
co~ce~n, ~�~ ~ar~ has a ~ef. ~. in ~he u~ ~l~h~ ~e~.

~s ~oup ba~ been ~der ~ho ~ s~nce ~ho la~£~s.

ce~t~ ~o ~he en~l~o de~t. Despite tar ~a~ ~ O~y is’on ~h¢ ~hone

s~o~. ~e dally ra~e o~ aails ~ d~oas~ s~eadlly slnce

(C$-I). ~l~e ~ls decrease, ~e staff has ~en ~ieldtng a b~n~ut

~en~age of .11~ ICe-3] a~ ~e a~age hold ~s

of ca~s s~O t~ release of DR ~$ S.O (~-1}. ~ts month ~he~ have

~up, m~lng ~ ca~ly =~e sca~ to call vol~e

call~ng 3:d-p~ty vendors a~ ~n~tial~n~ a~ a~arene~ of DR DOS

are e~ect~ :o Ces: and resolve the ~st~er’s i~tate
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This ~ro~ is ~-~e bes~ s~a~fed of ~e 3, ~ut is no~ over s~a~ed. ~a!f

have been e~erien=l~ a ~dual increase In da~lY call load
AUG (TS-6}. ~e~r ~al~s/~en~ r~io Is ~elow ~e suress level
~d ~he ~allbac~ ra~o (TS-~ is nea~ ~p~im~. ~is q~ou~ is

until Draw Plus 3.0

~ ~e ~ shoul~ only ~m an ESV ~c=. ~e ~ has become

s~ou!d Z~ solely ~ ~ine, PT ~ DEaw

~e ~s~ 2 woe~l show (we uiuaZly ~Ei~o a s~o~-~e~m surge
following holidays), ~hese renditions have =~n~u~ ~ long ~d do

reDu~a~on a~e a~

beadco~ wi~h ~bese 3 iddi~ions (20) ~ s~ill be I7% below
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OUST SVC
g daily calls

50

45

40

JUL AUG SEP OCT NOV DEC JAN

~.gents 6 6 4 3 2.5 2.5 2.5
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CUST SVC C~~S" -,.! - .
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JUL AUG SEP OCT NOV DEC JAN
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avg & max ..’~’ ~ ~; ’
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115
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95
90
85                                                                       .
80

55. ’
JUL AUG SEP OCT NOV DEC JAN
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CUST SVC                            ~s
by product

Drivers
7%.

Pres. Team Draw Plus
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!0%
15%
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CUST SVC CALL STATS
by carl type (OCT-DEC)

Uteralure lrdo
31% "-’

Misc,~ 1%

Order Status

Race Order 3%

Dealer R el~al
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CUST SVC CALL STATS
by call type (JAN 2-15)

Prod~ I1~o
24%
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0.4 ~S

0.2

0.0

JUL AUG SEP OCT NOV DEC JAN

Total

0

~ -
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9
JUL AUG SEP OCT NOV DEC JAN ,

~ents 3 3.5 4 4.5 5.5 5.0 5.5

MS-CCPMDL 000005009844



GPOS CALL STATS
by product (OCT-DEC)

COOS 3B6
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avg & max
260,
250
240
230 ................................: ......
220 .... ~
210

190, ~ "’
180,
170 .......
160
150
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120
110

90

JUL AUG SEP OCT
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GRAPHICSCAI.:
avg dally calls

’ ’30 ..........................................................i .................. ::,?,., ~: ’

I I " ~ I ~,.." ~.,", ’,~ ,, I :. .. " I
’~" ~ =" " °~’"

J̄UL             AUG SEP OCT NOV DEC
Agents 4.5 5 2 2 2.5 .2.9

,
~
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GRAPHICS CALL STATS
by product (DEC)

~ GEM Allllne i.x

A~II~ 2.0

GEM Draw Plus 2,x
18%

QEM PrssT~am ~.~

GEM PTK 3.x
2%
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GRAPHICS CALL STATS ~-1o
’ by p ~roduct (DECi

~

GE~ Draw ~ ~x

GEM PTK
2%
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GRAPHICS CALL STATS
percentage callbacks

JUL ¯AUQ ~ SEP ~ ,~T NOV DEC
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