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We have continued our focus on our initiative related to Late Orders and Disconnects 
specifically.  We began this initiative in early January.  We have been successful in several 
areas both in reducing the number of orders as well as the percentage of late orders to total 
pending orders.  We will continue to monitor the queues and late order counts with the goal to 
minimize the level of activity in these areas. 

You may note the change in the service levels for the Collections’ Call Centers the past two 
weeks.  This is attributable to changes we have made in the normal course of business to the 
collection thresholds and the resulting high number of notices.  This adjustment resulted in an 
increase in call volumes due to the number of customers requesting payment arrangements. 

The January monthly billing metrics have been included in the 2/15 Biweekly distribution.  While 
working through the monthly metrics we learned that there had been an adjustment to the metric 
results for “% Bills Known to be in Error” for the reporting periods 1/11-1/17 and 1/18-1/24.  We 
have updated these results with the new percentages 6.00% and 2.60%, respectively.  When 
these metrics were originally provided it was with an estimate of number of bills in error and 
when the actual defects were corrected there were fewer bills impacted which resulted in the 
restated percentages.   

There is ongoing focus on the Installation and Repair service delivery performance.  We have 
experienced improvement in our metrics “Percent of Repair Commitments Met” and “Percent of 
Repairs cleared in 24 hours” since mid-January.  We are focused on continuing to improve that 
performance as well as the Installation percent of orders met. 

There is ongoing progress with our Customer Delivery Improvement Program (CDIP) and 
overall, the 15 high-level projects launched late last year to improve our systems are tracking 
green and on schedule.  To date, 22 sub-projects have been completed which have had a 
positive impact on order flow through and reporting, metrics, cross system data synchronization, 
billing, order entry efficiency and usability in Siebel as well as ordering, provisioning and billing 
for our Wholesale and Enterprise customers.  There are 18 sub-projects scheduled for 
completion in February.  The Internal Business Solutions (IBS) team, IT and the business units 
are continuing to collaborate to execute the overall management and delivery of these systems 
and process improvements on a monthly basis.  We are pleased with our progress and will 
continue to keep you apprised. 

Please direct any questions or comments regarding this report to FairPointInput@FairPoint.com 
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