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Complaints

High Level Monthly Performance 6 Monthly KPI Performance
Mar 16 Feb 16 Mar 15
Capita 834 941 937

Per 1000 Licences 0.033 0.037 0.037 Oct 15 Nov 15 Dec 15 Jan 16 Feb16 Mar 16
Capita, BBC, Third Parties 936 1,022 1,055 No# Target Level Pass Pts Pass Pts Pass Pts Pass Pts Pass Pts Pass Pis
Percentage of Total Mailings  0.022% 0.025% 0.025% 2.2ai 80% of complaints to be met with a
Total (Capita, Akinika DCS, Paypoint) 953 1,033 1,071 Meaningful Response within SWorking /" | 0/ "0 /0 v 0 ' o / o
Per 1000 Licences  0.037 0.040 0.042 Days of receipt
2.2aii  99.5% of complaints to be met with a
Top 10" Complaint Reason Codes Total Complaints: 936 Meaningful Response within 8Working /" 0./ '0 /' 10 ' 0 v 0o /o
Rank Area Primary Cause Sub Cause Volume % Total Previous Rank Days of receipt
1 Marketing Campaigns Not happy at being selected fo 100 10.68% 1 . 2.2aiii  100% of complaints to be met with a
2 BBC NLN Add Guard 87 9.29% > Meaningful Response within 10 Ve M4 4 4 P4 P32
3 Operation - Field Customer Service Agent Incorrect Action 49 5.24% 8 f‘ Working Days
4 BBC NLN Guard Expired 48 5.13% 3 @ 2.2bi  98% of enquiries to be met with a
5 BBC Guard Add Guard 42 4.49% s + Meaningful Response within48hours /"0 ./ 0 0 v o 0o /o
6 Operation - Field Customer Service Agent Manner 42 4.49% 11 'f
7 BBC Refunds Policy 33 3.53% 9 4 2.2bii  100% of enquiries to be met with a
8 Third Party Customer Information In Address Details 33 3.53% 10 P Meaningful Response within 72hours /" " o0 /' 0 /| o v Bo v Bo v Do
9 Marketing Campaigns Tone of Letter 32 3.42% 5 @
10 BBC Guard Guard Expired 28 2.99% 4 4
25 Month Rolling Annual Complaint Trend Performance of KPI - Complaints as % of LIF at Year End
21,000 YTD Mar 14 - Mar 16 20.000
' 17,634
19,000
15,000
17,000
10,000 (>0.069% of LIF
15,000 at Year End,
based on
5,000
13,000
11,000 0
Mar 14 May 14 Jul14 Sep14 Nov14 Jan15 Mar15 May15 Jull5 Sep15 Nov15 Jan16 Mar 16 Apr15 May 15 Jun15 Jul1l5 Augl5 Sep 15 Oct15 Nov15 Dec15 Jan16 Feb16 Mar 16
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Complaints

Cause Level Trends - Complaints Received Per Working Day Over 25 Months

Campaigns - 26.8% Customer Service - 18.3% NLN - 15.5% Guard - 9.7%
30 20 15 10
20 15 10
10 5
S5
10 5
0 0 0 0
Policy - 6.9% Customer Information Incorrect - 6.5% Charges & Payments- 6.1% Refunds - 5.2%
6 10 10 15
4 10
5 S5
2 5
0 0 0 0
Total complaint volumes in March 2016 continues to be down marginally YOY by 11.2% with 936 complaints Volumes Received by Channel Volume Breakdown for March
logged in March 2016 compared to 1,055 in March 2015. March complaints are also down MOM by 8.4% 600
with 936 complaints logged, a decrease on February’s 1,022. The ‘per day’ complaint rate for March was
44.5, with February at 49. 500
In March 16, the complaint causes related to 'Guard' (NLN and Unoccupied add or expired) accounted for 400 m Written
163 complaints or 17.4% of the total complaints logged and 7.7 of the 44.5 daily complaints. YTD the 'Guard' 300 m Telephone
categories account for 15.6% of the 11,735 complaints.
200 Email
Field Operations increased in March 2016 in both Agent Incorrect Information and Agent Manner from 43 to = web
49 and 26 to 42 complaints respectively, accounting for 9.72% of total complaints. The biggest increase can 100
be seen in agent manner which accounted for 4.49% of the overall complaints. M Back Office

0

2 ] ] ) \J ] ] ] \e] o o
The top 2 causes for complaint remain the same for month 3 of Q4. The #1 cause of Marketing/ Not happy at 69» ,b(‘t) Q("' ,s\"' s\\"' \&"’ o“’» *Q“’ o&‘t’ G‘N & -»“\’ ;lg”
being selected for campaign volume has reduced slightly from 122 complaints in February 2016, to 100in DA v A

March 2016, . Volume of the #2 cause, NLN Add Guard has increased in March with 87 complaints compared s \Written e===Telephone Email e===Web ====Back Office

to February’s 54. BBC/Guard/Guard Expired remains in the top 10 however has seen a decrease in March to

Complaint Volumes Received via the Web Channel

I Mar 15 Apr 15 May 15 Jun 15 Jul 15 Aug 15 Sep 15 Oct 15 Nov 15 Dec 15 Jan 16 Feb 16 Mar 16
No# Complaints 191 183 167 288 232 222 243 254 229 177 180 219 200
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Complaints vs Monthly Mail

g/Email Volumes

Monthly Mailing/Email Volumes

Month on Month YTD
. 2015 2016 Difference = 2015 2016 Difference kc

Difference Difference

6,000,000 - Jan | 3,861,591 | 3,995081 | 133490 | 346% | 3,861,591 | 3,995,081 | 133,490 3.46%

Feb | 3,816,116 | 4,036,237 | 220,121 577% | 7,677,707 | 8,031,318 | 353,611 461%

5,000,000 - Mar | 4,167,653 | 4,253,329 | 85,676 206% | 11,845,360 12,284,647 439,287 3.71%
Apr | 3,826,555
4,000,000 May | 3,570,880
3000000 Jun | 4,097,761
,000, Jul | 4,231,793
Aug | 3,770,880
2,000,000 Sep | 5,047,995
1,000,000 - Oct | 4,168,706
Nov | 3,224,304
0 . ; ; ; : : : : . Dec_|] 3,933,601

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2015 W 2016
Total Complaints
Month on Month YTD
1500 Difference e Difference -
2015 2016 i 2015 2016

Difference Difference

Jan 1,091 793 298 2731% 1,091 793 -298 27.31%

Feb 1,040 1,022 -18 -1.73% 2,131 1,815 316 -14.83%

1000 - Mar 1,055 936 -119 -11.28% 3,186 2,751 -435 -13.65%
’ Apr 965
May 876
Jun 1,100
Jul 1,019
500 - Aug 1,004
Sep 1,072
Oct 1,051
Nov 1,029
| Dec 868
- - T T T r r r r

o

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

2015 w2016
Complaints as Percentage of Mailing/Email Volumes
Rolling Year Month on Month YD
0.060% = =
2015 2016 2015 2016
Difference Difference
0.050% - Jan 0.028% 0020% | -29.74% | 0028% | 0020% | -29.74%
Feb 0.027% 0.025% 7.1% 0.028% | 0023% | -1858%
0.040% -| Mar 0.025% 0.022% -131% | 0027% | 0022% | -16.74%
Apr 0.025%
0.030% - May 0.025%
Jun 0.027%
Jul 0.024%
0.020% - Avg | 0027%
Sep 0.021%
0.010% -| Oct 0.025%
Nov 0.032%
0.000% - - T T T T T T T T Dec 0.022%

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

2015 w2016
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Monthly Complaints Analysis (Summary 13 Months)

| Total | Mari5 | Apri5 | May15 | Jun15 | Jull5 | Augl5 | Sep15 | Octl5 | Nov15 | Decl5 | Jan16 | Feb16 | Mar16 |
|Complaints Outside Capita / Partners Control |
Written 130 9 12 3 14 14 9 13 10 15 10 7 13 10
Telephone 3 0 0 0 0 0 1 1 1 0 0 0 0 0
Email 107 16 7 12 13 11 8 7 11 5 7 9 10 7
Web 43 2 2 4 5 2 3 7 7 3 2 0 3 5
Back Office 29 4 3 5 3 1 4 0 4 0 1 1 2 5
Total BBC - Legislation 312 31 24 24 35 28 25 28 33 23 20 17 28 27
Written 331 28 23 21 32 34 23 28 22 30 28 21 27 42
Telephone 0 2 0 0 0 0 0 0 0 0 0 0 0 0
Email 152 33 18 11 15 14 11 8 16 10 14 6 9 20
Web 144 15 10 11 13 6 14 14 9 12 17 11 15 12
Back Office 34 9 3 3 3 4 2 5 2 1 5 3 2 1
Total for Third Party 661 87 54 46 63 58 50 55 49 53 64 41 53 75
Complaints Attributable to Capita / Partners
Written 2,380 151 178 166 262 205 219 224 191 197 162 151 229 196
Telephone 2 0 1 0 0 0 1 0 0 0 0 0 0 0
Email 795 94 94 74 61 79 75 62 65 43 54 55 64 69
Web 783 49 49 41 97 63 58 69 75 60 53 63 78 77
Back Office 140 26 19 14 10 16 11 9 10 12 12 8 8 11
Total BBC - Non Legislation 4,100 320 341 295 430 363 364 364 341 312 281 277 379 353
Written 65 3 5 1 6 6 2 6 6 5 7 7 6 8
Telephone 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Email 20 1 4 0 1 2 2 1 2 2 3 0 2 1
Web 23 3 0 3 0 0 3 5 4 3 1 1 2 1
Back Office 5 0 0 0 1 0 0 0 1 0 1 0 2 0
Total Customer 113 7 9 4 8 8 7 12 13 10 12 8 12 10
Written 1,576 102 93 99 128 124 126 169 135 177 140 120 147 118
Telephone 5 1 1 0 1 0 1 0 2 0 0 0 0 0
Email 375 48 39 36 12 31 27 28 33 37 28 39 33 32
Web 830 61 68 45 78 80 75 79 82 85 49 71 62 56
Back Office 91 17 7 5 9 6 8 9 6 11 10 5 10 5
Total Marketing 2,877 229 208 185 228 241 237 285 258 310 227 235 252 211
Written 277 23 34 22 29 31 27 16 19 27 18 20 25 9
Telephone 0 1 0 0 0 0 0 0 0 0 0 0 0 0
Email 189 22 25 23 17 18 16 19 16 10 15 12 14 4
Web 71 9 6 12 10 3 10 6 6 7 4 3 4 0
Back Office 57 6 12 5 4 4 2 6 8 5 3 3 2 3
Operation - Back Office 594 61 77 62 60 56 55 47 49 49 40 38 45 16
Written 281 23 31 25 27 18 20 24 19 36 16 23 20 22
Telephone 1 0 0 0 0 1 0 0 0 0 0 0 0 0
Email 181 25 14 19 9 14 16 14 11 19 13 16 21 15
Web 269 22 21 14 28 28 17 23 23 25 27 15 21 27
Back Office 580 80 56 52 33 30 42 56 74 49 49 31 50 58
Confidential Quality of Service 4



Monthly Complaints Analysis (Summary 13 Months)

| Total | Mari5 | Apri5 | May15 | Junis Julls | Augl5 | Sep15 | Octl5 | Nov15 | Decl5 | Jan16 | Feb16 | Mar16 |
Operation - Field i 1,312 i 150 122 110 97 91 95 117 127 129 105 85 112 122
Written 203 8 17 18 23 24 15 11 20 17 14 7 18 19
Telephone 1 0 0 0 1 0 0 0 0 0 0 0 0 0
Email 75 14 9 7 5 6 10 7 11 4 5 3 4 4
Web 123 18 11 10 15 11 10 13 13 12 11 3 9 5
Back Office 66 6 4 11 5 4 6 3 8 7 6 5 4 3
Operation - Front Office 468 46 41 46 49 45 41 34 52 40 36 18 35 31
Written 149 14 12 9 11 14 11 18 20 18 11 8 8 9
Telephone 1 0 0 0 0 0 0 0 0 0 0 0 0 1
Email 89 14 3 15 10 7 9 10 9 3 1 6 9 7
Web 193 7 9 19 19 30 19 17 26 14 8 11 12 9
Back Office 14 2 0 1 2 1 2 2 2 0 2 0 0 2
Operation - Self Serve 446 37 24 44 42 52 41 a7 57 35 22 25 29 28
Written 259 35 17 18 18 31 27 27 14 17 22 19 25 24
Telephone 1 0 0 0 0 0 1 0 0 0 0 0 0 0
Email 50 4 8 1 2 5 3 4 2 4 3 4 9 5
Web 115 5 7 8 23 9 13 10 9 8 5 2 13 8
Back Office 427 43 33 33 45 32 45 42 47 39 31 24 30 26
Operation - TVL CASH 852 87 65 60 88 77 89 83 72 68 61 49 77 63
|Performa nce Against Target
Cases Outside Capita / Partners Control 973 118 78 70 98 86 75 83 82 76 84 58 81 102
Cases Attributable to Capita / Partners 10,762 937 887 806 1,002 933 929 989 969 953 784 735 941 834
Total Cases (For Period) 11,735 1,055 965 876 1,100 1,019 1,004 1,072 1,051 1,029 868 793 1,022 936
akinika Recoveries (DCS) 141 8 10 17 15 19 21 14 3 5 9 8 6 14
Paypoint (external) 71 8 22 10 1 11 7 3 1 0 4 4 5 3
Overall Total Complaints 212 1,071 997 903 1,116 1,049 1,032 1,089 1,055 1,034 881 805 1,033 953
BBC - Non TVL Related - Not included in total 127 13 8 7 7 10 12 15 7 7 9 18 15 12
Referred to Paypoint - Not included in total 41 9 5 2 6 3 1 3 4 3 4 3 2 5
Licences In Force 25,507,726 25,512,658 25,498,652 25,507,855 25,522,699 25,523,194 25,529,264 25,560,424 25,497,860 25,502,198 25,511,526 25,542,060 25,557,129
Complaints per 1000 Licences
Complaints Attributable to Capita / Partners 0.037 0.035 0.032 0.039 0.037 0.036 0.039 0.038 0.037 0.031 0.029 0.037 0.033
Overall Total Complaints 0.042 0.039 0.035 0.044 0.041 0.040 0.043 0.041 0.041 0.035 0.032 0.040 0.037
M.A.T 0.059 0.057 0.055 0.053 0.051 0.049 0.046 0.043 0.042 0.041 0.040 0.039 0.039
Target 0.069 0.069 0.069 0.069 0.069 0.069 0.069 0.069 0.069 0.069 0.069 0.069 0.069
Confidential Quality of Service



Escalated Complaints

ari5 | Apris Jun15 | Jul15 | Augis “Oct15 | “Dec15 | Jan16 | Feb16 | Mar
Stage 1 Complaints (TVL) 1327 | 1,184 | 1048 | 1,39 | 1,339 | 1250 | 1,419 | 1,365 | 1375 | 1,181 | 1,077 | 1,329 | 1,263
Stage 2 Complaints (Director) 26 9 23 20 34 27 29 29 31 20 2 31 19

% escalated from Stage 1| 1.96% 0.76% 2.19% 1.43% 2 54% 2.16% 2.04% 2.12% 2.25% 1.69% 2.04% 2.33% 150%

Stage 3 Complaints (BBC) 4 0 0 0 0 1 2 5 3 2 1 5 3
% escalated from Stage 1| 0.30% 0.00% 0.00% 0.00% 0 00% 008% 0.14% 0.37% 0.22% 0.17% 0.09% 0.38% 0.24%
% escalated from Stage 2| 15 38% 0 00% 0 00% 0.00% 0.00% 3.70% 6.90% 17.24% 9.68% 10.00% 4 55% 16.13% | 15.79%

Stage 2 Complaints via BBC 4 3 2 1 6 2 6 6 4 1 4 5 3
Stage 3 Follow Ups and Exceptional Cases 10 11 10 6 8 7 2 3 3 2 5 4 6
Stage 3 BBC MP Cases 8 2 3 9 6 4 4 7 3 5 5 0 5
Stage 3 TVL MP Cases 17 10 2 13 8 12 11 10 9 16 6 12 7

3 00%

250%

200% % of Complaints Escalated

150% to Stage 2

100% e of Complaints Escalated

050% to Stage 3

e ——— T
000% | — . . : ; . ; : ; : :

Mar 15 Apr15 May15 Junl15 Jull5 Augl5 Sep15 Oct15 Nov15 Dec15 Jan16 Feb16 Mar 16
Processing Times - KPl Pertormance

ar 15| Apr15 [May 15 [ Jun15 | Jul15 [Augis " Oct15 | “Dec15 | Jan16 | Feb16 | Mar

5 Days & Under] 1,100 997 950 1,125 1,106 1,015 1,250 1,280 1,265 1,107 1,014 1,179 1,162

Stage 1 Complaints (TVL) 8 Days & Under| 1,327 1,184 1,048 1,396 1,337 1,248 1,414 1,365 1,373 1,181 1,076 1,327 1,261
Over 8 Days 0 0 0 0 2 2 5 0 2 0 1 2 2
S Days & Under; 10 4 8 3 6 2 21 12 22 13 15 26 7
Stage 2 Complaints (Ops Director) 8 Days & Under| 16 5 15 17 28 25 8 17 9 7 7 5 12
Over 8 Days 0 0 0 0 0 0 0 0 0 0 0 0 0
5 Days & Under; 2 1 2 1 5 2 6 4 3 1 4 2 2
Ops Director via BBC S2 8 Days & Under; 2 2 0 0 1 0 0 2 1 0 0 3 1
Over 8 Days! 0 0 0 0 0 0 0 0 0 0 0 0 0
5 Days & Under; 4 0 0 0 0 1 2 5 2 2 1 5 3
Stage 3 Escalated to BBC New Complaints (TVL) 8 Days & Under; 0 0 0 0 0 0 0 0 1 0 0 0 0
Over 8 Days! 0 0 0 0 0 0 0 0 0 0 0 0 0
|Stage 3 follow up from existing complaints and 2 Days & Under; 10 11 10 6 8 7 3 3 3 2 5 4 6
exceptional cases outside of escalation process Over 2 Days| 0 0 0 0 0 0 0 0 0 0 0 0 0
Stage 3 - BBC MP Cases 2 Days & Under| 8 2 3 9 6 4 4 7 3 5 5 0 5
Over 2 Days! 0 0 0 0 0 0 0 0 0 0 0 0 0
5 Days & Under; 5 1 1 5 5 2 3 1 1 12 1 2 7
Stage 3 - TVL MP Cases 8 Days & Under; 12 9 1 7 3 10 8 9 7 3 5 10 0
Over 8 Days! 0 0 0 1 0 0 0 0 1 1 0 0 0
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Equality & Diversity - Overview

Breakdown of Special Format Correspondence

I Apr 15 May 15 Jun 15 Jul 15 All§15 Sep 15 Oct 15 Nov 15 Dec 15 Jan 16 Feb 16 Mar 16 Total
Braille 35 29 15 26 20 28 33 31 31 27 36 345
CcD 10 12 5 6 8 9 15 10 9 103
Computer Disc 0 4 3 2 0 1 3 4 3 5 1 3 29
Email 9 10 1 3 3 9 10 7 11 7 10 6 86
Large Print 206 254 197 170 207 249 269 347 282 275 366 287 3,109
Tape 9 3 4 3 3 4 11 5 4 2 12 4 64
Blue Ink 0 0 0 0 0 0 0 0 0 0 0 0
Total 269 312 224 211 238 297 334 403 346 324 435 343 3,736
Combined Total Special Format (YTD) Breakdown of Diversity Related Complaint Cases
Q1Apri5- Q2Jul15-Sep Q30ct15- Q4Jan16-
Braille Jun 15 15 Dec15 Mar 16
Age 0 0 0 1
mcD Disability 0 7 5 7
m Computer Disc Ethnic background 3 0 1 1
. Faith or belief 0 0 0 0
W Email Gender 0 0 1 0
M Large Print Marriage / civil partnership 0 0 0 0
pregnancy / maternity 0 0 0 0
M Tape Sexual orientation 0 0 0 0
Blue Ink Transgender 0 1 0 0
Total 3 8 7 9
Welsh Calls Answered
I Apr 15 May 15 Jun 15 Jul 15 All§15 Sep 15 Oct 15 Nov 15 Dec 15 Jan 16 Feb 16 Mar 16 Total
Total 142 151 127 154 113 162 180 157 152 152 163 128 1,781

Confidential
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Equality & Diversity - Minicom

ottt fo— sondoned | R | et tongons
Capita | TVLCash | Capita | TviCash | Capita | TVLCash | Capita | TviCash | Capita | TVLCash
March 16 2,045 460 456 360 512 91 0 9 1,077 0
February 16 2,122 451 453 341 491 107 0 3 1,178 0
January 16 2,036 533 317 421 639 96 0 16 1,080 0
December 15 1,768 411 265 326 502 75 0 10 1,001 0
November 15 1,901 481 441 378 431 91 0 12 1,029 0
October 15 2,450 464 519 359 588 95 0 10 1,343 0
September 15 2,266 458 535 367 550 89 0 1,181 0
August 15 1,842 433 33 360 877 73 20 0 940 0
July 15 2,418 557 0 449 1,117 106 19 2 1,282 0
June 15 2,482 489 408 347 772 133 11 9 1,291 0
May 15 2,466 537 107 423 572 104 526 10 1,261 0
April 15 2,485 524 349 418 589 105 220 1 1,327 0
3,000 - Capita 600 - TVL Cash
2,500 500 . . . .
1,500 - 300 - .
1,000 - 200 -
500 - 100 -
0 T T T T T : : : : T Y 0 T T T T T T T T T T T 1
G - - 2 89 9 2 289 39 2 2 9 2 8 3
5 ¥53:%83345¢83 5§ ::23333453%§¢
W Non Minicom Call Transfers to Agents m Non Minicom Call Transfers to Agents
W Engaged/Unanswered/ Disconnected m Engaged/Unanswered/ Disconnected
W Abandoned m Abandoned
Answered Answered
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Equality & Diversity - Language Line Calls

Summary

Please note that data is 1 month in arrears on this report.

Call volumes for the Language Line are showing an increasing trend over the last
12 months, with Capita and TVL Cash volumes both increasing.

Polish remains our highest Language Line interaction requirement with some
1,280 calls taken in the last 12 months for this language.

Top 20 Languages - Last 12 Month Total

Mandarin, 67, 2%
Czech, 69, 2%

Hindi, 84, 2%
Turkish, 101, 3%

Russian, 111, 3%

Somali, 124, 3%

Bengali, 125, 3%

Slovak, 147, 4%

Translation Service Call Volumes

Mar15 Aprl5 May15 Junl15 Jull5 Augl5 Sep1l5 Oct1l5 Nov15 Decl5 Jan16 Feb16

mTVLCash mCapita

Confidential

Arabic, 165, 4%

Punjabi, 178, 5%

Farsi, 59, 2%

Romanian, 223, 6%

Lithuanian, 55, 1%

Urdu, 249, 7%

French, 52,1% Hungarian, 47, 1%

ltalian, 45, 1%

Polish, 1280, 34%

Spanish, 287, 8%
Portuguese, 263, 7%

Top 10 Languages Calls Answered and Average Handling Times - Last 12 Month Total

Calls d AHT (mm:ss)
Polish 1,280 00:09:55
Spanish 287 00:10:13
Portug 263 00:09:59
Urdu 249 00:08:52
Romanian 223 00:09:34
Punjabi 178 00:09:00
Arabic 165 00:09:37
Slovak 147 00:11:10
Bengali 125 00:10:49
Somali 124 00:12:28

Quality of Service

AHT is based on the chargable mit as invoiced from
Language Line.



Right First Time and Repeat Contacts

Percentage of Inbound Customer Contacts actioned by Agents resolved “Right First Time” without the need for the Customer to

nght First Time re-contact within 91 days of the original Agent handled contact.
84% -
— 81.80%
79.96% 79.96% 79.92% — 80-46%
.96% .96% .
80% - 78.93% 79.65% 79.31% ° 79.50%
78.53% - 78.46%
77.83%
78% -
76% i .
P.1(75%)
74% -
72% -
70% - T T T T T T T T T T T
Dec 14 Jan 15 Feb 15 Mar 15 Apr 15 May 15 Jun 15 Jul 15 Aug 15 Sep 15 Oct 15 Nov 15 Dec 15
Months are reported on four months in arrears to allow for 91 day maturity period
Repeat Calls Thousands Net Repeat Calls
1,600 30%
| Apr 15 May 15 Jun 15 Jul 15 Aug 15 Sep 15 Oct 15 Nov 15 Dec 15 Jan 16 Feb 16 Mar 16
Repeat Calls 83,655 94,829 94,669 108,078 94,854 108,626 112,973 87,867 70,166 93,900 86,525 89,870 1,500
Repeat Calls % 18.2% 19.7% 19.3% 20.2% 19.7% 21.1% 20.8% 17.4% 17.8% 18.4% 18.0% 18.7% 1.400 25%
1,300 -
Repeat Emails 1,200 _‘\__ 20%
| Apr 15 May 15 Jun 15 Jul 15 Aug 15 Sep 15 Oct 15 Nov 15 Dec 15 Jan 16 Feb 16 Mar 16 1,100 4
Total Customers 21,481 23,250 25,017 28,634 28,685 29,186 29,060 27,178 22,830 31,024 28,984 32,812 1,000 15%
T T T T T T T T T T T T
Unique Customers 17,518 18,884 20,448 23,534 23,573 24,057 24,137 22,510 18,838 25,872 23,949 27,777 > K > 4_, K R o \:,, K3 "? 'sb
;. S
% Unique Customers ~ 81.6% 81.2% 81.7% 82.2% 82.2% 82.4% 83.1% 82.8% 82.5% 83.4% 82.6% 84.7% é"’ “;s\ N '-PQ ‘\d" & é:o égs\ O R ‘\o" & &
Repeat Emails 14,165 15,396 15,652 19,299 18,401 19,221 17,980 16,644 14,697 20,705 29,629 19,042
= Net Repeats 24 Months Net repeats % of Network Calls
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