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Incoming Tickets

JANUARY
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20,217|

17,547
16,225
18,896

21,953
16,068
18,399
15,209
17,940
22,386
13,688
17,190
AUGUST 15,812

14,362
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13,743
OCTOBER 15,853
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DECEMBER
,963
7,159
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Ovutgoing Tickets

JANUARY

FEBRUARY

126,587

AUGUST
111,594
134,071

SEPTEMBER
113,177
122,457

OCTOBER
113,661

130,110

NOVEMBER

DECEMBER
40,566
46,639
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Incoming Tickets Y-T-D

JANUARY

FEBRUARY

AUGUST
136,216

SEPTEMBER
115,481

103,630
109,618
OCTOBER 111,915
136,416

NOVEMBER

DECEMBER
158,314

202,810
0 75,000 150,000 225,000 300,000
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Ouvutgoing Tickets Y-T-D

JANUARY

FEBRUARY

160,078
135,347
180,360
189,903
386,051

236,173

390,848
405,167
AUGUST 418,785
496,671
771,578

463,818
489,405
SEPTEMBER 497,503
609,848

534,868

557,962

OCTOBER 579,431
23,509
1,024,145
564,450
605,823
NOVEMBER 634,530
808,200

575,041
620,771
DECEMBER 651,818
848,766
1,155,352

0 375,000 750,000 1,125,000 1,500,000
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Incoming Calls
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O 2008 O 2009 2010 O 2011 O 2012

Operator Call Volumes

0
JANUARY FEBRUARY MARCH APRIL AUGUST SEPTEMBER OCTOBER NOVEMBER DECEMBER

2011

JANUARY 1580
FEBRUARY 1523
MARCH 1929
APRIL 5041
MAY 8888
JUNE 9105
JULY 8477
AUGUST 10291
SEPTEMBER 10157
OCTOBER 9590
NOVEMBER 6814
DECEMBER 3613
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Excavator Call Volumes
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Other Call Volumes
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Average Processing Time
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Average Hold Time
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December 2011 Abandonment

Answered
3,470

Offered
3,613

Abangloned
143

December 2012 Abandonment

Answered

3,081

Abangloned
251
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B 2008 M 2009 2010 B 2011 B 2012

2008 - 2012 December Incoming Ticket Types

255 239 229 334 283

ROUTINE MODIFY RESPOT EMERGENCY

Il 2008 B 2009 2010 B 2011 B 2012

2008 - 2012 Incoming Ticket Types Y-T-D

200000

152242
150000

119611

104230105922

100000 preLy

16764
9924 10381 3768

2042 2684 2620 3731 3109 3827 3399 5032 4068
B  =m
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B FAX W Imc OPERATOR TICKETS

2008 - 2012 December Receipt Methods

B FAX M ITIC OPERATOR TICKETS
2008 - 2012 December Receipt Methods Y-T-D

8217

106186
110000
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December 2012 ITIC Breakdown

Webuser 6 (Text)

Webuser 4 (In Review)
9%
Webuser 9

(Itic Lite) Webuser 5 (On Their Own)
0% .
10%

December 2011 ITIC Breakdown

Webuser 6 (Text)

Webuser 4 (In Review)
e 17%

Webuser 9 Webuser 5 (On Their Own)

Itic Lit *
(ltic Lite) 0% 1%
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2012 ITIC Y-T-D Analysis

Webusgr 6 (Text)
64%

Webuser 9

(ltic Lite) Webuser 4 (In Review)

o . 18%

Webuser 5 (On Their Own)
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2011 ITIC Y-T-D Analysis
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