Exhibit A

MISSOURI GAS ENERGY
3420 Broadway » Kansas Cify, MO o §4111-2404 e (816} 756-5261

November 15, 2011

Mr. Lewis R. Mills

Office of the Public Counsel VIA EMAIL & U.S. MAIL
P.O. Box 2230

Jefferson City, MO 65102

Ms. Lera Shemwell

Missouri Public Service Commission
P.O. Box 360

Jefferson City, MO 65102

RE: Case Nos. GM-2000-43, GM-2000-500, GM-2000-502, GM-2000-503,
GM-2003-0238 and GO-2005-0019

Dear Lera and Lewis:

Pursuant to the Commission orders in the above-referenced cases, enclosed is a report
containing assorted information for the third quarter of calendar year 2011.

If you have any questions regarding the enclosed information, please feel free to give
me a call at §16-360-5560.

Sincerely,

Tt

Michael R. Noack
Director, Pricing & Regulatory Affairs

C: Ron Crow
Pam Levetzow
Paul Boudreau

Debbie Bernsen
Gay Fred
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Missouri Gas Energy
A Division of Southern Union Company

GM-2000-43
GM-2000-500
GM-2000-502
GM-2000-503
GM-2003-0238
G0O-2005-0019

Reporting

November 15, 2011
(Reporting for July 1, 2011, through September 30, 2011)
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Missouri Gas Energy
Abandoned Call Rate

("ACR") %
2000 2001 2002 2003
January 6.84% January 16.80% January 16.75% January 6.28%
February 7.51% February 2.68% February 7.22% February 11.09%
March 6.65% March 6.60% March 3.05% March 8.57%
YTD - Q1 6.99% YTD - Q11 9.58% YTD - Q1 8.67% ¥YTD - Q1 8.65%
April 3.46% April 3.91% April 2.25% April 2.87%
May 2.21% May 4.49% May 0.74% May 4.73%
June 1.60% June 6.32% June 0.14% June 4.34%
YTD - Q1&2 | 4.99% YTD - Q1&2 | 7.56% YID -Q18&2 | 6.17% YTD - Q1&2 | 6.46%
July 1.95% July 4.19% July 0.19% July 1.28%
August 4.57% August 8.37% August 0.28% August 1.83%
Septermber 6.38% September [ 13.90% September 0.50% September 7.84%
YTD - Q1-3 4.82% YTD - Q1-3 8.05% YTD - Q1-3 3.84% YTD-Q1-3 5.73%
QOctober 4.84% October 15.00% QOclober 5.43% Oclober 10.32%
November 5.56% November 13.78% Novemnber 7.83% November 27.69%
December 16.34% December 16.41% December 6.32% December 13.36%
Calendar Year 2000 6.08% Calendar Year 2001 9.69% Calendar Year 2002 | 4.48% Calendar Year 2003 8.62%
Maximum Allowable 8.50% Maximum Allowable 8.50% Maximum Allowable 8.50% Maximum Allowable 8.50%
2004 2005 2006 2007
January 24.03% January 6.74% January 10.10% January 8.01%
February 28.31% February 11.26% February 20.04% February 9.89%
Maich 26.69% March 15.37% March 11.79% March 8.60%
YTD - Q1 26.39% YTD - Q1 11.83% YTD - Q1 14.22% YTD - Q1 8.89%
April 29.93% April 8.75% April 7.63% April 11.04%
May 6.72% May 6.80% May 1.91% May 7.11%
June 4.31% June 3.20% June 0.81% June 6.36%
YTD - Q182 { 21.75% YTD - Q1&2 | 9.27% YTD - Q1&2 | 9.54% YTD - Q1&2 | 8.85%
July 0.77% July 4.10% July 4.42% July 3.72%
August 2.38% August 6.29% August 1.32% August 3.13%
September 1.91% September 3.40% September 0.61% September 5.39%
YTD-Q1-3 116.97% YTD - Qt-3 8.02% YTD - Q1-3 7.61% YTD -Q1-3 7.58%
QOctober 4.54% Qctober 8.80% Qctober 4.26% Qctober 5.40%
November 8.01% November 8.41% November 4.72% Novemnber 6.45%
December 4.01% December 7.32% December 1.31% December 1.58%
Calendar Year 2004 | 14.32% Calendar Year 2005 | 8.06% Calendar Year 2006 | 6.67% Calendar Year 2007 | 6.98%
Maximum Allowable 8.50% Maxirmum Allowable 8.50% Maximum Aliowable 8.50% Maximum Allowable 8.50%
2008 2009 2010 2011
January 5.567% January 6.51% January 2.45% January 8.48%
February 8.17% February 15.15% February 5.47% February 10.79%
March 11.62% March 7.43% March 7.32% March 9.11%
YTD-Q1 8.51% YTD - Q1 9.84% YTD - Q1 5.37% YTD - Q1 9.48%
April 10.50% April 6.18% April 10.97% Aupril 7.41%
May 10.99% May 2.07% May 3.32% May 6.37%
June 2.58% June -1.34% June 1.86% June 2.19%
YTD - Q1&2 | 8.45% YTD - Q1&2 | 6.92% YTD - Q182 | 5.83% YTD - Q182 | 7.56%
Juiy 1.03% July 217% July 2.85% July 0.63%
August 3.47% August 1.48% August 1.58% August 1.19%
September 2.96% September | 0.84% September | 3.98% September | 3.44%
YTD-Q1-3 | 6.79% YTD -Q1-3 | 540% YTD-Q1-3 | 4.93% YTD-Q1-3 | 5.89%
October 1.99% October 8.43% October 8.20% Oclober
November 3.35% November 6.59% November 14.26% November
December 3.57% December 3.08% December 7.17% December
Calendar Year 2008 5.93% Calendar Year 2009 | 5.59% Calendar Year 2010 6.20% Calendar Year 2011
Maximum Allowable 8.60% Maximum Allowable 8.50% Maximum Alfowable 8.50% Maximum Allowable 8.50%
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Missouri Gas Energy
Average Speed of Answer

{"ASA"} in Seconds

2000 2001 2002 2003
January g1 January 207 January 227 January 85
February a0 February 31 February 08 February 159
March 78 March 84 March 38 March 123
YTD - @1 83 YTD-Q1 107 YTD-Q1 121 YTD - Q1 122
April 42 April 43 April 29 April 38
May 25 May 67 May 12 May 66
June 20 June 84 June 4 June &7
YTD - Q182 [ 56 YTD-Q182 | 86 YTD - Q1&2 | 68 YTD - Q1&2 | 88
July 21 July 59 July 5 July 20
August 49 August 140 August 5 August 26
September 58 September 161 September 8 September 117
YTD - Q-3 52 YTD - @1-3 97 YTD - Q1-3 47 YTD - Q1-3 77
Qctobher 49 October 200 October 67 Oclober 162
November 49 Novamber 161 November 115 November 489
December 200 December 264 December 92 December 220
Calendar Year 2000 64 Calendar Year 2001 | 125 Calendar Year 2002 58 Calendar Year 2003 | 130
Maximum Allowable 81 Maximum Allowable 75 Maximum Allowable 75 Maximum Allowable 75
2004 20056 2008 2007
January 351 January 59 January a8 January 62
February 392 February 24 February 162 February 92
March 390 March 145 March 106 March 77
YTD - Q1 378 YTD - 011 103 YTD - Q1 122 YTD - Q11 77
April 406 April 84 April 79 April 104
May 76 May 58 May 30 May 82
June 44 June 3 June 14 June 69
YTD -Q1&2 | 277 YTD-Q1&2 | 83 YTD-Q182 | 84 ¥YTD -Qi&2 | 82
July 11 July 29 July 58 July 47
August 27 August 38 August 17 August 33
September 20 September 45 September 9 September 62
YTD-Q1-3 | 191 YTD-Q1-3 70 YTD - G1-3 69 YTD -Q1-3 72
Qctober 37 October 82 Qctober 48 October 68
November 46 November 69 November 57 November 85
December 34 December 65 December 16 December 20
Calendar Year 2004 | 153 Calendar Year 2005 71 Calendar Year 2006 62 Calendar Year 2007 67
Maximum Allowable 75 Maximum Alfowable 75 Maximum Allowable 75 Maximum Allowable 75
2008 2009 2010 2011
January 65 January 81 January 23 January 98
February 85 February 142 February 71 February 122
March 127 March 88 March 24 March 127
YTD - Q1 92 YTD - Q1 103 YTD-Q1 86 YTD - Q1 117
April 123 April 84 April 111 April 136
May 123 May 29 May 40 May 94
June 35 June 20 June 30 June 33
YTD-Q18&2 | 94 YTD-Q182 | 77 YTD-Q1&2 | 67 YTD - Q182 | 104
July 18 July 30 July 40 July 11
August 80 August 22 August 27 August 22
September 36 September 15 September 37 September 51
YTD - Q1-3 78 YTD - Q13 61 YTD - Q1-3 57 YTD - Q1-3 81
Qctober 28 Qctober 92 Qctober 63 Ogtober
November 49 November 68 November 96 MNovember
December 45 December 32 December 79 December
Calendar Year 2008 69 Calendar Year 2009 62 Calendar Year 2010 62 Calendar Year 2011
Maximum Allowable 75 Maximum Allowable 75 Maximum Allowable 75 Maximum Allowable 75
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Personnel responsible for handling MoPSC After hours contact

complaints / inquirles personnel Home Cell
Shirley Bolden (816) 360-5528 Ron Crow (816) 781-7954 (816) 550-4792
Rae Lewis (816) 360-5759 (1st back-up) Shirley Bolden (816) 795-6129 (816) 560-1656
Carlotta Roberts (816) 360-5556 (2nd back-up)

Juanita Stewart (816) 676-6212 (3rd back-up)

Customer service management personnel

Ron Crow (816) 360-5504
Rochelle Robinson (816) 360-5624

Process and level of authority for discontinuance of service to a Registered Customer

1) Registered Customers are separated from daily non-pay shut off accounts. The Field Service orders are coded to
identify these customers. The Customer Advisors receive a monthly report showing all Registered Customers that will

he subject for disconnect.
2) Gustomer Advisor reviews account and makes contact with customer or designated 3rd party contact.
3) If decision is made to discontinue service, Customer Advisor contacts an officer of the company.

4) Our practice is not to discontinue service to Registered Customers during the Cold Weather Rule ("CWR") period
(November 1 through March 31).




Missouri Gas Energy
Missouri Jurisdictional Bad Debt Write-off

2011
January Februan March
Number of Mumber of Number of
Daollar amount accounts Dollar amount | accounls Dollar amount | accounts
written off wrilten off Revenue written off wrillen off Revenue wittan off written off Revenue
RSM (546,534) 5,226 3,855,858 {448,482) 4,876 2,249,303 663,841 6,337 10,585,142
SGSM {9,185) 521 7,698,076 14,422 651 7,631,932 119,693 993 11,635,048
LGSM §,803 9 1,600,945 - - 1,024,556 554 2 8,078,946
LVH {6,702) - 2,052,472 - - 1,891,148 - - 1,706,698
Non-Service (131) 5 - 23 4 - 664 2 B
Total {553,729) 5,760 15,208,352 {434,037) 5,531 12,796,938 784,752 7,334 32,005,834
Year to Date - Q1 April May
Number of Mumber of Numbear of
Doltar amount accounts Doflar amount | accounts Dollar amount | accounls
written off written off Revenus written off vaitten off Revenue wiillen off written off Revenue
RSM {331,175) 16,438 16,790,303 1,809,208 7434 4,443,427 3,497,064 14,284 3,031,239
SGSM 124,950 2,185 26,966,055 178,242 1,122 7,337,830 239,789 1,465 4,638,084
LGSM 9,366 11 10,604,448 2,658 3 5,212,778 4,569 8 2,939,768
LVM 6,702) - 5,650,318 - - 1,069,140 - - 2,640,801
Non-Service 557 11 - {2,630) 2 - 160 8 -
Total (203,014) 18,625 60,011,124 2,087,479 8,561 18,063,174 3,741,583 15,763 13,260,892
Juna Year to Date - Q1 & Q2 July
Number of Number of Number of
Dollar amount accounts Doflar amount | accounis Dollaramount | accounts
written off written off Revenue written off wiilten off Revenue written off written off Revenus
RSM 2,780,425 13,260 7,642,256 7,866,523 51,416 31,907,225 1,664,389 10,159 6,076,163
SGSM 144,509 1,227 3,661,695 687,491 5,969 42,604,673 46,738 930 3,382,336
LGSM 15,151 11 2,105,172 31,734 33 20,862 154 3,404 3 1,863,152
Lvm i - - 925,416 {6,702} - 10,285,675 185 1 930,265
Non-Service {166) 2 - {2,079} 21 - - - -
Total 2,039,919 14,500 14,334,538 8,665,967 57,439 105,659,728 1,714,718 11,093 12,251,916
August September Year to Date - Q1 - Q3
Number of MNumter of Number of
Dollar amount accounts Doflar amount | accounts Dollar amount | accounts
wrillen off weritten off Revenue wilten off writtan off Revenue wriilen off written off Revenus
RSM 1,246,070 12,589 5,297,042 349,518 11,026 5,762,533 11,115,499 85,190 49,042 862
SGSM 43,111 1,362 3,167,665 (14,297) 1,060 3,294,080 763,043 0,251 52,448,755
LGSM 501 9 1,576,837 4,680 8 1,860,107 44,319 53 26,162,250
LV - - 664,919 (185) 4 659,323 {6,702) 2 12,540,183
MNon-Service [&)] 1 - 318 2 - {1,764) 24 -
Total 1,289,678 13,951 10,706,463 344,034 12,037 11,676,043 11,914,395 94,520 140,194,150
October November Pecember
Number of Number of Number of
Dollar amount accounts Doflar amount | accounis Dollar amount | accounis
written off wiitten off Revenue viitten off wrillen off Revenus wrillen off written off Revenue
RSM
SGSM
LGSM
LVM
Non-Service
Tofal
Calendar Year 2011
Numbet of
Dollar amount accounts
written off wrilten off Revenue
RSM
SGSM
LGSM
LV ***Tha LVM Revenue for June was adjusted to the correct amaount,
Mon-Service
Total
Note:

Revenue smounts shown do not include delayed payment charges or miscellaneous service charge revenue.
Negative write-off amounts indicale net recovery.

grratesykimiexcel/Bad Debt 2011.xds




Virtual Hold Executive Summary




VIRTUAL HOLD™

Gueueinto Reports

77172011 00:00:00
thru
7/31/2011 23:59:59

Dates:

Generated on: 101972011 16:17:32

Executive Summary

Results
Queue

Version 4.0

RC & Hold Return %o
Options Calls Calls Return
Calls

5,434 3,062 £6.3%

]

Hold

Hold

2,372

43.7%

Return Calls
only

After
VirtualQ DateBook Houre
0 0 0

%

All Successful % %% %% % Call Event %
Return Reconnect Successful Connected Cancelled Abandon Not Bnsuccassful
Calls Reconnact to an Agent Recelved

Total 3,062 2,831 92,5% 91.1% 0,8% 0.6% 0.0% 7.5%
VirtualQueus 3,056 2,825 T 92.4% "91,1% 0.8% " 0.6% " 0,0% 7.6%
virtualQueua via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 6 5 C 100.0% 100.0% 0.0% 0.0% " 0.0% 0.0%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 2,831 2,547 217 54 i3
virtualQueue 2,825 2,542 217 53 13
VirtuaiQueue via Web 1} 0 0 0 0
Subtotale A 2,825 2,542 217 53 13
Appointment ¢ 5 Q 1 0
Appointment via Web O ] 0 0 Q
Subtotal ¢ B 6 5 1] i 1}

Successful Reconnect 2,825
Total Saved Minutes 9,254
Average Saved Minutes /

Return Call 3
Total Dollar Savings @ ; ST
0.02 “(/minute) $135.08
Average Dollar Savings /

Return Cali $0.10

Total CBDC 9% Kept
Calls Original

Call

[ 0.0%

% Xfer to %% Xfer to
Top Hold
100.0% 0.0%

%o Cancel
Original and
Disconnect

0.0%

Page 1 of 4

Connacted to

an Agent

Median Averaga

2,790 00:00:15 00:00:21




Queueinfo Reporis

Dates: 7/1/2011 00:00:00 ExeCUtlve Sum mary Version 4.0
thru Results
7/31/2011 23:59:59 Queue
Generated on: 10/19/2011 16:17:32 En Combo

RC & Hold Return % /o Return
Options Calls calls Return Hotd Hold Calls
After
Calls Only VirtualQ DateBook Hours
5,415 3,048 56.3% 2,267 43.7% Y 0 0 o

%

All Successful % Yo % % Call Event %%
Return Reconnect Successful Connected Cancelled Abandon Not Unsuccessful
calis Reconnect to an Agent Recelved

Total 3,048 2,817 92.4% 91.1% 0.8% 0.6% 0.0% 7.6%
VirtualQueue 3042 2,811 92.4% 91.1% 0.8% - 06%  0.0% 7.6%
VirtualQueue via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment 6 6 "100.0% 100.0% 0% 0.0% 0.0% 0.0%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful st 2ad 3rd 4 or More
Reconnect Attempt Attempt Attempt Attempts
Total 2,817 2,535 215 54 13 Successful Reconnact 2,811
virtualQueve 2,811 2,530 31 ' 53 T Total Saved Minutes R 9,254
VirtualQueue via Web a 1] a 0 \]
Averaga Saved Minutes /
3
Subtotal « A 2,811 2,530 215 53 13 Return Call
g A 1 ‘o
Appolntmeant Total Dollar Savings @ . : I )
0z : $185.08
Appointment via Web ¢} [¥] 0 0 0 0.0 ($/minute)
Subtotal + B 6 5 0 1 o Average Dollar Savings /
$0.10

Return Call

Totat CEDC % Kept % Xfer to 9% Xfer to °% Cancel Connected to
Calls QOriginal Top Hold Original and an Agent Median Average
call Disconnect
1} 0.0% 100.0% 0.0% 0.0% 2,776 00:00:15 00:00:2¢

Page 2 of 4




Dates:
thru

7/1/2011 00:00:00

7/31/2011 23:59:59

Generated on:

RC & Hold
Options Calls

Return
Calls

8

VIRTUAL HOLD™

Ciueueinfo Reports

10/19/2011 16:17:32

%

Return
Calls

88.9%

Executive Summary

Results
Queue

Sp_Main

% Return

Hold Hold calls
only

1 11,1% 1}

VirtualQ
o

BateBook
L1}

%

Version 4.0

All Successful % % % % Calf Event %
Return Reconnect Successful Connected Cancelled Abandon Mot Unsuccessful
calls Reconnect to an Agent Recelved

Total s 8 100.0% 100.0% 0.0% 0.0% 0.0% 0.0%
virtualQueue 8 ‘g 100.0% " 100.0% C0.0% " 0.0% 0.0% 0.0%
VirtualQueua via Web 0 [ 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointmaent 0 o 0.0% 0.0% 0.0% 0.0% " 0.0% 0.0%
Appointnient via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 orMore

Reconnect Attempt Attempt Attempt Attempts

Total 8 & 2 43 1]
VirtualQueue 8 6 2 o 0
VirtuaiQueue via Web [} 0 0 0 4]
Subtotal « A 8 6 2 0 0
Appointment o 4] o ‘0 0
Appointment via Web 0 0 0 0 0
Subtotal s B 0 1] 0 0 ]

Successful Reconnect

Total Saied Minutes

Average Saved Minutes /

Retura Call

Total Dollar Savings @. -

0.02

Average Dollar Savings /
Return Calf

(% /minute)

'%0.00

$0.00

Total ¢BDC
Calls

% Kept
QOriginal
Call

0.0%

s Afer to % Xfer to %% Cancel
Top Hold Original and
Disconnect

0.0% 0.0% 0.0%

Page 3 of 4

Connected to
an Agent

Median

00:00:20

Average

00:00:32




-VIRTUAL HOLD ™

Guegueinfo Reports

Executive Summary

Versian 4.0

Dates: 7/1/2011 00:00:00

thru ReSUHZS
7/31/2011 23:59:59 Queue
Generated on: 10/19/2011 16:17:32 Sp ServiceOrder

RC & Hold Return Y% o Return
Options Calls Calls Return Hold Hold Calls .
After
Calls Only VirtualQ DateBook Hours
10 [ 60.0% 4 40.0% ¢ 0 0 0

%

All Successful % % % % Call Event %
Return Reconnect Successful Connected Cancetled Abvandon Not Unsuccesstul
Calls Reconnect to an Agent Recelved

Total & & 100.0% 100.0% 0.0% 0.0% 0.0% 0.0%
VirtualQueue & s '100.6% ‘100.0% 0.0% 0 00% - 008 T 0.0%
VirtualQueue via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment 0 o 0.6% C00% 0.0% T 00% 0.0% 0.0%
Appolntment via Web 0 9 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd  4o0rMore
Reconnect Attempt Aftempt Attempt Attempts
Total & 1 1] 0 0 Successful Reconnect 6
VirtualQueue 6 s R o T g Total Saved Minutes s e
VirtualQueue via Web ] o v] 0 a
Average Saved Minutes / 0
Subtotal ¢ A 6 6 0 o P Return Catl
o ) . . . o . 0 o .
Appolntment Total Dollar Savings @ . . . | P : )
RO - S : © - $0.00
Appolntment via Web o 0 0 4 0 0.02 ($/minute)
Subtotai « B 0 o )] 0 1] Average Dollar Savings /
$0.00

Return Call

Total CBDC “fo Kept % Xfer to Yo Xfer to %, Cancel Connected to
Calls Original Top Hoid Otiginal and an Agent Medlan Average
Call Disconnect
[+ 0.0% 0.0% 0.0% 0.0% 6 0e:00:10 0000124

Page 4 of 4




VIRTUAL HOLD ™

{ueuelnfo Reporis

bDates: 8/1/2011 00:00:00
thru

8/31/2011 23:59:59

10/19/2011 16:20:01

Generated on:

Executive Summary

Version 4.0

RC & Hold Return
Options Calls Calls Return
Calls
16,941 6,678 61.0%

Hold

4,263

Resullts
Queue
% Return Calls
Hold Only
39.0% 4]

After
VirtuzalQ DateBook Hours
0 0 0

%

All Successful e % % % Call Event %
Return Reconnect Successful Connected Canceled Abandon Not Unsuccassful
Calls Reconnect to an Agent Recelved

Total 6,678 6,147 92.0% 90.5% 0.8% 0.7% 0.0% 8.0%
VirtualQueua 6,644 6,121 92.1% ' 90.6% T o.8% 0.7% 0.0% '7.9%
VirtualQueue via Web i 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 34 26 76.5% 73.5% 2.9% C0.0% 00% 23.8%
Appointment via Web 0 0 0.0% 0.0% 0.0% 0.0% 0.0% ¢.0%

Successful 1st 2nd 3rd- 4 or More

Reconnect Attempt Attempt Attempt Attempts

Total 6,147 5,423 550 148 26
VirtvalQueus 6,121 5,403 547 45 26
VirtualQueue via Web & 1] [ 0 0
Subtotal « A 6,121 5,403 547 145 26
Appointment 26 20 3 3 o
Appointment via Web [ ¢ 0 Q o
Subtotal ¢« B 26 20 3 3 0

Successful Reconnect 6,121
Total Saved Minutes 49,203
Average Saved Minutes /

Return Calt 8
Total Doifar Saving_s 'R SR
0.02 ($/minute) $984.06
Average Pollar Savings /

Return Call $0.20

Total CBDC 9% Kept
Calls Original

Call

20 45.0%

% Xfer to
Top

50.0%

%% Xfer to % Cancel
Hold Original and
Disconnect

5.0% 0.0%

Page 1 of 4

Connected to

an Agent

Median Average

6,044 00:00:17 00:00:22




VIRTUAL HOLD ™

Gueneinfo Reporis

Bates: 8/1/2011 00:00:00
thru

8/31/2011 23:59:59

Generated on: 10/19/2011 16:20:01

Executive Summary

Results
Queue

En_Combo

Version 4.0

RC & Hold Return %
Options Calls Calls Return
Calls

10,903 6,656 61.0%

A ] Return

Hold Hold Calls
Only

4,247 39.0% G

Alter
virtualQ DateBook Hours
0 0 0

*/o

AN Successful % % % % Call Event %
Return Reconnect Successtul Connected Cancelled Abandon Mot Unsuccessful
calls Reconnect to an Agent Received

Total 6,656 6,126 92.0% 90.5% 0.8% 0.7% 0.0% 8.0%
VirtualQueue 6,622 6,160 '92.1% 90.6% 0.8% - 0.7% 0.6% 7.9%
virtualQueue via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 34 26 76.5% ©735% 2.9% 0.0% 0.0% 23.5%
Appointment via Web ¢ o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 4 orMore

Reconnect Aftempt Attempt Attempt Attempts

Total 6,126 5,404 548 148 26
VirtualQueue 6,160 5,384 545 145 26
VirtualQueue via Web o 0 0 4] 0
Subtotal ¢ A 6,100 5,384 545 145 26
Appolntment 26 20 3 3 0
Appointment via Web [ ] 0 0 0
Subtotal ¢ B 26 20 3 3 L4

Successful Reconnect 6,100
Total Saved Minutes 49,202
Averaga Saved MInutes /
Return Call 8
Totat Dollar Savings @ - g . ;'. .
0.02 T {$fminute) $984.09
Average Dollar Savings /

$0.20

Return Call

Total CBDC % Kept
Calls Orlginal

Calk

20 45.0%

% Xfer to
Top

50.0%

% Xfer to % Cancel
Hold Orlginal and
DIsconnect

5.0% 0.0%

Page 2 of 4

Connected to

an Agent Median Average

6,023 00:00:17 00:00:22




VIRTUAL HOLD ™

Queusinfo Reporis

Executive Summary

Dates: 8/1/‘2011 00:00:00 Version 4.0
thra Results
8/31/2011 23:59:59 Queue
Generated on: 10/19/2011 16:20:01 Sp Main

RC & Hold Return e %% Return
Optlons Calls Calls Return Hold Hold calls At
ar
Calls only Virtualg DateBook Hours
26 17 65.4% 9 34.6% 0 0 0 0

%

All Successiul % % % % cali Event %
Return Reconnect Successful Connected Cancelled Abandon Not Unsuccessful
Calls Reconnect to an Agent Recelved

Total 17 15 24.1% 94.1% 0.0% 0.0% 0.0% 5.9%
VirtualQuaue 17 ' T e 24,1% 94.1% 0.0% 0.0% T 0.0% " os.9%
VirtualQuoue via Web ¢ ] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appolntment ¢ ‘oo T g.0% 0.0% 0.0% 0.0%  00% 0.0%
Appolntment via Web [ 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful ist 2nd 3rd 4 or More
Reconnect Attempt Attempt Aftempt Attempts
Total 16 15 1 Q [ Successful Reconnect 15
VirtualQueue 16 15 1 0 o Total Saved Minutes S ' 1
VirtualQueue via Wehb ¢ ¢ [+ ] o
Average Saved Minutes / R
Subtotal « A 16 15 1 0 0 Retura Call
t o ' o e 0 e
Appointment Total Dollar Savings @ -~ . A
. s i ; C 002
Appointment via Web ¢ 0 0 0 Q 0.02 {$/minute)
Subtotale B 0 14 Q 0 ¢ Average Dollar Savings / $0.00

Raturn Cali

Total CBDC % Kept %% Xfer to %0 Xier to % Cancel Connected to
Calls Originat Top Hold Original and an Agent Median Average
call Disconnect
1] 0.0% 0.0% 0.0% 0.0% 16 Q0:00:27 00:00:37

Page 3 of 4




VIRTUAL HOLD ™

~ Queusinfo Reporis

8/1/2011 00:00:00
thru
8/31/2011% 23:59:59

Dates:

Generated on: 10/19/2011 16:20:01

RC & Hold Return
Options Calls Calls Retu
Cal
12 5 41,7

L)

rn

%

Hold

Executive Summary

Results
Queue

Sp_ServiceOrder

% Return

Hold Calls

Only

7 58.3% ¢

VirtualQ
[}

DateBook

o

Version 4.0

After
Hours

%

%%

All Successful % % % Catll Event %
Return Reconnect Successful Connected Cancetled Abandon Mot Unsuccessfut
calis Reconnect to an Agent Received

Total 5 B 100.0% 100.0% 0.0% 0.0% 0.0% 0.0%
VirtualQueue 5 5 ' 100.0% 100.0% 0.0% 0.0% 0.0% 0.0%
virtualQueue via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 0 o 0.0% 0.0% 0.0% " 0.0% 0.0% 0.0%
Appofntment via Web 0 o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd 40rHMore

Reconnect Attempt Aftempt Attempt Attempts

Total 5 4 ) 3 0 0
VirtualQueue g 4 1 0 0
VirtualQueue via Web G ¢ 0 0 0
Subtotal ¢ A 5 4 1 0 1]
Appointment a ¢ ] 0 0
Appointment via Web [ 0 1] 0 o]
Subtotal ¢ B o 14 ¢ 0 0

Successful Reconnect

Total Saved Minutes

Average Saved Minutes /
Return Call

Total Dollar Savings @
0.0z

Average Dollar Savings /
Return Call

“(s/minute)

" $0.00.

$0.00

Total CBDC % Kept
Calls Original

call

1] 0.0%

% Xfer to
Top

0.0%

%o Xfer to % Cancel
Hold Original and
bisconnect
0.0% 0.0%

Page 4 of 4

Connected to

an Agent

Median

00:01:42

Average

00:01:36




VIRTUAL HOLD ™

. Queueinfo Reporis

Dates: 9/1/2011 00:00:00
thru

9/30/2011 23:59:59

10/19/2011 16:22;13

Generated on:

RC & Hold Return %%
Options Calls Calls Return
Calls

33,021 21,053 63.8%

i Version 4.0
Executive Summary ersion
Results
Queue
/o Return Calls
Hold Hold Only
After
VirtualQ DateBook Hours
11,968 36,2% o o 0 o

%

All Successful % % % o Call Event %
Retura Reconneck Successful Connected Cancelled Abandon Not Unsuccessful
Calis Reconnect to an Agent Recelved

Total 21,053 19,050 90.5% 88.4% 1.2% 0.9% 0.0% 9.5%
VirtvalQueua 23,933 18,954 50.5% '88.5% 1.2% .0.9% 0.0% 9.5%
VirtualQueua via Web 1] o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 120 o 80.0% 75.8% 0.8% 3.3% C0.0% 20.0%
Appointment via Web 0 ¢ 0,0% 0.0% 0.0% 0.0% .0% 0.0%

3rd

Succassful 1st 2nd 4 or Mote
Recannect Attempt Attempt Attempt Attempts
Total 19,050 16,569 1,773 556 152 Successful Reconnect
VirtualQueue 18,954 16,498 1,754 550 152 Totaf Saved Minutes
VirtualQueuve via Web i) 4] L] 0 0
Avarage Saved Minutes /
Return Call
Subtotal = A 18,954 16,498 1,754 550 152
Appointment 86 O : 19 6 0 Total Dollar Savings @ -
0.02 " {$/minute)
Appointment via Web L] Q [+ 0 o
Subtotal ¢ B 96 71 19 6 0 Average Dotlar Savings /
Return Call

18,954

1 321,522
17

$6,430.44

$0.30

Total CEDC % Kept
Calls Original

Call

116 64.7%

% Xfar to %o %fer to
Top Held
31.0% 2.6%

0,
_"? Cancel Connected to
Original and
Disconnect an Agent
1,7% 18,613

Page 1 of 4

Medlan Average

00:00:17 00:00:22




VIRTUAL HOLD ™

Gueueinfo Reporis

9/1/2011 00:00:00
thru
9/30/2011 23:59:59

Dates:

Geznerated on: 10/19/2011 16:22:13

Executive Summary

Results
Queue

En_Combo

Version 4.0

RC & Hold Return Yo
Optlons Calls Calls Return
Calis

32,863 20,969 63.8%

%o Return

Hold Hold Calls
Only

11,894 36.2% a

After
VirtualQ DateBook Hours
0 4] o

%

All Successful % % % % call Event %
Return Reconnect Successful Connected Cancelled Abandon Not Unsuccessiul
Calls Reconnect to an Agent Received

Totaf 20,969 18,876 90.5% 88.4% 1.2% 0.9% 0.0% 9.5
VirtualQueue 20,849 18,880 - '90.6% 88.5% 1.2% 0.9% C0.0% 9.4%
VirtualQueue via Web 0 3 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment 120 86 " 80.0% 75.8% 0.8% 1.3% 0.0% " 20.0%
Appointment via Web 0 [ 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful st 2nd 3ed 4 or More

Receonnect Attempt Attempt Attempt Attempts

Total 18,976 16,507 1,764 553 152
VirtualQueue i8,88¢ 16,438 1,745 547 152
VirtualQueues via Web G 0 o] ] o}
Subtotal» A 18,880 16,436 1,745 547 152
Appointment 26 71 19 6 0
Appointment via Web 3 ] 0 G 0
Subtotal « B 96 71 19 6 0

Successful Reconnect 18,880
Total.saved Minutes 321,496
Averagea Saved Minutes /
Return Call 17
Total bollar Savings @ : . :
0.0z ($/minute) $6,429,92
Average Dollar Savings /

¢ ¢ $0.30

Return Call

Total CBDC %% Kept
Calls Original

call

116 64.7%

%% Xfer to
Top

31.0%

%% Xfer to % Cancel
Hold Original and
Disconnect

2,6% 1.7%

Page 2 of 4

Connected to

an Agent Median Average

18,544 00:00:17 00:00:22




Dates:
thru

9/1/2011 00:00:00

9/30/2011 23:59:59

Generated on:

RC & Hold
Options Calis

61

10/19/2011 16:22:13

VIRTUAL HOLD ™

Gueusinfo Reporis

Return %
Calls Retura
Calls

26 42.6%

Executive Summary

Hold

35

Results
Queue
Sp_Main
% Return
Hold Calls
Only
57.4% 0

VirtualQ
13

DateBook
1]

Version 4,0

%/

All Successful o % %% % Call Event %o
Retura Reconneact Successful Connected Cancelled Abandon Not Unsuccessful
Calls Reconnect to an Agent recelvad

Total 26 23 88.5% 80.8% 0.0% 7.7% 0.0% 11.5%
virnualQueue 26 23 88.5% 80.8% 0.0% 7% 0.0% 11.5%
VirtualQueua via Web 0 ] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment o o 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Appointment via Web 0 1] 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Successful 1st 2nd 3rd  gorMore

Reconnect Attempt Attempt Attempt Attempls

‘Total 23 19 3 1 0
VirtualQueue 23 9 3 1 0
VirtualQueve via Web o a o 0 0
Subtotal e A 23 i9 3 1 o
Appolntment 1] 0 ¢ 0 [+]
Appolntment via Web 4] 0 Q 0 [+
Subtotat ¢ B 4] 1} [+] o 0

Successful Reconnect

Total Saved Minutes

Averaga Saved Minutes /
Return Call

Total Dollar Savings @ :
0.02  {$/minute)

Average Dollar Savings /
Return Call

23

10

$0.20

$0.00

Total ¢BDC
Calls

%% Kept
Origknal
call

0.0%

% Xfer to
Top

0.0%

% Xfer to % Cancel
Hold Original and
Disconnect
0.0% 0.0%

Page 3 of 4

Connected to

an Agent

21 06:01:55

Madian

Average

00:02:00




Gueuelnfo Reporis

Executive Summary

Dates: 9/1/2011 00:00:00 Version 4.0
thru Results
9/30/201t 23:59:59 Queue

Generated on:

10/19/2011 16:22:13

Sp_ServiceOrder

RC & Hold
Options Calls

97

Calls

Return

58 59.8%

%
Return
Calls

% Return

Hold Hold Calls
Oaly

35 40.,2% 0

After
VirtualQ DateBock Hours
Qo ) 0

%

All Successful % o % % Call Event %o
Return Reconnect Succassful Connected Cancelled Abandon Not Unsuccessful

Calls Reconnect to an Agent . Received
Total 58 5% 87.9% 82.8% 0.0% 5.2% 0.0% 12,1%
VirtualQueue 58 51 87.9% 82.8% 0.0% 31 0.0% 12.1%
VirtualQueue via Web a ] 0.0% 0.0% 0.0% 0.0% 0.0% ¢.0%
Appointment 0 o 0.0% 0.0% “0.0% 0.0% ‘0.0% 0.0%
Q 0 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Appointment via Web

Successful 15t 2nd 3rd 4 or More

Reconnact Attempt Attempt Attempt Attempts

Total 51 43 6 2 0
VirtvalQueue 51 43 6 2 0
VirtvalQueue via Web & a 0 a 4]
Subtotal « A 51 43 6 2 o
Appointment & 0 L] 0 0
Appointment via Web e Q ] s} o]
Subtotal ¢ B 14 4 Qo Q 1]

Successful Reconnect

Total Saved Minutes

Average Saved Minutes /
Return Cail

Total Dollar Savings @
0.02 " {$/minute}

Average Dollar Savings /
Return Call

51

16

$0.32

$0.00

Total CBDC
Calls

% Kept
Orlginal
call

0.0%

% Xferto
Top

0.0%

% Xfer to %4 Cancel
Hold Orlginal and
Disconnect

0.0% 0,0%

Page 4 of 4

Connected to

an Agent

48 00:01:34

Median Average

00:02:02




MoPSC Inquiries/Complaints

(* Awaiting receipt of information,
which is provided to MGE by MoPSC staff)

* Gay Fred has requested that she no longer be
required to provide this information for this report.




Customer Service Organization Chart
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Customer Service Staffing
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Number of Estimated Bills

(Including consecutive estimates)
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List of Customer Pay Station Locations
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Percent of Service Appointments Kept
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Average Response Time to
Commission-Forwarded Complaints




Missouri Gas Energy
Average Response Time to Commission-Forwarded Complaints

Answer Within

Answer Within

Answer Within
2003 2 Business Days
April 92,00%
May 85.71%
June 83.33%
Quarter 2 86.11%
July 74.07%
 August 72.73%
September 76.74%
Quarters 2 & 3 81.00%
October 79.63%
November 76.09%
December 77.42%
Quarters 2,3 & 4 79.76%

Answer Within

20086 2 Business Days
January 92.50%
February 92.11%
March 85.28%
Quarter 1 89.90%
April 90.00%
May 89.66%
June 78.26%
Quarters 1 & 2 88.40%
July 91.30%
August 87.50%
September 88.89%
Quarters 1,2 & 3 88.66%
Qctober 96.88%
November 88.24%
December 93.75%
Calendar Year 2006 89.74%

Answer Within

2009 2 Business Days
January 91.67%
February 88.00%
March 80.65%
Quarter 1 86.96%
April 67.50%
May 80.00%
June 100.00%
Quarters 1 & 2 83.24%
July 100.00%
August 97.10%
September 95.12%
Quarters 1,2 & 3 89.18%
October 66.67%
November 73.33%
December 83.33%
Calendar Year 2009 85.50%

2004 2 Business Days
January 74.19%
February 77.27%
March 75.61%
Quarter 1 76.53%
April 63.04%
May 73.91%
June 90.00%
Quarters 1 & 2 74.61%
July 62.50%
August 65.00%
September 65.52%
Quarters 1,2 & 3 71.33%
Qctober 67.00%
November 73.00%
December 85.00%
Calendar Year 2004 72.14%

Answer Within

2007 2 Business Days
January 80.48%
February 95.24%
March 88.89%
Quarter 1 91.67%
April 93,10%
May 88.89%
Jung 92.00%
Quarters 1 & 2 91.67%
July 94.74%
August 88.24%
September 87.50%
Quarters 1,2 & 3 91.48%
Oclober 93.33%
November £$3.33%
December 91.30%
Calendar Year 2007 90.95%

Answer Within

2010 2 Business Days
January 100.00%
February £88.88%
March 85.00%
Quarter 1 90.69%
April 94.87%
May 92.31%
June 85.71%
Quarters 1 & 2 91.80%
July 100.00%
August 88.89%
September 88.24%
Quarters 1,2 & 3 92.00%
Qctober 100.00%
November 91.30%
December 95.00%
Calendar Year 2010 92.61%

2005 2 Business Days
January 91.49%
February 84.21%
March 71.05%
Quarter 1 82.93%
April 84.31%
May 80.85%
June 91.43%
Quarters 1 & 2 84.17%
July 87.10%
August 79.31%
September 83.87%
Quarters 1,2 & 3 83.52%
October 82.86%
November 83.33%
Dacamber 92.86%
Calendar Year 2005 84.45%

Answer Within

2008 2 Businegss Days
January 92.86%
February 80.00%
March 88.89%
Quarter 1 87.88%
April 92.69%
May 91.30%
June 90.48%
Quarters 1 & 2 89.78%
July 88.89%
August 88.00%
September 95.45%
Quarters 1,2 & 3 91.06%
Qctober 71.43%
November 82.35%
December 87.88%
Calendar Year 2008 87.93%

Answer Within

2011 2 Business Days
January 90.81%
February 94.44%
March 100.00%
Quarter 1 95.00%
April 92.00%
May 92.31%
June 100.00%
Quarters 1 & 2 94.36%
July 86.67%
August 94,12%
September 100.00%
Quarters 1,2 & 3 94.15%
Qctober
November
December
Calendar Year 2011




Insulation of Southern Union’s MGE Operating
Division From Panhandle Business
and CrossCountry Business

Certificate of Compliance




Certificate of Compliance

STATE OF /,MM/ )
88,
COUNTY OFWM )

Richard N. Marshall, Senior Vice President and Chief Financial Officer for
Southern Union Company, of lawful age, on his oath states that:
L. For the period July 1, 2011, through September 30, 2011:

e Panhandle Energy or any direct or indirect subsidiary of Southern Union
acquiring or owning any equity interests in Panhandle were owned and operated
as a separate subsidiary of Southern Union Company;

¢ Southern Union Company and MGE did not, directly or indirectly, allow any
Panhandle debt to be recourse to them; pledge Southern Union or MGE equity as
collateral or security for the debt of any Panhandle entity; give, transfer, invest,
contribute or loan to any Panhandle entity, any equities or cash;

e Southern Union did not transfer to Panhandle or any subsidiary thereof, directly
or indirectly, assets necessary and useful in providing service to MGE’s Missouri
customers;

o Southern Union did not, directly or indirectly, enter into any “make-well”
agreements, or guarantee the notes, debentures, debt obligations or other
securities of any Panhandle entity;

¢ Southern Unjon did not adopt, indemnify, guarantee or assume responsibility for
payment of, either directly or indirectly, any of the current or future liabilities of
any Panhandle entity.

2. For the period July 1, 2011, through September 30, 2011:

o CrossCountry Energy or any direct or indirect subsidiary of Southern Union
acquiring or owning any equity interests in CrossCountry Energy were owned and
operated as a separate subsidiary of Southern Union Company;

¢ Southern Union Company and MGE did not, direcily or indirectly, allow any
CrossCountry debt to be recourse to them; pledge Southern Union or MGE equity
as collateral or security for the debt of any CrossCountry entity; give, transfer,
invest, contribute or loan to any CrossCountry entity, any equities or cash;

¢ Southern Union did not transfer to CrossCountry or an subsidiary thereof, directly
or indirectly, assets necessary and useful in providing service to MGE’s Missourt
customers;

e Southern Union did not, directly or indirectly, enter into any “make- Well”
agreements, or guarantee the notes, debentures, debt obligations or other
securities of any CrossCountry entity;

e Southern Union did not adopt, indemnify, guarantee or assume responsibility for
payment of, either directly or indirectly, any of the current or future liabilities of
any CrossCountry entity.

3. that he has knowledge of the matters set forth above; and that such matters
are true and correct to the best of his knowledge and belief.




LI

Richard N. Marshall

Subscribed and sworn this<t & 0 day of ﬂ CZtL/M_J ,2011.

/0y e

Not 1y Public
My Commission expires: GZ/ OZ/ /T SRR M, o0,
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