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Performance

KPIs

Card Holder Support Service Summary (KPI)

T,

TrRANSLINK

TLPO13 Month to date for May 2010
KPI KPI Description KPI Value Below Base Base Above Base
I. Percent of Telephone calls answered by live agent within 20 seconds 83.88% < 80% 80-90% > 90%
I Percent of Telephone calls voluntarily abandoned by caller 1.90% >6% 4-6% <4%
Il Percent of Telephone calls answered within 3 minutes 96.29% < 90% 90-98% > 98%
V. Average number of days to fill request for new card 2.87 >5 2-5 <2
V. Percent of requests for replacement card filled within 3 business days 97.53% < 95% 95-98% > 98%
VI Average number of hours to process Remote Add Value requests 8.26 > 24 12-24 <12
VI Percent of transaction history requests processed within 3 business days 100.00% < 95% 95-98% > 98%
VI Percent of card value refunds processed filled within 21 business days 100.00% < 98% 98-99.5% > 99.5%
IX. Percent that the website homepage is available 99.91% < 99% 99-99.73% > 99.73%
X. Percent of email contacts acted upon within 24 hours TBD < 90% 90-98% > 98%
XI. Percent of calls resolved on the first call 76.78% < 65% 65-80% > 80%
XIl. Customer Satisfacton TBD <65% 65-80% >80%
KPI Color Key

Above Base | [ Base | _
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We met all of our Cardholder support KPIs for the month of May.

This month’s average daily call load was 376 calls. We peaked at 886 calls on the 3rd of May. The
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average call time was 5 minutes and 11 seconds. We have 21 CSRs in the call center: Phone CSRs = 15.

Lead CSRs = 2. Card Fulfillment = 2. Autoload = 3.
Operations

TranslLink ridership
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TransLink YWeekday Ridership Trend

| — Tatal |

10C,0C0O

| <ad
| 22

CUPPER,

Average weekday
ridership has risen
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to 61,000.
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Total TransLink Sales volume by Channel

Autoload $ 1,285,940.00
AVM S 504,490.25
TOT S 210,979.97
Institutional Programs S  667,531.92
POS S 945,676.57
Remote Add Value $ 297,086.86
Total S 3,867,496.52

Active Cards
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Sales for April totaled over
$3.8M.

POS sales reached a record
945k




120,000

The number of

active cards has
grown to 109k

cards.
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POS Activity
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Contacts from all sources continue to grow. Web contacts continue to dominate.
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Patron Call Center \ Operator Help Desk Performance

— Speed of Answer

E March = April

May 4 Target

Our contact center
continues to remain
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Patron Support Help Desk
Patron Support Help Desk
% less than 20 % less than 3 minutes % less than 20 % less than 3 minutes
seconds seconds
EMarch 90.20% 98.44% 97.60% 99.60%
wApril 85.52% 08.92% 098.90% 100.00%
IMay 83.64% 96.22% 96.41% 99.40%
+Target 80.00% 90.00% 80.00% 100.00%

Patron Call Center performance — Through May 31

Early in the month significant spikes in
volume can be seen affecting the response
time in the call center. The values quickly
recovered as volume s normalized. The KPI
was met for the month.
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Patron call center performance — Incoming Calls
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Abandoned rate
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Patron Support Patron Support Help Desk Help Desk target. The 3 minute
% less than 20 seconds | % less than 3 minutes % less than 20 seconds | % less than 3 minutes rate is hovering
@March 90.20% 98.44% 97.60% 99.60% around the 100%
= April 85.53% 98.93% 98.90% 100.00% target.
May 83.64% 96.22% 96.41% 99.40%
+ Target 80.00% 90.00% 80.00% 100.00%

This KPI is being discussed with MTC. We don’t believe that the KPI requiring 100% of calls made to the
Help desk to be answered within 3 minutes is realistic. We are asking for it to be adjusted.

Open issues
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19 April 2010 CD download related improvements.
e Improvements are in process.
e Additional conversations are ongoing with the MTC over improved procedures.

® Improved communications have been implemented and appeared successful.

How did services respond?
Operations Help Desk
Goal for response within 3 Minutes -Goal 100% -Actual 99.40%
Depot repairs
Continued to meet all KPIs

Patron Call Center

Calls answered within 20 sec. - Goal 80% - Actual 83.88%
Calls answered within 3 minutes - Goal 90% - Actual 96.29%
Calls abandoned - Goal 6% - Actual 1.90%

Card fulfillment

Card issuance — Replacement within 3 days - Goal 95% - Actual 97.53%
Percentage of refunds within 21 days - Goal 98% - Actual 100.00%
Hours to process a RAV - Goal 12 - 24h - Actual 8.26 hours
Transaction History requests processed in 72h - Goal 95% - Actual 100.00 %
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