
Service Calls Outstanding [ 1435 || 111375 || 4 |
Service Cals Created (Alton). [ 818 |[<soo][ vevrs || & |
[Service Calis Completed (Alton) | 828 ][>800] 81775 +
Service Calls Outstanding (Alton) [ 71 J[<4o0][ 1ss2s I 4 |

nwg%
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Ameri Can I{ENTUCKY AmRICAN WAT'ER Comm Last Updated « 71705 413 AM

\_\ \‘ MONTHLY CUSTOMER CARE SCORECARD
Water APRIL 2005

Legend: Goal Met/Goal Not Met 1 Positive Trend | Negative Trend <> Constant Seorecard Calculations
| Customer Service || Operations Management |
Metric [ Apr 2005 || Goal || 4 Month Avg | Trend | [Metric IL__Apr2005 || Goal Ji 4MonthAvg || Trend |
Quality Morltoring 87.56% | >60% 89.90% 4 | |Total #of Calis [ 397482 365,741 A
# of calis evaluzied 422 42925 3 Avg Handie Time | 516 < 500 514 T
Survey Information 96.08% (| >90% Il 9588% +t - i 96230 %
ey v s 4 | [% First Call Efiectiveness L __95.23% 93.22% 4 |
% Taken of IN 21.07% 2393% $ | [% Contacts Closed >=3 days 88.3% 92.01% 1 |
Avg % Ans within 30 sec [(ss7% J[>80% ][ 78.02% || 4 | |Avg#PastDue SiOs 1,468 <408} 15185 + |
[Avg % Abandon afier 30 sec [571% |[<s55%| 2.06% 4| |Avg# Open uics 353 <204 358 +
= It 7 67.25
[Ava Speed of Answer (sec) 6587 | <30 || 24.55 3 || G A iy *
[Max Queve Time in VR 56:20 1< 4332 Y _| [% of Bih Exceptions I 33s%  |[<2% 4.76% +
% IVR Self-Serv Calls Offered 19.54% 3 > 15% 21.77% 4 % Unscheduled Est, Readings " 1.06% ” 0% 1.63% s
o, y S—
% Carrespondence Response <3days || N/A 100% 100% i NA 5% Scheduled Est. Readings o | i o Y
Total Cust Imp $/0 Past Due ] 0 0 € |
Rev Adjustments (§639,959.52) (s53,10240) || &
# Payments in Suspense 128 112 A # of Adjusiments 1,228,575 3,206 R
Customer Disputes 65 102 T
- E |AW Avg Daily Revenue §144,990.40 |l s116598.83 || P |
# OFf Accounts on Hold 14,350 , ;
[#:0f Accounts o ) 822 $ | [AW Billed Revenue $3,044,798.44 [s200877527 || T |
PUC Complaints 7 3.5 4]
AW Avg Dally AR $1,952,388 85 $20s572599 || 4
Days Oulstanding | " igs 24.6 4
O&M Avg Daily Revenue $113,300.10 |f || 57415362 | 4
O&M Billed Revenue $2,379,302.17 | | $1,334,765.18 || 4
D&M Avg Daily A/R $1,517,292 51 $1,302414.24 || &
Cays Oufstanding 187 245 +
[Metric Apr2005 || Budget | @Qiz2005 || Trend |
AW Charged Off $33,098 99 $42,755 23 T+
% of Rev 1.09% 2.04% 4
D&M Charged OF $25.482 68 $27.470.73 +
% of Rev 1.07% 2.06% 1t
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| Business Support i Application/Technical ]
[Metric Apr 2005|| Goal |(4 Month Avg|{Trend| Metric Apr 2005 || Goal || 4 Month Avg j[ Trend |
JORCOM S''s outstanding 82 3§l ¥ | [eCIs Availability 100% || 99% 100% || €
[orRCOM SVI's cutstanding [ e0 ] 365 | [Lost Productive Time (Hrs) In Prog | | A
Customer Care IRsMork Orders Created 470 |[<100]] 4785 4 | |Peak AS/400 Respanse Time 365 || <05 26.05 T
ustomer Care [ ers Comple » . A E -
e # 15 min intervals > 60% CPU Ut a0s |[<z68|[ 2825 | [
Customer Care IRs/Work Orders Quistanding 359 <320 354,75 + Fi: - i v
— mmm—T s (GPU Utiization % 28.01% | | 2452% || 4 |
Total Number of Service Calls 5,878 4,931.75 R
S ———— IDASD Utilization % 76.88% | <70% || 72.74% ” 4 '
Percent Calis Answered Less Than 30 Seconds NIA_ ||> 80% N/A N/A =
I iw: ______,.:< — = INetwork Utifization % (Hershay) Na - T<7o% ] NA i Nia
] e me " M .
3 - ¥ [Peak Network Uli% (Hershey) NA_ |1<99% NA_ || NA
Speed of Answer 154 =200 1o17S r...| [Network Utiization % (Haddon Heights) NA_|[<70%) WA ]| NA |
:F’ercent Abandoned After 30 Seconds 20.05% H < 5% 34.6% 1+ ‘F’eak Network UtI% (Haddon Ht) N/A, < BO%, NIA ” N/A
[Service Calls Created 4766 | 44795 || &
Service Calls Gompleted i 5072 | 4574 || 4
[Service Calls Outstanding [ s36 1121 | 4 ]
[Service Calis Created (Aitan) raz_|[<so0| 775 [
[service Calls Completed {Alton) [ B0 |[>soo]] stz [
{Service Calis Qutstanding {Aiton) [ 55 |[<aco]l 17225 | 4
FQWE%NNHL\‘
http://10.38.3.16/webapp/Scorecard/ScorecardSelector 7/3/2006



Kentucky American Water Company Page 1 of 2
KAW_R_1AGDR_40D_ATT 071106

122 of 137
- Last Updated - 8/1/05 4.,
‘ American KENTUCKY AMERICAN WATER COMPANY ast Updated - §/1/05 433 AM
\_\ MONTHLY CUSTOMER CARE SCORECARD
Water MAY 2005
Legend: Goal Met/Goal Not Met T Positive Trend 4 Negative Trend €> Constant Scorecard Calculations
| Customer Service | | Operations Management i
[Metric May 2005 || Goal |j 4 Month Avg |[Trend | [Metric |[__May 2005 |{ Goal || 4 Month Avg | Trend ]
Quality Monitoring 86.09% {| > 90% 89.13% 4 | [Total #of Calls 413,636 37787175 N
N I
|_# of calls evaluated add #3875 LT [avo Handle Time 5:18 <so0|[ 54 i
Survey Information 97.23% [ >90% 1 95.78% + - - . o
il Spnis e { | [ First Can Effectiveness 84.55% L_9s28% || 4 |
% Taken of IN 19.48% 2391% J | |5 Contacts Closed >=3 days 92.59% 8970% |l 4 |
Avg % Ans within 30 sec [ 7es9% |[>8o% ][ 70.08% T ] lAvg # Past Due $/0s 2011 [|<a09i] 1841 ¥
Avg % Abandon afier 30 sec [ 221% |[<55%] 3.17% 4 | Java # Open Urcs 369 <204 374 T
| ‘
Avg Speed of Answer (sec) _ i 2722 |[ <30 3747 Ll giae'idCenter 405 8%5 2;
Mayx, Queue Time in IVR ] 68:41 ~___<__J 44:51 ‘ *-L_] [% of Bill Exceptions || 3.73% | <2% 4.38% +
% IVR Self-Seiv Calls Offered | 21.58% || >15% 2150% || 4 | | [% Unsoheduled Bt Readings i || 0% 0 8% 3
[} 0, [ —————
[% Corespondence Response < 3 days na |l 100% | NIA N/ ) (% Scheduled Est. Readings o I E 0;;——-—] ©
Total Cust Imp S/0 Past Due o | o | 0 > , F—
e Rev Adjustments {$25.252 20) (s202,806.79) || 1
# Paymants In Suspense 180 120 4 # of Adjustments 144,005 309,871.5 +
Customer Dispules ar 835 + =
SRS Lt , ; AW Avg Daily Revenue $166,700,50 $131,886.51 || 4
# Of Accounts on Hold 9,978 11,611 , T
o ! 1 P | (W Bited Revenoe $3,667,410.94 $2,571.786.86 || 1
PUC Complaints [ o | 4 N e
AW Avg Dally AR $2,305,076 16 52,004,057.42 ||
Days Outstanding 19.3 21.2 4+
O8M Avg Daily Revenue $100452.12_ || | $95232.50 4+
[O&M Billed Revenue $2,209,946.64 | | $1.857.033.88 || 4
O&M Avg Daily AR §1.461,111.87 $1.40085338 | &
Days Outstanding 203 207 +
Matric |__May2005 |[ Budget || a@t2005 | Trend |
AW Charged Off $25,483.93 $42,755.23 +
% of Rev 0.69% 2.04% +
O&M Charged Off $18,088 07 $27,470.73 +
% of Rev 0.82% 206% 4
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| Business Support 11 ApplicationTechnical |
[Metric May 2005 Goal |i4 Month Aval[Trend] [Metric May 2005 || Goal || 4 Month Avg |[Trend]
|orRCOM St's outstanding 16 i es || 1 | [ecis Avaiabaity 100% || 99% ||  100% €
[oRCOM SVI's qutstanding 16 [ I &1 4| [Lost Productive Time (Hrs) in Prog I N/A
Customer Care IRs/Wark Orders Created 416 |[<100|| 49075 4 | {Peak ASMO0 Response Time 672 [ <05 2605 T
- Qccurred At 10:30:00 on 2005-05-06
|Customer Care IRsMWork Orders Completed || 486 |[> 100|[ 524.25 4 o
[# 15 min intervals > §0% CPU Ut 516 |i<268f 38875 4

Customer Care iRs/Work Orders Quistanding 342 <320 352.5 1T | prescmmmmmwe

: s CPU Utilization % 27.73% 25.96% 4
Total Number of Service Calls 4,025 | | 52485 I 4 YT T e e e I

on ¥ A45% < X

Percent Calls Answered Less Than 30 Seconds WA i[>80%f[  N/A NIA mpet d
i : Network Utitization % (Hershey) N [T<70% NA |l N
Average Handle Time 4:00 I< 5:00" 4:53 + |
L == [Peak Network Uti% (Hershey) NIA <89% N/A [ Nia
Speed of Answer |_tor <20 10875 [Network Utiization % {Haddon Heights) WA |[<70%][_ NA | NA |
{Percent Abandoned After 30 Seconds 10.37% || <5% [ 33.6% T | [Peak Network Utl% (Haddon HY) A |[<95%] WA, [NA |
[Service Calls Created 4405 |l | 4832 1T
Service Calls Completed I 4570 476575 || 4
Service Calls Outstanding I 1087.25 || 4
Service Calls Created (Alton) | ese J{<soo][ 7eezs || T |
_Service Calls Completed {Alton) l 719 > 800 810 | ::
[Senvice Calls Outstanding (Altor) [ 152 |[<e0a]l 165 || 4 |

RW| E%:'m e
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Amer ican KENTUCKY AMERICAN W ATER COMPANY Last Updated - 8/1/05 4.59 AM

\Q\\ MONTHLY CUSTOMER CARE SCORECARD
Water JUNE 2005

Legend: Goal Met/Goal NotMet 1 Positive Trend 4 Negative Trend € Constant Scorecard Calculations
! Customer Service | E Operations Management I
{Metric Jun 2005 || Goal i] 4 Month Avg |[Trend | [Metric I Jun2005 |{ Goal || 4 Month Avg |[Trend
Quality Monitoring 87.14% || >00% ||  88.23% 4 | [Total # of Calis | 453225 | 387,360.25 $
# of calls evaluated 344 | 383 ¥ i favg Handle Time 5:27 [ < 5:00 515 3
Survey Information 97.18% || > 90% 96.54% T s " o
hyif Ll 77 09% & | [%FirstCall Effectiveness sa.08% || 93.55% 4
% Taker: of IN 17.2% 19.87% 4 | |% Contacts Closed >= 3 days 82.77% 89.17% 4
[Avg % Ans within 30 sec 78% §i>80% | 70.76% 4 | |Avg # Past Due S/0s 1,019 <410 184 || 4
Avg % Abandon afier 30 sec || 240% [f<s55%]l  307% || 1 ] |Avg#OpenUiCs 437 <205 374.25 +
| t
Avp Speed of Answer {sec) Il 2915 <30 | 370 || 4 %aelldCenter 8{32 862 g
Max Queue Time in IVR 85:25 < %7 || 4 |faen Excepions Y o az% || <
[% IVR Self-Serv Calis Offered 2043% [[>18% )| 21.58% 4 | i% Unscheduled Est. Readings | T 20 Py w0 || 4 ]
% Correspondence Response <3days || N/A 100% N/A NIA ] [% Scheduled Est. Readings I v o fo
Total Cust Imp 8/0 Past Due 0 0 0
- P | © | Rev Adjustments $50,148.14 $190,52028) || T
# ngments in Suspense 156 140 4 # of Adjustments 5.221 345,052.75 A
ustomer Dispules 40 68 s
= P T [AW Avg Daily Revenue I $193297.75 5144,442.37 4
# Of Acco Hold 366 11,370.25
s o 113 | 187025 F T ] [AW Billed Revenue [ 54.252,550.52 $2,936,994.88 || 1
PUC Complaints 3| I 325 1T |
AW Avg Daily A/R $2,428,831.70 $2,104,607.00 |
Days Quistanding 175 203 +
{O&M Avg Daily Revenue || 5106,477.53 se7.11408 || P
[oaM Biled Revenus |[ s2342,505.75 $1974671.33 | 1 |
O&M Avg Dally AR $1.403,147 78 $142693954 | T
Days Outstanding 18.4 265 +
Metric Jun2005 || Budget || Q12005 Trend
AW Charged Off $32,590.97 $42,755,23 T
% of Rev 0.77% 204% T
O&M Charged Off $22,256.30 $27.470.73 +
% of Rev 0.95% 2.06% +
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| Business Support | Application/Technical ]
iMatric Jun 2005)] Goal |[4 Month Avy| Trend| [Metric Jun 2005 || Goal || 4 Manth Avg ][ Trend]
[ORCOM St's outstanding 53 | 5133 || & ] [E-cis Avaliabiity 100% || 95% 100% < |
[ORCOM SVI's outstanding O 38 || 46 4 | |Lost Productive Time (Hrs) in Prog_|| i NA |
Customer Care IRs/Work Orders Created 492 |[<1o0]] 46725 iR Pegk Awggi l;(gg%%ngoe T:r!]?% 050505 53¢ ) <05 672 *

- e ‘ CCULT 0000 on
[Customer Care IRs/Work Ordars Completed 553 || >100| 509.75 T |
=2 f# 16 min intervals > 60% CPU UM || 527 j[<2e8]f aas25 | §
Customer Care IRs/Work Orders Outstanding 334 |{<320| 3515 [ 4 I oo ] —a mj
e e K | I . b0
Total N ; 4297 83 ; ‘ ' =
o) Rumber of Service Calls 2 Jl__NI_ss% | ¢ DASD Utlization % 80.39% |[<70%|[ 76.1a% 4 ]
[Percent Calls Answered Less Than 30 Seconds || WA |>80%][  NA | N/A A —— e T G e
=== |Networ ization % (Hershey
Average Handle Time 4:00 "———--< 5;?.?.-: 451 l T |Peak Network Uti% (Hershey) N/A <89% |I NIA THIA |
Speed of Anwer |15 Jl<z0] 113 | [Nebwork Ullzation % (Haddon Heighs) || WA |[<70%] MR A
Percent Abandoned After 30 Seconds 19.25% ] < 5% 25.34% | T I Paak Network Ut#% {Haddon Ht) _NTAm W NIA N/A
[Service Calls Created 4,652 455%6.75 Il 4 |
[Service Calls Completed 4736 |l 473075 |[ 4 |
Service Calls Outstanding 934 || | o125 [ 4 |
[service Catis Created (Atton) 750 Jf<soo][ 7635 [ % |
{Service Calls Completed (Alton) 760 |[>s00] 7845 I 4
[Service Calls Outstanding {Alton) [ 156 |[<aoof| 158 | 4 |

RWP:‘“i:I.*
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Jury 2005

Page 1 of 2
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126 of 137

Last Updated - 10/1/05 4:13 AM

Legend: Goal Met/Goal Not Met

1 Positive Trend

4 Negative Trend €> Constant

Scorecard Calculations

| Customer Service | ] Operations Management |
Metric [ Jui 2005 || Goal |i 4 Month Avg ][ Trend ] [Metric Jul2005 |} Goal || 4Month Avg | Trend
Quality Monitoring 86.44% " > 90% ” 87.52% 4 | [Total # of Calls 419229 |j 413,112 J
E 1
[_#of calls evaluated - 564 41275 Avg Mandle Time 5:79 ] < 500 510 4
Survey lnformation N/A >80% 96.93% NA | o o r—— S
o 1N NIA 77 79% N/A | [% First Call Effectiveness | ss31% | 94.24% 1
% Taken of IN NA 19.46% A _| | Contacts Closed >=3days [ o271% || 89.84% 4
Avg % Ans within 30 sec 76.66% || >B0% || 72.52% 1 [Avg # Past Due 8/0s [ 1685 <411 160725 3
[Avg % Abandon afier 30 sec ) 23% |[<55%|]  a.06% T | [ava # Oven Ui o <205 3797 3
Avg Speed of Answer (sec) [ 4066 || <30 3624 4 Call Center 95 66.75 4
: Field 0 0 &
Max Queue Time in IVR |_78:23 < 51:41 4 - e
4 L) H 0, e
% VR Self-Serv Calls Offered 18.94% || > 15% ||  20.59% 1 | Lol Bl Exceptions sarh_ Jl<2nl  4s2% || & ]
3 e e— 0, : @ ) o,
% Correspondence Response < 3 days 67.98% iI 100% }i N/A N/A —/‘-’-9 nscheduled Est. Readings 1.21% 0% " 11% +
Total Cust Imp $/0 Past Due | R [ 0 o &3 | (% Scheduled Est. Readings 0% 0% L€
. B | R — Rev Adjustments $142,686.85 ($152647.76) || T
# Fayments in Suspense 176 144 4 ¢ "
Customer Disputes A &1 M # of Adjusiments 5,230 345,543.75 3
[ OF Acoounts on Hold (14 825 I 1154575 L | [AW Avg Daily Revenye || $234,771.13 $157,391.99 | 4+ |
[PUC Gomplaints 5 | I 375 7| |AW Billed Revenue || $4,930,193.80 53,265883.79 || P |
AW Avg Daily A/R $3,340,450 27 $2,185,73068 || &
Days Outstanding 19.8 15.4 4
JO&M Avg Dally Revenue |_5126,163.24 soaso662 || P |
[0&M Bitled Revenue || $2,649,428.09 $2,066,629.94 || P |
&M Avg Daily A/R $1.762,056.49 $1.420991.60 || &
Days Ouistanding 195 19.9 T+
[Metric I Jutz005 ][ Budget Q22005 || Trend |
AW Charged Off $42,800.37 $91.153.59 T
% of Rev 0.87% 0.83% 4
O&M Charged Off $27,338.19 $65,827.05 N i
% of Rev 1.03% 0.95% 4
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| Business Support | Application/Technical |
IMatric - Jut 2005| Goal ||4 Month Avg||Trend| |Metric i Jul 2005 || Goal J[ 4 Month Avg |[Trend
ORCOM Sl's aulstanding NA 5175 [ Nia | [E<CIS Availabiity I oo% || o9% 100% ©
|ORCOM SVI's outstandmg N/A 44 NIA jLost Productive Time (Hrs) H in Prog A
Customer Care IRsMWork Orders Created N 412 _ﬁgﬂj 476.75 1 | [Peak ASI400 Response Time " 1381 || <05 6.72 4
Custarmer Care IRsMork Orders Completed az1 |[>100] satrs || § | L.Ocoumed At17:15:00 on 2005.07-25
Customer Care IRsWork Orders Outstanding 347 <320 34175 __1‘_] !# 15 min intervaisw CPy Ut I 642 | <268 i 497.75 4
Total Number of Service Cals 5,506 a71a75 || & | [CPY tizaton % ||_28.73% |_2807% 4
Percent Calls Answered Less Than 30 Seconds -m > B0% N/A ‘__I\_i_,“'é__“ IDASD Utifization % " 81.66% ‘ <70% !r—ﬁﬂ% +
Average Handle Time N R [Network Utilization % (Hershey) LA Jl<7o%ll NA ][ NA
Spocd of Answer a7 J[<20] 38 1 Peak NeEw?‘d( lftﬂ% {Hershey) WA [ < 99% N/A N/A,
Percent Abandoned After 30 Seconds l2095% [ <5% || 20.52% + Leiork Uieaon % (addon Holghi) NA_[I<To% A A

- Peak Network Uti% (Haddon HY) [ wa l<99% N/A ["NA |
Service Calls Created 4,237 459375 H P |

Service Calis Completed 4,428 484925 || 4

|Service Calls Outstanding 895 I er075 || 4

[Service Calls Created (Altan) 746 [{<5o0)] 76225 |[ 4 |

Service Gails Completed (Alfon) 7 _’MI 77675 || & |

[Service Calls Outstanding (Alton) ,.___.“_......_ <ol 185 || &

Rwe 2.
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KENTUCKY AMERICAN WATER COMPANY Last Updated - 11/1/05 4. 14 AM

MONTHLY CUSTOMER CARE SCORECARD
AUGUST 2005

American
Water

Legend: Goal Met/Goal Not Met I Positive Trend 4 Negative Trend €? Constant Scorecard Calculations
| Customer Service B! Operations Management |
[Metric Aug 2005 |i Goal j| 4 Month Avp |[Trend | |Metric Aug 2005 i Goal || 4 Month Avg || Trend |
Quality Monitoring 87.48% |I>90% || 86.83% 4 | |rotat # of Calls 434410 | 420,893 4
#ofcallsevaluated 291 435 ¥ _| [Avg Handle Tme 5:58 <500 5:23 3
Sy information N TR o || N | [ First Cal Effectiveness | sazs% e36% || T |
% Taken of IN |_NA 1879% |l NIA | b Contacts Closed >= 3 days [ %403% 9168% || 4 |
Avg % Ans within 30 sec [ 4s68% |[>80% | 7231% Y| [avg # Past Dus §/08 1098 <413 | 164675 || 4 |
Avg % Abandon after 30 sec | s2% [<55%| 3.47% 4 ] 2 # Open UICs o <206 1125 3
Avg Speed of Answer (sec) | 8867 | <30 seer I & g;l:d Center 5(}3 7%,5 *+
Max Queue Time in VR il erar J[ < 6641 || & : : L&
[% WR Selr-Serv Calis Offered 14.00% ||>15% || 2005% || & | Loooil Exceptions seae  [[<2% [ <3% ¢ |
i% Correspondence Response < 3 days 53.77% || 100% i| 67.98% 4 % Unscheduled Est Readings 1.06% 0% I 118% "
lTotai Cust Imp S/ Past Due = o 0 0 Py % Scheduled Est. Readings 0% — 0% ”__(—2__]
P B 5| 1 | D i Y
YT yR————— Frose Tierars || 4 | PWAvG Daly Revenue | s$206,121.80 518482504 || 4
P0G Comante ) %I 575 | 4 || AW Bifled Revenue I $4,740,801.31 $3,073,73842 || 4
AW Avg Dalty AR $2,716,058 72 $2506,914.00 | &
Days Outstanding 18.4 18.9 *
[0&M Avg Daily Revenue [ “st04.714.45 $11140910 || & |
&M Billed Revenue $2,408,432.45 $2,365,205.66 | 1 |
O&M Avg Daily AR $1.420,070 96 [ $1.535,902 16 " 1+
Zays Quistanding 18.9 183 +
[Metric |[__Aug2005 || Budget G2 2005 Trend |
AW Charged Off $42 577.68 5§91.153.89 +
% of Rev 0.9% 0.83% 4
0&M Charged Off $28,251.81 $65.827.05 +
% of Rev 1.17% 0.95% 4
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| Buslness Support | ApplicationfTechnical ]
Metric Aug 2005|[ Goal ||4 Month AvalfTrend] [Metric Aug 2005 || Goal || 4 Month Avg || Trend |
ORGOM S!'s outstanding N/A 50,33 N/A | {E-CIS Availability 100% | 99% 100% >
[ORCOM SVTs outstanding NIA I 38 NiA | [Cost Productive Time (Hrs) [inProg | AT
Customer Care IRs/Wark Orders Creatad 480 ||<100j] 4475 4| [Peak AS/400 Response Time gsgao <05 13.81 4 |
Customer Care IRs/MWork Orders Compleled 528 |[>100] 40175 ][4 | L Occumed At23:15:00 on 2005-08-11 -
Customer Care IRsMWork Orders Outstanding %4 |[<a20]| osass || T | [F15min inlervals > 60% CPU Ut Bro_[[<2aa ]| 54475 ]
Total Number of Service Calls Il 4911 4,926 + [cPU Utiization % | 3632% || | | 2839% || &
Percent Calis Answered Less Than 30 Seconds || A _||> 80%][ A || NiA | [ASD Utiization % 8205% ||<7o%|| 7936% | ¥ |
Average Handle Time 500 |[<500|| a2s || 4§ | [Network Utilization % (Hershey) NA _jl<70%)  NA_JL NA
E—rv—" w0 | <20 W_T—! [Peak Netw?rk Ut (Hershey) NA~ J[<99%]] NA [ NA ]
Percent Abandoned After 30 Secands 14.49% J|<5% || 17.66% || T | cwork Ullization % (Haddon Helghts) __j| A lI<70%)l NA || NA
et Peak Network Uti% (Hadden Ht) NA_ H<99%l[  NA N/A
Service Calls Created | 5526 451525 J| 4

{Service Calis Complated 5,633 47015 || 4 |

[Sarvice Calls Outstanding g18 90825 |[ J |

Service Calls Created (Alton) [ ss9 |[<sool] vaszs | & |

Service Calls Cornpleted (Alton) | s7re |i>soa]l 7605 4

Service Calls Outstanding (Alton) JU_1e7 Jl<aco]l T1s625 1+

RWE Z i
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Last Updated - 12/1/05 5.03 AM

Legend: Goal Met/Goal Not Met T Positive Trend {4 Negative Trend €3 Constant Scorecard Calculations
| Customer Service i Operations Management ]
Metric Sep 2005 || Goal || 4 Month Avg |{Trend| [Metric Sep 2005 Goal || 4 Month Avg || Trend |
Quality Monitoring 82.16% Jl>00% |[ 8677% || & | [Totai#ofCals 400,042 43025 || 4 |
# of calls evaluated 218 L..... | 41078 L& | favgHandie Time 555 |[<500][ 533 3
Supvey information A I > 0% l orrr |l N | [ Firstcal Effectiveness 95.64% 93.97% 0
L% Taken of IN NIA l 18.72% __i| WA | [% Contacts Closed >= 3 days 93.73% 93.08% || 4
Avg % Ans within 30 sec il 5587% |[>8B0% | 69.22% 4 [Avg # Past Due 510 2517 =414 145225 || &
Avg % Abandon afier 30 sec 4.92% H<55%) 26% ¥ | avge Open U/Cs 501 < 207 yn 3
Avg Speed of Answer (sec) 69.19 <30 47.37 & | E:IIZFILCenter 508 58675 “ (-1;
Max Queue Time in IVR 49:04 < 80:04 +
% IVR Self-Serv Cals Offered 3.95% ||>15% || 1867% || & | Leorom Exceptions 487% <2n]l  s2% || T |
% Correspondence Response < 3 days £8.03% | 106% 59.67% NR ;Wﬂlw Est Readings | 1.22% E-:.?’?w 1.18% v !
Total Cust imp $/0 Past Due D 1 G 0 > | |% Scheduted Est. Readings ” 0% 0% Gj f
e b . BT |n | [ b A E
meoums on Hold [ 2150 | 1320825 || 4 | [AWAvg Daily Revenue Il $230,176.89 _|_st99g07.23 || 4 |
[PUC Complaints = N 4| |AWBilled Revenue il $5.063,801.50 $4,397,730.14 || P
AW Avg Daily A/R $3.094,238 11 $2,697.83146 ||
Days Outstanding 188 18.8 £
O&M Avg Dally Revenue [ $123,869.67 $100,208.10 || 4 |
0&M Billed Revenue Il $2.725,130.59 $2,402,678.23 | 4
Q&M Avg Daily AR $1,606,911.96 $1,511,596.78 " 4
Days Outstanding 18.1 19.3 +
[Metric Sep2005 || Budget Q2 2005 Trend
AW Charged Off $37.996.87 $91,153.89 4+
% of Rev 0.75% 0.83% +
O&M Charged Off $23.016 65 $65,827.05 +
% of Rev 084% 0.85% 4
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| Business Support | [ Application/Technical !
[Metric _|ISep 2005]{ Goal j|4 Month Avg||Trend| [Metric |[Sep 2005 )| Goal || 4 Month Avg || Trend |
[ORCOM SI's cutstanding — I _wa 345 || N/A | [E-CIS Availabiity I[ 100w [ise% || to0% || € |
ORCOM SVI's outstanding _NA 27| N/A | [LostProductive Time (Hrs) [ in Prog N/A
Customer Cara IRs/Work Orders Created 495 [[<100 4525 | B Peak AS/AG0 Response Time 4.3 <05 13.81 T |
[Customer Care iRsWork Ordars Complated 555 |[>100]| 4995 [ 4 | L.Occumed At02:45:00 on 2005-09-07 I
Customer Care IRsWork Orders Outstanding || 318 ||<320]| 34175 || 4 | [A15minintervals > 60% CPU Ud 504 <268y 63875 || 4 |
Total Number of Service Calls 4582 | [ agears || 4 | [CPYUtiization % 3262% 30.48% v
[Percent Calls Answered Less Than a0 Seconds || NIA_ I|> 80%]]  NIA || N/A | LDASD Utiization % Ji_B3.75% ||<70%| 80.54% ¥
Average Handle Time 500 |l<500f 426 || 4 [Network Utilization % (Hershey) [ NA |[<70% NIA NiA
T pTyv—e 76 <20 || aesze || 4| [Peak Network Ull% (Hershay) I NA  |[<99% NA | NA ]
lmmon&d ftor 30 Soconds 7017 I <5% 1 16.15% T !Natwork Utilization % {Haddon Heights) [ NIA "] < 70% il DA NIA
— [Peak Netwark Utii% (Haddon Hi) I N i< o9%]| NIA N/A
[service Calts Created 4,597 470525 || 4 |
Service Calls Completed ar89 || asatrs [ 4]
Service Calls Outstanding 8 )T [ eoars [ 4|
Isenvice Calls Created (Atton) | 751 J[<ooo][ 7as5 | 4
Service Calls Completed (Alton) 759 |[>800][ 80525 | 4 |
Service Calls Outstanding (Alton) 149 |[<400) 15425 | 4 |
RWE'@E‘-W_ .
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KENTUCKY AMERICAN WATER COMPANY

MONTHLY CUSTOMER CARE SCORECARD
OCTOBER 2005

Last Updated - 1/2/06 4:13 AM

Legend: Goal Met/Goai NotMet T Positive Trend 4 Negative Trend €> Constant Scorecard Calcuiations
| Customer Service 11 Operations Management |
IMetric |l Oct 2005 || Goal j[ 4 Month Avg || Trend] IMetric J|_Oct 2005 Goal || 4 Month Avg || Trend |
Quality Monitoring 82.14% (| >90% | 8584% || 4 | [Tota #ofcals | 403177 | 47265 | P |
[ # of calls evaluated 406 353.75 T I [ovg Handie Time I eos <so0l 54z | 4 |
Survey Inforrnation N/A > 00% 97.18% N/A . -
% 1N NIA 76.12% A | [% First Cal Effactivenass I 9260% 0431% I 4
% Takenof (N N/A 17.2% N/A_| [% Contacts Closed >= 3 days 1 95571% 9338% || & |
Avg % Ans within 30 sec [ 7203% |[>80% || 8379% || T | [3ig%past Due Si0s 1249 <414 ][ 157875 || 4 |
Avg % Abandon after 30 sec 292% |[<55%f 326% | P | Avg # Open UICs 652 <207 474 3
Avg Speed of Answer (sec) 39.52 | <30 || s730 ][4 || CallCenter 194 715 +
: pm——— - e | Feld 0 0 Py
Max Queue Time in IVR 75:44 < 74:35 NN T
et i G, T H o,
% IVR Self-Serv Calls Ofered 7.40% || >15% || 14.51% 3 | Lot Bl Bxceptions 4.54% <2% 553% T
&) 1 o, 1, L1f
% Comespondence Response < 3 days 60.97% || 100% || 59.08% 4 | Lalnscheduled Bst Readings 1.54% 0% 2% L2
H L
}To!al Gust Imp SIO Past Dus 0 o 0 Py % Scheduled Est. Readings 0% 0% 1—)
: Rev Adjustrents {555,807.79) §54,252.48
# Payments in Suspense N/A 154.33 NiA
Customer Disputes NA A NA # of Adjustments 5,195 5525.75 t |
¥ Of Accounts on Hold " 32,363 ﬂ 16,107.25 ” 4 I AW Avg Daily Revenue $212,059.56 I $215,766.33 "R
PUC Complaints s | [ 45 || 4 | [AWBiledRevenue $4,453,250.70 | $4,746,859.28 ||
AW Ave Daily AR $2,850,866 65 $2.804,80605 || T
Days Quistanding 18.8 187 4
O&M Avg Daily Revenue $114,747.60 U Il s1i506246 || &
O&M Billed Revenue $2,409,699.55 |i [ s25313m422 |
O&M Avg Daily A/R $1.485,097.10 $1548,046.80 || +
Rays Ouistanding 18.1 i88 -~
Metric [ oct 2005 Budget J| Q32005 || Trend |
AW Charged OF $47,025.86 $123,383.92 Ny
% of Rev 1.06% 084% KR
O&M Charged OF §25.701.69 $78,607.65 T
% of Rev 1.07% 1.01% R
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| Business Support i | Application/Technical |
[Metric Oct 2006| Goal ||4 Month Avg] Trendi Metric H Oct 2005 H Goal || 4 Month Avg | ] Trend |

ORCOM ST's outstanding N/A 53 N/A | |E-CIS Availability Il 100% | 99% 100% || €
{ORCOM SVI's outstanding N/A 38 I NiA ] iost Productive Time (Hrs) | In Prog ;[ NIA |
|Customer Care iRs/Work Orders Created | 425 <100 472.25 j + | |Peak AS/400 Response Time 14.88 <0.5 1381 ' +
Customer Care IRsMork Orders Comploted || 450 || > 100]] 51425 || & | Leoccurmed At06:30:00 on 2005-10-30

[Customer Care IRsWork Orders Outstending || 305 || <320)] a6 4| EI5minintervals > 60% CPU U Bog_jl<208l 68325 Nl & |
[Total Number of Service Calls 3,498 [ 822 4 | (CBY Utiization % || 3s.0a% || L_31.70% 4 |
[Percent Calis Answered Less Than 30 Seconds || N/A_|[>80%]| NA ][ WA | IDASD Uliization % || 8149% J(<70%|| 8196% ol
Average Handie Tima 300 |<500) 428 || | [Network Utiization % (Hershey) [ T<7on][ wa T NA
i Speed of - e =20 1345 || T {Peak Network Uti% (Hershey) NA - {[<99% N/A NiA
e Network Ulilization % {(Haddon Heigh NA - H[<70%][ T NA I Na
Percent Abandoned After 30 Seconds 7% [ <5% ][ 155% || T | oo tizaton % (Haddon Holghts) 2
ST — Fooes = T Peak Network Uti% (Haddon Ht) NA  H<oa%l]l N/A N/A

ervice Cails {reate y »

Service Calls Completed _ [ 4931 |_48%5 |I 4

Senvice Calls Oulstanding [ o5 eer || § |

Service Calls Created (Alion) [ 780 |[<soo]| “eo1s 1T

Service Calls Completed {Allon) || 815 |[>s00][ 81525 4|
[Senvice Calls Outstanding (Alton) It 143 il<s00| 1535 1

RWE e o
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¥ American KENTUCKY AMERICAN WATER COMPANY e A et
Upidate |
\.\ MONTHLY CUSTOMER CARE SCORECARD prale
Water NOVEMBER 2005
Legend: Goal Met/Goal Not Met T Positive Trend { Negative Trend € Constant Scorecard Calculations
] Customer Service [ Operations Management |
Metric || Nov 2005 || Goal || 4 Month Avg |[ Trend| [Metric Nov 2005 Goal || 4 Month Avg || Trend |
Quality Monitoring NA |[>90% NIA N/A | [Fotal # of Calls N/A, N/A N/A
_# of cals evaluated 1A i NA | [Avg Handle Time NIA <5:00 NA NAA
Susvey Information AR Rl | I Na | [ First Call Efioctiveness 89.44% 9411% || 1T |
% Taken of IN N/A NA NA | [ Contacts Closed >=3days || 92.63% 9409% || 4+ |
[Avg % Ans within 30 sec NA_ |[>eon ] Nm NA ] [ave # Past Duc /08 1785 <ats || tem2 || &
Avg % Abandon afier 30 sec N/A < 55% N/A N/A v # Onen L/G . o 207 =37.75 ,
rre——— Wi < .
[Avg Sposd of Answer (sec) NA || <30 || WA NA | | ool ceter 165 295 i
Max Queue Time in IVR NA || < NA - I NA Field 7 0 3
% IVR Self-Serv Calls Offered NA > 15% N/A_ N/A | [or of Bit Exceptions 4.50% <2% 530% || 1
‘% Correspondence Response < 3 days N/A 100% NIA NIA l % Unscheduled Est. Readings 2 04% 0% 1.26% ” 4’ |
Tota) Cust imp S/0 Past Due g 0 | 0 L %> | [% Scheduled Ext Readings % | [T e
# Payments in Suspense N/A 153.5 N/A — ' =
Rev Adjustments $38.269.34 $25,488.50 T
Customer Disputes N/A 62.5 NIA ¥ of Adjustments 5,555 5.619.95 3
(DL Aoe0unts on Hald A A M2 "W Ave Daiy R [ s175.398.23 | | sz20553.30 || 4
PUC Complaints e 525 || & | ooV TOVERE S mmm%
AW Billed Revenue | $3,858,761.03 | | s4797,03433 [
AW Avg Daily AR $2.519,054 07 $300041089 | 4
Days Outstanding 20.1 19 A
O&M Avg Dally Revenue $110,326.58 || [s1i78736 | 4 |
O&M Billed Revenue 5242718487 || 52,548,172.67 || 4
O&M Avg Daily A/R $1.510,586 87 $1,568,534.13 || T
Days Outstanding 18.1 18.7 4
Metric i Novzoos || Budget || Q32005 Trend |
AW Charged Off 536.904.76 $423,383.92 +
% of Rev 0.96% 0.84% 4
O&M Charged Off $19,104.11 $78,607.65 T
% of Rev 079% 1.01% +
http://10.38.3.16/webapp/Scorecard/ScorecardSelector 7/3/2006
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| Business Support |} Application/Technical |
Metric Nov 2005)] Goal {|4 Month Avg||Trend] [Metric || Nov 2005 | Goal || 4 Month Avg |[Trend]
[ORCOM Si's outstanding [N NA | NA | [E-CiS Avaliability e Jlee% [ 100w &
[ORCOM SVi's outstanding NA | NiA_ ) NIA'] [Lost Productive Time (Hrs) In Prog || ‘ NA |
[Customer Cara IRs/Work Orders Created a5z ||<100 455.5 1| |Peak AS/400 Response Time 422 <05 14.88 1
Customer Care IRs/Wark Orders Completed 478 >100 438.5 4’... Qceurred At 16:30:00 GM S—
@mr Care {RsWork Orders Outstanding 11 <320l 32875 || 4 | LE15 0in intervals > 60% CPU Ut I 675 <268 753.5 4+
Total Number of Service Calls 3,322 4,624.25 + CPU Utilization % 7' 30.31% 33.41% " T
Percent Cails Answered Less Than 30 Seconds || N/A_|[> B0%]| __N/A__ || WA | [PASD Utiizalion% jL_81.19% ]i<70%| | B223% L1
e 500 ||<500] 415 | 4 | [Nework Utlization % (Hershey) A [s7o%][ _NA ][ NA
o — TR BT T Peak | !\Eetvvo.rk t‘JﬁI% (Hershey) _ Il NA__ ][ <99%] A NAC
'?ercenmbandoned After 30 Seconds [ 14.64% || <5% 12.38% | 4 ‘mmmhm NiA < 70% _@ﬁ....ww A |

o [Peak Network Uti% (Haddon Hiy NA__ |[<99% N/A [ NA_]
Service Calls Created 4,557 482125 || 4
[Service Calls Completed_ 4,687 s94525 Iy
Service Calls Outstanding - 928 | [ s0z 4
Service Catls Created (Alton) [755 |[<soo])] 115 |[ 4
[service Calls Completed (Atton) 771_|[>800][ 829 J
[Service Calls Outstanding (Atton) [ 151 |[<400][ 18025 || 4

”
RWE 2\
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‘ American KENTUCKY AMERICAN WATER COMPANY ast Updated - 3/1/06 .38 AM
\-\ MONTHLY CUSTOMER CARE SCORECARD ,
Water DECEMBER 2005
Legend: Goal Met/Goal Not Met 1 Positive Trend 4 Negative Trend €> Constant Scorecard Calculations
| Customer Service I Operations Management |
[Metric Dec 2005 || Goa! || 4 Menth Avg || Trend] [Metric IL_Dec2005 || Goal || 4MonthAvp [[Trend
Quality Monitoring N/A > 90% N/A N/A ]Tota! #of Calls | N/A | /A [ NiA
L#ofcalls evaluated L - NA NIA_| Tavg Handle Time | N/A <500 N/A NIA
Survey Information A Bt A N | [fo First Cal Effectiveness [ ss7% 93.57% T
% Taken of IN NiA WA ILNA | [% Contacts Closed >=3days ||  93.31% 93.95% +
Avg % Ans within 39 sec NA_|[>80% ][ NA NA 1 [avg # Past Due S/0s 1995 || <83 || 166125 3
Avg % Abandon afiar 30 sec EONA JI<55%] N/A A PR = o = ' = ] P 1
v pen UiCs < .
lAvy Speed of Answer {sec) [ NA <30 i N/A N/A 831, Center 197 117.95 J
Max Queue Time in IVR NIA < I NA NA | | Field 7 175 L4
% IVR Self-Serv Calls Offered NA_ | > 15% NA___ | N/A ] [5 of Bill Exceptions 431% |l <2% | 517% || 1 |
|% Correspandance Response < 3 days WAl 100% NiA__ 1L NA_| [, Unscheduled Est Readings 326% || o% || 1ear% || & |
[Totai Cust imp $/Q Past Due L o | ¢ 0 €3 | [ Soheduled Est. Readings | 0% | I o e}
# Payments in Suspense N/A " 131 N/A -
A Rev Adiustments ($6,408.53) ($615.88) A
| CustomerDisputes NIA 60 WA ) 1" # of Adjustments 5,251 5,600.5 b4
[ Of Accounts on Hold | wa | N/A N/A — T [ wwerio: T
I 1 V! & . K K
PUC Complaints | 8 | i 55 |4 g Ey Revenwe :
AW Billed Revenue 53,729,019.34 $4,529,176.14 +
AW Avg Daily AR $2.288,754.95 $2,795,059.39 || 4
Days Outstanding 189 19 4
[0&M Avg Dally Revenue $108,043.77 | I s11330084 [ 4
|O&M Billed Revenue $2,376,963.01 || | s2.492,611.86 || 4
O&M Avg Dally AR $1,473.794.13 $1,505666.72 || T
Days Outstanding 19 i8.6 4
[Metric Dec2005 || Budget || Q32005 Trend
AW Charged Off $41.269.87 $123,383 02 4+
% of Rev 1.11% 0.84% 4
[0&M Charged Off 5$18,635.00 $78,607.65 +
% of Rev 0.78% 1.01% +
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I Business Support i ApplicationiTechnical |
IMetric ||Dec 2005|| Goal ||4 Month Avg]iTrend]| [Metric [ Dec 2005 || Goal || 4 Manth Avg [{ Trend
[ORCOM Si's outstanding I Na ] —NA [ NA| [EoIs Avallabiity [ 100% |[s9% || 100% || € ]
[ORCOM SV outstanding i NA | A 1"NA | [Cost Productive Time (Hrs) nProg || [ NIA |
Customer Care IRs/Work Orders Crealed | 16 jl<100] 4855 1 | [Peak AS/400 Response Time 3.6 <05 u 14 88 *~
[Customer Care IRs/Work Orders Compieted__||__ 22 || 100]| 51275 || 4 | L_Occumed At00:30:00 on 2005-12-11
[Customer Care IRs/Work Orders Outstanding || 2 ||<@20]| 31875 || 4 | Lf.15.min intervals > 60% CPU UR 447 | <2s8]{ 76175 T
Total Number of Service Calis [ 5168 [ 407825 || § | ICPY Utlization % IL_27.1% 38.84% T
[Percent Cals Answered Less Than 30 Seconds || NA.|l> 80%), NiA [NiA | [DASD Utitzation % || 8201% [<70%] 8212% T
Average Handle Time [ s00 |[<s00f| 408 ][ § | INetwork Utiization % (Hershey) I NA fl<7o%|l  NA Il NA |
WW <90 06.25 ""“l““ Peak Netw-o-rk gm% {Hershey) ] NIA < 89% N/A N/A
' Network Utilization % (Haddon Heights) NA  J<70% NIA N/A
[Percent Abandaned After 30 Seconds Il 15.24% Jf<s% || 10.80% 4 = : e

Peak Network Util% {(Haddon Ht) N/A 1< 89% N/A NIA
Service Calls Created il 33ea ] 490125 || 4
[Service Calls Completed 3,785 i 5,010 4
[Service Calls Outstanding 753 | |l %105 | 4]
Service Calls Created (Alton) 589 J[<900][ 81375 [ % |
Service Galls Completed (Alton) 506 ||> 800 831 | 4]
Service Calls Dutstanding (Alton) 150 ||<ao0f| 1475 || & |
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