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General Key Performance Indicators

"Measurement KPI Value Target

Unit" . . . 10th 11th 12th 4th value for quarter
Required Statistics and description month  month  month  Quarter 9

Percentage %  percentage of fault reports per fixed access line 3.30% 3.29% 2.84% 314%
Fault Rate < 5%

Number average number of fixed access lines 115605 5777 15774 15719

KPIl name

The average time to respond to requests received through electronic channels, including

e-mail, social media and others (in hours) " ealls
‘Response Time for within 60 sec for

Reply to Requests” The average time to respond to requests received through voice calls (in seconds)

85% of voice calls"

Time to respond to the fastest 85% of requests received through voice calls (in seconds)
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