Weekly TAS Summary

Weekly TAS Call Answer Rate
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Week Ending 1/16/09 1/23/09 1/30/09 2/6/09 2/13/09 2/20/09 2/27/09 3/6/09]CYTD Totals
Powertrain 96.7% 96.7% 98.0% 99.2% 98.4% 96.2% 96.4% 97.8%, 96.8%
Electrical 94.9% 96.3% 96.4% 98.0% 95.8% 96.9% 95.4% 95.7%, 94.5%
Chassis 97.2% 99.3% 98.9% 96.9% 98.8% 97.9% 97.4% 98.9%, 97.8%
Body 93.7% 94.4% 98.5% 96.4% 98.2% 98.1% 99.3% 97.5%, 95.5%
Hybrid 97.8% 98.4% 98.9% 98.6% 96.3% 97.6% 99.4% 99.4%, 95.5%
Objective 95.0% 95.0% 95.0% 95.0% 95.0% 95.0% 95.0% 95.0%, 95.0%
Overall Answer Rate 96.1% 97.0% 97.8% 98.4% 97.5% 96.9% 96.7% 97.4%, 96.0%

Weekly TAS Call Volume

—&— Powertrain N\ Electrical Chassis - Body =% Hybrid

1/16/2009 1/23/2009 1/30/2009 2/6/2009 2/13/2009 2/20/2009 2/27/2009 3/6/2009
Week Ending 1/16/09 1/23/09 1/30/09 2/6/09 2/13/09 2/20/09 2/27/09 3/6/09]CYTD Totals
Powertrain 882 816 848 898 819 799 901 873 8,221
Electrical 708 602 612 554 554 482 628 576 5,827
Chassis 357 302 285 291 241 240 268 267 2,658
Body 158 144 133 112 111 104 144 120 1,448
Hybrid 183 190 182 146 161 127 159 157 1,641
Total 2,288 2,054 2,060 2,001 1,886 1,752 2,100 1,993 19,795
09 Weekly Data.xls 1of 4 3/9/2009 2:13 PM

ENTIRE PAGE CONFIDENTIAL BUSINESS INFORMATION TOY-TQ001-00037511



Weekly TAS Summary

Percentage of TAS Calls
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1/16/2009 1/23/2009 1/30/2009 2/6/2009 2/13/2009 2/20/2009 2/27/2009 3/6/2009
Week Ending 1/16/09 1/23/09 1/30/09 2/6/09 2/13/09 2/20/09 2/27/09 3/6/09]CYTD Totals
Powertrain 38.5% 39.7% 41.2% 44.9% 43.4% 45.6% 42.9% 43.8%) 41.5%
Electrical 30.9% 29.3% 29.7% 27.7% 29.4% 27.5% 29.9% 28.9%) 29.4%
Chassis 15.6% 14.7% 13.8% 14.5% 12.8% 13.7% 12.8% 13.4% 13.4%
Body 6.9% 7.0% 6.5% 5.6% 5.9% 5.9% 6.9% 6.0% 7.3%
Hybrid 8.0% 9.3% 8.8% 7.3% 8.5% 7.2% 7.6% 7.9% 8.3%
100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%|
TAS Staffing Hours
—&— Powertrain ~N~ Electrical Chassis -
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1/16/2009 1/23/2009 1/30/2009 2/6/2009 2/13/2009 2/20/2009 2/27/2009 3/6/2009
Week Ending 1/16/09 1/23/09 1/30/09 2/6/09 2/13/09 2/20/09 2/27/09 3/6/09]CYTD Totals
Powertrain 223 185 252 233 220 189 207 219 2,217
Electrical 100 93 131 109 93 81 130 123 1,130
Chassis 104 84 94 95 82 56 79 75 867
Body 27 28 35 29 35 52 82 91 501
Hybrid 122 82 106 104 76 51 98 99 933
Total 454 390 512 465 429 378 499 508 5,648
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Weekly TAS Summary

AVG Talk Time
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1/16/2009 1/23/2009 1/30/2009 2/6/2009 2/13/2009 2/20/2009 2/27/2009 3/6/2009
Week Ending 1/16/09 1/23/09 1/30/09 2/6/09 2/13/09 2/20/09 2/27/09 3/6/09
Powertrain 7.19 7.51 7.56 7.42 7.09 6.63 7.26 6.85
Electrical 7.01 7.52 7.85 714 7.20 7.38 8.49 8.24
Chassis 5.77 579 5.81 5983 592 6.14 6.47 6.81
Body 4.56 4.85 5.28 5.69 5.50 6.26 5.80 5.86
Hybrid 8.06 8.01 7.07 7.22 7.30 5.80 6.71 7.10
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1/16/2009 1/23/2009 1/30/2009 2/6/2009 2/13/2009 2/20/2009 2/27/2009 3/6/2009
Week Ending 1/16/09 1/23/09 1/30/09 2/6/09 2/13/09 2/20/09 2/27/09 3/6/09]CYTD Totals
Powertrain 29 27 17 7 13 30 32 19 266
Electrical 36 22 22 11 23 15 29 25 321
Chassis 10 2 3 9 3 5 7 3 59
Body 10 8 2 4 2 2 1 3 65
Hybrid 4 3 2 2 6 3 1 1 74
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Weekly TAS Summary

TA Cases to Calls Received
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90.0%

85.0%

80.0%

75.0%

70.0%

65.0%

60.0%

55.0% i i i i i i i

1/16/2009 1/23/2009 1/30/2009 2/6/2009 2/13/2009 2/20/2009 2/27/2009 3/6/2009
Week Ending 1/16/09 1/23/09 1/30/09 2/6/09 2/13/09 2/20/09 2/27/09 3/6/09
Powertrain 72.4% 71.8% 66.1% 66.9% 72.4% 68.1% 69.6% 71.5%,
Electrical 79.8% 81.0% 79.8% 81.6% 82.0% 79.7% 82.4% 80.9%,
Chassis 79.8% 75.2% 79.8% 77.4% 82.2% 78.4% 78.5% 78.2%,
Body 88.4% 86.6% 72.0% 74.8% 83.3% 80.9% 82.3% 81.9%,
Hybrid 59.0% 60.8% 64.9% 64.1% 67.1% 63.7% 68.1% 71.2%,
QA Avg 75.6% 74.9% 72.5% 72.7% 76.6% 73.2% 75.3% 75.7%,
Available Time
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01/16/09 01/23/09 01/30/09 02/06/09 02/13/09 02/20/09 02/27/09 03/06/09
Week Ending 1/16/09 1/23/09 1/30/09 2/6/09 2/13/09 2/20/09 2/27/09 3/6/09
Powertrain 90.6% 90.5% 93.6% 92.7% 93.7% 94.8% 90.8% 93.1%,
Electrical 38.1% 48.4% 47.6% 49.6% 47.3% 49.0% 52.7% 55.9%,
Chassis 81.9% 91.1% 91.8% 88.7% 82.1% 80.8% 84.3% 78.6%,
Body 25.6% 35.7% 27.0% 34.0% 36.6% 77.4% 84.7% 90.8%,
Hybrid 70.5% 81.5% 61.7% 79.6% 74.7% 74.8% 77.1% 78.1%,
QA Avg 64.0% 70.6% 67.5% 71.8% 69.4% 751% 75.2% 78.0%,
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