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ATTACHMENT A

91 Express Lanes
Key Performance Measures
September 2025

Customer Service Center
Number of Monthly Calls
26,126 25,659 28703 26,092
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Customer Satisfaction
Monthly Scores (Out of 5)
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Call Wait Times Anwsered Within 60 Seconds
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M Business Days M Days KPl Was Met

Abandon Rate
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KPI = Key performance indicator



