Exhibit DPS-CMF-1

SERVICE QUALITY SUMMARY JANUARY - DECEMBER 2019

Section Performance Area* Standard Q4 2018 Q1 2019 Q2 2019 Q3 2019 Q4 2019 Year to Date
A Calls Answered 30 Seconds 90.0% 97.4% 97.4% 95.8% 96.2% 95.3% 96.2%
B Abandoned Calls hiek t‘; f/:“’eed 0.2% 0.2% 0.3% 0.5% 0.5% 0.4%
c c““g'::;sszen“;"“"g Less Than 3% 0.2% 0.0% 0.0% 0.3% 0.3% 0.1%

'"Sta"at::‘";:‘:”°'m°d 95% 99.5% 99.7% 99.7% 99.5% 99.5% 99.6%
D
°“5t°;“§:j:flg::sgsa;ey°"d No Standard 19.9% 14.8% 22.4% 48.8% 20.7% 28.0%
R‘Tﬁ:’;r‘:fpf;’::e 95% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
Nil Completion 12 Hours No Standard 53.5% 59.9% 67.1% 52.2% 55.5% 58.1%
E
Nil Completion 24 Hours No Standard 64.4% 67.8% 69.9% 51.6% 63.2% 62.3%
Nl Compl;:t:_lnosrr:ater Than| \o standard | 35.6% 32.2% 30.1% 48.4% 36.8% 37.7%
F Repair of Non-ni!l Troubles 95% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
G Four-Hou-r Appointment Not Measured
Windows
H °°2’:::itnf;:f‘z'ed 95% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
| Adva::‘:)(’;‘i‘:‘tt';‘::: 2 95% 100.0% 100.0% 100.0% 100.0% 96.5% 99.3%
J A°k"°""'gggle:|‘a"'i:ts°f Billing| 1500, 100.0% 100.0% 100.0% 100,0% 100.0% 100.0%
K Re;‘::l‘::;"ég:ni‘l’;f“t’;"er 100% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
L Re;ﬁﬁ::;:‘;g&'t‘if:;ed 100% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
M Timely Issuance of Refunds L 0 0 0 0 0 0
Imely o Complaints
N Response t? Bifling Not Measured
Complaints
[o] Timely Issuance of Credits Tafal 0 1 0 0 0 1
Imely €0 Complaints
P Outage Credits 100% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
Q fivelcKlR0/OlC SNEUMBr Total 14 40 14 10 13 77

Complaints & Grievances

* Description of standard included with each attached sheet.
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