Rule 003 - Service Quality and Reliability Performance Monitoring and Reporting
for Regulated Rate Providers and Default Supply Providers

EPCOR Energy Services Alberta Inc. (EEAI)
Annual Report for the Year Ending 2011
Commodity Type: Electricity

3.1 Call Answer Performance Measures -
Call Answering Service Level by Month, for 2011
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3.2.1 Sites Overdue for Billing - Customer Info Not Available -
Percentage of Sites with Outstanding TBF Charges by Quarter, for 2011
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3.1 Call Answer Performance Measures -
Abandon Rate by Month, for 2011
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3.2.1Sites Overdue for Billing - Customer Info Available -
Percentage of Sites with Outstanding TBF Charges by Quarter, for 2011
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Annual Report for the Year Ending 2011
Commodity Type: Electricity

3.3.1 Percentage of Customer Satisfaction Following Customer-Initiated Contact with the RSP -
Percentage Respondents Agreeing with Statements

EPCOR Energy Services Alberta Inc. (EEAI)'s employees provide
satisfactory service

EPCOR Energy Services Alberta Inc. (EEAI)'s employees are courteous

EPCOR Energy Services Alberta Inc. (EEAI)'s employees are
knowledgeable

EPCOR Energy Services Alberta Inc. (EEAI)'s employees are helpful

EPCOR Energy Services Alberta Inc. (EEAI) makes it easy for
customers to reach them
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3.3.2 Overall Customer Satisfaction Measures - Percentage Respondents Agreeing with Statements

EPCOR Energy Services Alberta Inc. (EEAI) provides good service
to its customers

EPCOR Energy Services Alberta Inc. (EEAI) makes its bills easy to
understand

EPCOR Energy Services Alberta Inc. (EEAI) sends correct and
accurate bills to customers

EPCOR Energy Services Alberta Inc. (EEAI) sends bills to
customers on time
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3.3.3 Complaint Response - Percentage AUC
Complaints/Inquiries Closed in 14 Days, for 2011
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3.3.3 Complaint Response - Percentage AUC Complaints/Inquiries
Closed in 30 Days, for 2011

100.0%

90.0%
80.0%
70.0%
60.0%
50.0%
40.0%
30.0%
20.0%
10.0%

0.0%

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov

e Minimum Target

J s Percentage of Closed Complaintsin 30 Days

Dec

v

B Number Notices of
Pending Disconnection

B Number of
Disconnections

B Number of Notices of
Pending Referrals to
Credit Agencies

ONumber of Referrals to
Credit Agencies

3.4 Service Guarantee - Number of Each of the Following
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