MFP COMMITTEE #4
January 28, 2008

Quarterly Review

"MEMORANDUM
Janvary 24, 2008
TO: Management and Fiscal Policy Committee
FROM: Susan D. John, Legislative Analyst <35~

SUBJECT:  Quarterly Review: Comcast, RCN, and Verizon Customer Service
The following are expected to attend this work session:

Steven Emanuel, Chief Information Officer, Department of Technology Services
Amy Wilson, Program Manager, Office of Cable and Communication Services
Representatives from Comcast, RCN, and Verizon

The Management and Fiscal Policy Committee is holding this work session to review
customer service performance for Comcast Cable Communications, RCN, and Verizon
Communications to ensure that performance measures established by the County’s franchise
agreements are being met. As part of the Department of Technology Services, the Cable Office
continually monitors customer service data for Comcast, RCN, and Verizon. The Cable Office
staff actively works with company representatives to resolve a variety of issues.

1. Customer Service Guidelines
A. Cable Television Guidelines

Pursuant to the 1992 Cable Television Consumer Protection and Competition Act, the
Federal Communications Commission (FCC) adopted guidelines for improving the quality of
customer service provided by cable operators. During the last 10 years, FCC standards have
become boilerplate language in most local cable franchise agreements, including the County’s
agreements with Comcast and RCN. These agreements establish numerical standards for
minimum customer service requirements that are virtually identical to FCC standards. The
franchise agreement with Verizon has similar standards, but the language is not identical to the
language in the County’s franchise agreements with Comcast and RCN.



The following is a summary of the FCC standards that are part of the County’s franchise
agreements (©1-2). Although Comcast and RCN are required to provide monthly reporting
numbers, their performance is measured quarterly to determine compliance. A violation of these
minimum customer service standards may result in fines being levied against a franchisee.

1. Subscriber Calls to a Cable System

Unless otherwise noted, the following requirements must be met 90% of the time,
measured quarterly, under normal operating conditions. In the County’s franchise agreements,
normal operating conditions are defined as “those service conditions which are within the control
of the cable operator.” These conditions include special promotions, pay-per-view events, rate
increases, regular peak or seasonal demand periods, and maintenance or rebuild of the cable
system.

1. Each cable system must maintain a local, toll-free, or collect-call telephone line
that must be available 24 hours a day, seven days a week.

2. Company representatives must be available to respond to customer inquiries
during normal business hours, which is defined as the hours during which most
similar businesses in the community are open to serve customers.

3. After normal business hours, the cable system may use an answering service or
machine, so long as messages are responded to the next business day.

4. A call to a cable system must be answered (including the length of time the caller
1s put on hold) within 30 seconds after the connection is made. If the call is
transferred, the transfer time may not exceed an additional 30 seconds.

5. Cable system customers may receive a busy signal no more than three percent of
the time.

6. Although no special equipment is required to measure telephone answering and
hold times, cable operators should use their best efforts in documenting
compliance.

2. Installations, Service Interruptions, and Service Calls

The following requirements for installations, outages, and service calls ordinarily must be
met at least 95 percent of the time, measured quarterly, under normal operating conditions.

1. Federal guidelines state that standard installations, which are those located up to
125 feet from the existing distribution system, must be performed within seven
days after an order has been placed. _

2. Except in situations beyond their control, cable operators must begin work on a
service interruption no later than 24 hours after being notified of the problem. A
service interruption has occurred if the picture or sound on one or more channels
has been lost.

3. Cable operators must begin to correct other service problems the next business
day.
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4. Cable operators may schedule appointments for installations and other service
calls either at a specific time or, at a maximum, within a four-hour time period
during normal business hours.

5. Cable operators may also schedule service calls outside of normal business hours
for the convenience of the customer. :

6. No appointment cancellations are permitted after the close of business on the
business day prior to the scheduled appointment. If the cable installer or
technician is running late and will not meet the specified appointment time, he or
she must contact the customer and reschedule the appointment at the convenience
of the subscriber.

B. Internet Access Service Standards

As required by Executive Regulation 23-03AMII, Cable Modem Service Standards,
September 2004 was the first month the companies were required to provide the County with
customer service data related to high-speed internet service. On April 10, 2007, the Council
approved Regulation 26-06AM, Internet Access Service Standards, which superseded Regulation
26-03AMIL.  Regulation 26-06AM continues the reporting requirement; however, certain
customer service standards were modified by Regulation 26-06AM.

Regulation 26-06 AM requires the following:

1. Calls must be answered in 30 seconds at least 75 percent of the time.

2. Calls must receive a customer account executive (CAE) connection within 60
seconds at least 75 percent of the time.

3. Repairs must be performed in 36 hours at least 90 percent of the time.
(Regulation 26-03AMII specified that this standard must be met 95 percent of the
time.)

4. Installations must be performed in seven days at least 90 percent of the time.
(Regulation 26-03AMII specified that this standard must be met 95 percent of the
time.)

5.

II. Customer Service Issues
A. Comcast

Rate Increase. Beginning January 2008, Comcast applied a rate increase on many of their
monthly services. On their most popular tier of service, expanded basic cable, Comcast
implemented a 5.7 percent increase. In addition, Comcast will increase the late fee assessment
from a flat fee of $4.00, to 10 percent of any payment that has not been paid in full after 45 days.

Call Center Problems, Since the third quarter of 2007, customers have been
experiencing problems when attempting to contact Comcast customer service on the local
telephone number. These problems range from a constant busy signal, being put on hold
indefinitely, no answer, and being disconnected. Comcast indicated these problems stemmed



from a flood of their building and other technical issues. The Cable Office will schedule further
meetings to follow up. Committee members may wish to ask Comcast representatives to
address the call center telephone problems.

Billing. Customers have complained about being billed after service has been
disconnected, including having their checking accounts debited by Comeast. Cable providers are
required to process refunds within 30 days. In the cases of which the Cable Office is aware,
Comcast has failed to properly issue refunds. The Cable Office will take appropriate remedial
action if the problems continue. Committee members may wish to inquire whether customers
have received appropriate refunds.

Effective Competition. Comcast has filed a petition for Determination of Effective
Competition with the FCC. If this petition is granted, the County and participating
municipalities would lose the authority to regulate the rates for basic service, equipment, and
installation. Comcast could also bundle services so that basic subscribers have to subscribe to a
higher tier of service. The County filed a surreply to correct information filed by Comcast.
Comcast filed a motion to strike the County’s surreply, and the County submitted opposition to
that motion.

Free Video and Cable Modem Obligations. There are 16 outstanding requests for free
cable modem or video services, down from the previous MFP meeting.

B. RCN

Rate Increase. On November 21, 2007, RCN increased many of their rates. The basic
cable service rate increase by 5.5 percent. Rates for digital and premium channels also
increased.

Franchise Fee Increase and Public Education and Government (PEG) Fees. RCN notified
the County that it would be increasing its franchise fee from five to 5.9 percent to reflect an
iternized pass-through of the fees associated with cable advertising and home shopping revenues.
The Cable Office’s financial consultant is reviewing RCN’s financial records to see if the 0.9%
increase is warranted. RCN will begin to itemize and pass through the three percent fee for the
PEG access grants.

C. Verizon

Rate Increase. Effective January 20, 2008, Verizon increased their rates for FiOS TV
Premier package by 11.6 percent. Rates for installation, equipment, and sports and movie
packages were also increased.

Non-Disclosure Agreement. The Cable Office and County Attorney continue to work on
an agreement. The County has begun pursuing other options to inspect and test Verizon’s
infrastructure and will use in-house staff to conduct the winter proof of performance inspections
and tests that are scheduled in February.
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Activations. In December 2007, Takoma Park and the Town of Somerlset were activated
to allow consumers to purchase the bundled package of phone, internet, and cable services. The
City of Rockville and Verizon continue negotiations on a rights-of-way use agreement. Their
next meeting is scheduled for late January. Currently, the primary issue is permit fees. Until this
issue is resolved, parts of the County that border Rockville cannot receive service, because they
are fed out of Verizon’s Rockville central office.

III. Customer Service Performance
A. Comcast Summary
1. Video Customer Service Performance

At the last meeting, complete third quarter data were not available. At the last meeting,
July and August data showed that Comcast was meeting call answering standards. Compilete
third quarter data (see Table I), now available, indicate Comcast fell just shy of the 90 percent
goal, having answered calls within 30 seconds 89 percent of the time. Although complete fourth
quarter data are not yet available, the data that have been reported show a marked drop to 70
percent and 74 percent of calls answered in October and November respectively. For the period
of September, October, and November 2007, Comcast did not comply with the call answering
time by a CAE. The company was originally wamned of the phone issues in June 2006, and has
been repeatedly assessed liquidated damages over the past 18 months. Comcast also did not
comply with timely repair requirements and was assessed liquidated damages in this category as
well. Committee members may wish to ask Comcast representatives about its failure to meet
timely call answering and repair standards.

TABLE 1: Customer Service Summary Information Provide by Comcast for Video
January 2007 - December 2007

Category of Service Jan | Feb | Mar | Apr | May | June | July | Aug | Sept | Oct | Nov | Dec

Percentage of calls answered in | 77 |80 |85 |89 |74 87 90 |90 86 70 | 74 *E
30 seconds (90% required by
franchise agreement)

Percentage of calls receiving a | 73 |76 |83 |61 |79 34 89 |91 94 97 194 |
CAE connection within 60
seconds (90% required by
franchise agreement)

Percentage of repairs performed | 91 |85 |83 [8 |82 |85 82 |90 97 |91 |85 | **
within 24 hours (95% required :
by franchise agreement)

Percentage of  installation | 100 [ 98 |97 |96 |96 9% 96 oo | 91 84 |98 *¥
performed in seven days (95%
required by franchise agreement)

**Data not due to the County until January 30, 2008.

2. Cable Modem Customer Service Performance

Third quarter data show that Comcast was in compliance with two of the four categories
of service standards — calls answered and installations. Comcast completed 94 percent of repairs
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within 36 hours, close to the 95 percent required by the franchise agreement. Comcast was not
in compliance with the percentage of calls receiving a CAE connection. The regulation requires
75 percent of these calls to be connected within 60 seconds; however, Comcast had connected
calls only 67 percent of the time. ~Complete fourth quarter data are not available until January
30, 2008; however, the committee should note that phone data were lost for October and cannot
be recovered.

B. RCN Summary
1. Video Customer Service Performance

Third quarter data (see Table 2) indicate RCN was in compliance with initial call
answering standards, repair standards, and installation standards. It failed to meet call answering
time for a CAE, however, connecting calls 85 percent of the time within the 30 second time
period. RCN received a warning from the Cable Office.

Fourth quarter data show RCN failed to answer calis within the 30 second window and
RCN will receive another warning from the Cable Office. In addition, RCN did not comply with
repair and maintenance requirements and received a warning. If RCN is not able to come into
compliance during the warning periods, it will be assessed liquidated damages.

TABLE 2: Customer Service Summary Information Provide by RCN for Video
January 2007 — December 2007

Category of Service Jan | Feb | Mar | Apr | May | June | July Aug | Sept | Oct | Nov | Dec

Percentage of calls answered in | 97 | 98 | 97 97 | 97 94 85 95 95 95 | 82 82
30 seconds (90% required by
franchise agreement)

Percentage of calls receiving a (89 |8 |93 |91 [92 |90 92 | 8i 82 74 192 |93
CAE connection within 60
seconds (90% required by
franchise agreement)

Percentage of repairs performed | 97 |98 |97 |98 |97 98 98 [ 98 74 100 | 90 78
within 24 hours (95% required
by franchise agreement)

Percentage of  installation | 100 | 100 { 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100
performed in seven days (95%
required by franchise agreement)

**Drata not due to the County until January 30, 2008.

2. Cable Modem Customer Service Performance

RCN was in compliance with all service standards during the third quarter except the
percentage of repairs performed within 36 hours. The regulation requires that 95 percent of
repairs be completed within this time frame; however, RCN was able to complete 89 percent.
The same held true during the fourth quarter, where RCN again met the repair standard 89
percent of the time,

C. Verizon Summary — Video Customer Service Performance




Verizon has now met the subscriber threshold that requires the company to submit
reports. It began submitting quarterly reports to the County; however, the data provided are
regional numbers. Verizon must begin submitting specific data for the 2008 first quarter
reporting period.  Third quarter regional data indicate compliance with the call answering
standards, ‘although Verizon did not meet the standard for connecting calls with a CAE (See
Table 3). Tt also failed to meet the timely installation standards. Fourth quarter data are not yet
available.

TABLE 3: Customer Service Summary Information Provide by Verizon for Video
January 2007 — December 2007

Category of Service Jan | Feb | Mar | Apr | May | June | July | Aug | Sept | Oct | Nov | Dec

Percentage of calls answered in 100 | 100 | 100 | ** [ ** b
30 seconds (90% required by '
franchise agreement)

Percentage of calls receiving a 60 |63 BY | ¥x o *x
CAE connection within 60
seconds (90% required by
franchise agreement)

Percentage of repairs performed 100 ; 100 | 100 | ** | *=* **
within 24 hours (95% required
by franchise agreement)

Percentage  of  installation 70 |80 91 x| kx| o
performed in seven days (95%
required by franchise agreement)

**Data not due to the County until January 30, 2008.

D. Office of Cable and Communications Services Summary of Complaints (©16-17)
1. Comecast

The Cable Office received 457 complaints for Comcast during the third quarter of 2007.
The majority of calls were for service, billing, and internet service. During the fourth quarter,
the number of complaints was down significantly, totaling 343 for the reporting period. The
majority of these calls were for service, telephone answer time, and billing. As discussed
previously, the Cable Office reports that Comcast customers have been having problems when
attempting to contact Comcast customer service at the local number, Problems range from a
constant busy signal, being put on hold indefinitely, no answer, and after being connected, they
are disconnected and must call again. Committee members may wish to ask Comcast
representatives to address the number of complaints received.

2. RCN

The Cable Office received 15 complaints for RCN during the third quarter and 19
complaints during the fourth quarter of 2007. Most complaints were about service and billing.
RCN has only a fraction of the customers that Comcast serves. :




3. Verizon

The Cable Office received 33 complaints for Verizon in the third quarter and 44 during
the fourth quarter of 2007. Almost half of the complaints were about billing. The Cable Office
reports that billing is an issue when customers convert from phone service to the bundled FiOS
package. . An example of a customer complaint made to Verizon and subsequent correspondence
to the Council, the Cable Office, the customer, and a letter from Councilmember Berliner to
Verizon is attached at ©58-69. Committee members may wish to ask Verizon representatives
about billing issues, particularly those involving bundled services. The Committee may also
wish to ask Verizon about the status of the particular complaint addressed.

E. Construction Violations
1. Comecast

In the third quarter of 2007, Columbia Telecommunications Corporation (CTC) reported
2,552 construction violations, down significantly from second quarter violations that totaled
3,018. Of the third quarter violations, Comcast repaired 552, or 22 percent, within 30 days from
the date they were reported. ~ Approximately 40 percent of the violations had to do with guying
and lashing issues. Thirty-seven percent of third quarter violations were related to subscriber
drop installations — the cable connection to the residence.

In the fourth quarter, total violations increased approximately 27 percent over third
quarter figures, totaling 3,241 (see Table 4). CTC attributes this increase, in part, to inspections
in areas near Rockville where home construction crews have often disconnected drops and failed
to reconnect them. CTC inspectors also noted exposed underground drops, temporarily unburied
underground drops, and drops not secured to the poles.

TABLE 4: Construction Inspection Summary — Reported Violations for Comcast
4" Quarter 2006 — 4™ Quarter 2007

2006 4" 2007 1 2007 2" 2007 3™ 2007 4°

Type of Problem Quarter Quarter Quarter Quarter Quarter
Construction 1,364 1,675 1,831 1,556 2,078
Equipment 75 38 38 17 60
Restoration 179 56 55 35 96
Subscriber Drops 680 1,159 1,095 944 1,007
Totals 2,298 2,928 3,018 2,552 3,241

*Data compiled from CTC's Testing and Inspection Reports

Testing. The Cable Office reports that Comcast had a few channels that failed to meet
the standards for carrier-to-noise and hum measurements; however, these problems have been
corrected. In addition, the monitor tests found five locations where the signal levels were below
the FCC minimum standards. Upon retesting, it appears the problems have been corrected.

Inspections. By the end of the third quarter, Comcast had 2,560 unaddressed violations.

This number increased to 5,801 by the end of the fourth quarter (See Table 5). The Cable
Office’s engineers met with Comcast construction staff and reviewed the types of violations, and
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discussed ways to improve their reporting process. Comcast briefly provided more frequent
reports; however, none was provided during the fourth quarter. Comsmittee members may wish
to discuss these violations and reporting issues with Comcast representatives.

TABLE 5: Comcast Violation Repair Record

2007

Percentage

Resolved as
Repair Record 1* Quarter 2™ Quarter 3" Quarter 4™ Quarter of 12/31/07
Total Viplations 2,928 3,018 2,552 3,241 11,739
Addressed within 30 Days 2,213 2,741 552 0 47%
Addressed over 30 Days 367 65 0 0 4%
Total Repaired 2,580 2,806 552 0 51%
Outstanding Violations 348 212 2,000 3,241 5,801

Reinspections. Third quarter reinspections found that nine percent of the second quarter
violations that had been reported as fixed, had not been. Fourth quarter reinspections found that
10% of the problems had not been corrected. These numbers are within acceptable limits, and
the Cable Office will not assess any penalty for those two quarters.

2. RCN

Testing. Testing during the third quarter revealed one location with low signal levels and
two channels that failed to meet standards for the video-to-audio separation. The Cable Office’s
engineers reported these findings to RCN, and based on fourth quarter tests, the problems have
been corrected. The RCN summer FCC proof-of-performance tests all met the minimum
standards.

Inspections. The Cable Office reports that there had been a discrepancy between the
numbers of outstanding violations reported by its consultant and what RCN’s records indicated.
The Cable Office met with RCN staff shortly after the last MFP meeting and reviewed the
numbers and reporting process. RCN assigned the violations to a contractor, and by the end of
the fourth quarter, the number of outstanding violations was reduced to 141. RCN’s contractor
also corrected the remaining violations within the past few weeks.

Reinspections. In the third quarter, the Cable Office’s inspectors indicated four percent
of the violations RCN had reported corrected had not been fixed. Since this is below the 10
percent threshold, no penalty will be assessed.

3. Verizon

Testing. According to the Cable Office’s engineers, Verizon did not conduct all summer
proof tests, although of those done, Verizon met the FCC’s minimum performance standards.
The Cable Office has advised Verizon to ensure that all tests be conducted during the winter test,
and Verizon has agreed.




Inspections. The Cable Office and its inspectors met with Verizon representatives and
reviewed inspection and reporting procedures. The Cable office provided a list of the types of
violations that will be cited as out of compliance with the Franchise requirements. Overall, there
have been relatively few Verizon violations cited by Cable Office inspectors, totaling 52 for both
the third and fourth quarters combined.

IV. Other Issues
A. Report Card

As requested by the committee at the last quarterly review, the Cable Office has begun
designing a reporting system to compare all cable franchisees. The Cable Office will set up a
meeting in early February with all three providers to discuss implementation and how to make
the report effective for all parties involved. Data such as compliance information concerning
phone answering, service appointments and installation, construction violations, Cable Office
complaint statistics, and office and customer service representative availability are some of the
topics being considered for inclusion. Once completed, the report care will be posted on the
Cable Office website.

B. Institutional Network (I-NET)

According to the Cable Office, the WSSC Burtonsville location is scheduled to be
completed within 7-10 days. This concludes the sites mandated by the franchise agreement. The
County continues to contract with Comcast to build additional sites, and Comcast is currently
building sites for MCPS, Montgomery College, Montgomery County Community Cénters, and
WSSC. The Cable Office has noted that Comcast as done an excellent job building these sites in
a timely fashion. :

C. Rate Regulation
Comcast’s FCC Form 1205, a national composite filing for equipment and installation, is
currently under review by the County. The County is participating in the review with a number

of other local franchising authorities.

Comcast filed FCC Form 1240 with the County on October 1, 2007. This form regulates
the rates for basic service.

These proposed changes are scheduled to be implemented in January 2008.
D. PEG Interconnection
The Cable Office’s engineering consultants are working with Comcast and PEG

operators to establish a digital transport switching system that permits bi-directional
interconnection between all the PEG operators. The connection will facilitate sharing video
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programming among the production facilities. The project will not only enhance the County’s
PEG program but could be an enhancement for emergency alert services.

This packet contains: ' © Number
FCC fact sheet, June 2000 . 1- 2
Memorandum from the Office of Cable and Communications Services 3-19
CTC’s Testing and Inspection Report Comcast, 3™ Quarter 2007 20-29
CTC’s Testing and Inspection Report Comeast, 4" Quarter 2007 30-39
CTC’s Testing and Inspection Report RCN, 3" Quarter 2007 40-45
CTC’s Testing and Inspection Report RCN, 4™ Quarter 2007 46-48
CTC’s Testing and Inspection Report Verizon, 3™ Quarter 2007 49-54
CTC’s Testing and Inspection Report Verizon, 4™ Quarter 2007 55-57
Correspondence Regarding Customer Complaint 58-69

F:\John\Packets\MFP Committee\Cable Quarterly Report (1-28-08.doc
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General Cable Television Industry and Regulation Information Fact Sheet Page 6 0f 27 .

In order to exercise its authority to regulate basic cable rates and equipment, a franchising authority must be
certified by the Commission, Unless notified otherwise by the Commission, a franchising authority's
certification becomes effective 30 days after it is filed with the Commission. A franchising authority whose
request for certification has been denied or revoked may petition the Commission for re-certification. In
addition, a franchising authority that lacks the resources or legal authority to regulate basic cable service rates
may petition the Commission to assume regulation, but the franchising authority must affirmatively
demonstrate its inability to regulate to the Commission. The Commission will not intervene to regulate basic
cable service rates should a franchising authority choose not to seek certification or chogse not to request that
the Commission assume jurisdiction. Appeals of local decisions will be heard by the Commission or by state or
loca] courts, depending upon the subject matter involved.

The 1996 Act modified the regulation of cable programming services and the rate complaint process established
under the 1992 Cable Act. Pursuant to the 1996 Act, the Commission's authority to regulate the rates charged
for cable programming services (those are the channels that are not on cable system's basic tier and are not sold
on a per-channel or per-program basis) was terminated for services provided after March 3 1, 1999. Therefore,
the rates charged for cable programming services are determined by the cable company and the Commission
does not have the authority to review these rates or to investigate allegations that the rates are excessive.

The 1996 Act did not modify the local franchising authority's ability to regulate basic cable rates. Therefore,
complaints about basic cable rates should be filed with the franchise authority.

Rates for channels sold on a per-channel or per-program basis are not regulated.

CUSTOMER SERVICE GUIDELINES

Pursuant to the 1992 Cable Act, the Commission adopted federal guidelines which provide a standard for
improving the quality of customer service rendered by cable operators. These guidelines provide minimum
levels of service which should be provided by a cable operator. The guidelines address issues such as the cable
operator's communications with customers over the telephone, installations, service problems, changes in rates
or service, billing practices and information that must be provided to all customers. Although the standards
were issued by the Commission, local franchising authorities are responsible for adopting and enforcing
customer service standards. Franchising authorities may also adopt more stringent or additional
standards with the consent of the cable operator or through enactment of a state or municipal law.

Subscriber Calls to a Cable System

Under the federal guidelines, each cable system must maintain a local, toll-free or collect-call telephone line
available 24 hours a day, 7 days a week. During normal business hours, company representatives must be
available to respond 10 customer inquiries. After normal business hours, (the hours during which most similar
businesses in the community are open to serve customers), the cable system may us¢ an answering service or
machine so long as messages are answered the next business day. In addition, the cable System's customer
service center and bill payment locations must be conveniently located and must be open at Jeast during normal
business hours and should include at least one night per week and/or some weekend hours.

A call to a cable system must be answered -- including time the caller is put on hold — within 30 seconds after
the connection is made. If the call is transferred, the transfer time may not exceed 30 seconds. Also, cable
system customers may receive a busy signal no more than three percent of the time. Although no special
equipment is required to measure telephone answering and hold time, cable operators should use their best
efforts in documenting compliance. These requirements must be met 90 percent of the time, measured quarterly,
under normal operating conditions.

Installations, Service Interruptions and Service Calls

0,
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. General Cable Television Industry and.ReguJation Information Fact Sheet Page 7 of 27

Federal guidelines state that standard instaliations -- which are those located up to 125 feet from the existing

. distribution system -- must be performed within seven days after an order has been placed. Except in situations
beyond its control, the cable operator must begin working on a service interruption no later than 24 hours after
being notified of the problem. A service interruption has occurred if picture or sound on one ot more channels
has been lost. The cable operator must begin to correct other service problems the next business day after
learning of them. Cable operators may schedule appointments for installations and other service calls either at a
specific time or, at a maximum, during a four-hour time block during normal business hours. Cable operators
may also schedule service calls outside of normal business hours for the convenience of the customer. No
appointment cancellations are permitted after the close of business on the business day prior to the scheduled
appointment. If the cable installer or technician is running late and will not meet the specified appointment time,
he or she must contact the customer and reschedule the appointment at the convenience of the subscriber. These
requirements concerning installations, outages and service calls must ordinarily be met at least 95 percent of the
time, measured quarterly, under normal operating conditions,

Changes in Rates or Service and Billing Practices

Thirty days advance written notice (using any reasonable written means) must be given to subscribers and local
franchising authorities of any changes in rates, programming services or channel positions, if the change is
within the control of the cable operator. Cable operators are not required to provide prior notice of any rate
change that is the result of a regulatory fee, franchise fee, or any other fee, tax, assessment, or charge of any
kind imposed by a Federal agency, State, or franchising authority on the transaction between the operator and
the subscriber. Cable system bills must be clear, concise and understandable, with full itemization. Cable
operators should respond to written complaints about billing matters within 30 days. Refunds must be issued no
later than either the customer’s next billing cycle or 30 days following resolution of the request, whichever is
earlier, or upon the return of equipment when service is terminated. Credits must be issued no later than the
billing cycle following the determination that a credit is warranted.

Information to Customers

The following information must be provided to customers at the time of installation and at least annually to all .
subscribers and at any time upon request: products and services offered; prices and options of programming
services and conditions of subscription to programming and other services: installation and service maintenance
policies; instructions on how to use the cable service; channel positions of programming carried on the system;
and billing and complaint procedures, including the address and telephone number of the local franchising
authority's office.

UNAUTHORIZED RECEPTION OF CABLE SERVICES

The 1984 Cable Act provides damages and penalties of up to two years in prison and/or $50,000 in fines to be
assessed against anyone determined to be guilty either of the unauthorized interception or reception of cable
television services or of the manufacture or distribution of equipment intended to be utilized for such a purpose.
The Commission does not prosecute unauthorized reception of cable services. Rather, cable operators aggrieved
by a violation may bring an action in a United States district court or in any other court of competent
jurisdiction. Knowledge of violations should be reported directly to the cable system.

SIGNAL CARRIAGE REQUIREMENTS

The 1992 Cable Act established new standards for television broadcast station signal carriage on cable systems.
Under these rules, each local commercial television broadcast station was given the option of selecting

mandatory carriage ("must-carry") or retransmission consent ("may carry”) for each cable system serving the -
same market as the commercial television station. The market of a television station is established by its Arca of
Dominant Influence ("ADI"), as defined by Arbitron and/or modified by the Commission. Every county in the
country is assigned to an ADI, and those cable systems and television stations in the same AD] are considered

http://www.fec.gov/mb/facts/csgen. html 9/18/2007



DEPARTMENT OF TECHNOLOGY SERVICES

Isiah Leggett E. Steven Emanuel
County Executive Chief Information Officer
MEMORANDUM
January 18, 2008
To: Management and Fiscal Policy Committee w
FROM: Steven Emanuel, Chief Information Officer

SUBJECT: Customer Service MFP Worksession - Monday, January 28%, 2008

It is upder very unfortunate circumstances that I am submitting this report for the third and fourth
quarters of 2007. As you are aware, Jane Lawton our Cable Administrator for the past 13 years
passed away suddenly at the end of November. Jane had a true passion for cable and
telecommunications issues and was a true consumer advocate for protecting the rights of
customers on a daily basis. 'We will miss her knowledge and expertise.

On December 5, 2007, [ sent 2 memorandum outlining temporary administrative changes for the
Cable Office to provide leadership during this transition period. | currently have reorganized the
office into Administrative and Franchising Services & External Communications and QOutreach
Services, the acting supervisors for these two groups are Amy Wilson and Donna Keating,
respectively. Until our re-organization recommendations are finalized, reports and actions will
be managed through this temporary administration.

L Customer Service Issues
A. Comcast:

1. Rate Increase: Beginning Japuary 2008 Comcast implemented a rate increase on
many of their monthly services. They implemented a 5.7% increase on their most
popular tier of service—expanded basic cable. Increases on the digital tier, bundles,
premium channels, equipment and installation were also implemented.

As of February 1 an increase in the late fee assessment will be implemented. Customers
will be assessed a late fee of 10% per month for any payment that has not been paid
full after 45 days from the day the invoice was sent. Customers are currently assessed a
flat fee of $4.00 for late payments.

101 Monroe Street, 13th Floor * Rockville, Maryland 20850 » 240-777-2500 - 240-777-2831 FAX
www.montgomerycountymd.gov/dts



2. Call Center Phone Problems: Beginning in the 38 quarter of 2007 customers have
been experiencing issues when attempting to contact Comeast custormer service at (301)
424-4400. The problems range from a constant busy signal, being put on hold in the
pbone tree indefinitely, no answer, and after being connected into the quene they get
disconnected and must start their call over.

Cable Office staff has contacted and met with Comcast to discuss these issues. Comcast
cited many issues for the disturbances in their system inclnding flooding of their building,
installation of a new phone switch and technical issues. We have been assured by
Comcast that these issues are being addressed. However, we continue to receive
complaints concerning this matter.

An additional meeting will be scheduled with Comcast to see what pro-active measures
can be taken to avoid these issues in the fiture.

3, Billing: Over the past several months we have received several complaints that
customers continued to get billed afier they disconnected therr service. Many continued
to have their checking accounts debited by Cormacast. A particular concern is the issue of
refunds since the company requires customers pre-pay for their cable services. Section
47CFR76.309 (c)(3)(I}{A)B) of the Telecommmnications Act requires providers to
process refunds within 30 days. In the cases that have been brought to our attention,
Comcast has failed to comply with this requirement. 1f'the problem continues to exist the
County will take appropriate remedial action

4. Effective Competition: As previously reported, Comcast has filed a Petition for
Determination of Effective Competition with the FCC. Ifthe Petition is graated, the
County and the participating municipalities would lose the authority to regulate the rates
for basic cable service, equipment and installation. Also, Comeast would not be required
to provide uniform rates throughout the franchise ares, could bundle services so that basic
subscribers would have to subscribe to a higher tier of service in order to receive
premium channels and may even be able to transfer subscribers to new tiers of service
unless they affirmatively “opt-out™.

The Petition is currently being reviewed by the FCC. The County filed a surreply to
correct erroneous information in the opposition filed by Comcast. On September 7,
2007, Comcast filed a motion to strike the surreply of Montgomery County, Maryland,
and the County submitted opposition to that motion.

At this time, there is nothing new to report concerning this filing,

5. Free Video and Cable Modem Obligations: There are currently 16 outstanding
requests for free cable modem or video services (list attached), down from the previous
" MFP meeting.

®



B. RCN:

1. Rate Imcrease: On November 21, 2007 RCN increased many of their rates. The full
basic cable service increased 5.5%. Rates for Digztal and Premium channels increased as
well

2. Franchise Fee Increase & PEG Fees: At the same time that RCN increased their
cable rates, they notified the County that they would be increasing their franchise fee
from 5% to 5.9% to reflect an itemized pass through of the fees associated with cable
advertisement and home shopping revenues. Our financial consultant is currently
reviewing RCN’s financial records to ve:nfy if the .9% increase is justifiable.

In addition, RCN will begin to iternize and pass-thrn the 3% fee for the Public,
Educational and Government (PEG) access grants.

C. Verizon:

1. Government Affairs Interim Change: Al Carr, the Franchise Se.rvme Manager for
Montgomery County will be taking a leave of absence from January 9% through April 8%

to serve in the Maryland House of Delegates. During his absence Mr. Darian Gill will be
the County’s point of contact,

2. Rate Increase: Effective January 20, 2008 Verizon will increase their rates for the
F108 TV Premier package by 11.6%. Rates for installation, equipment and sports and
movie packages will also be increased.

3. Non-Disclosure Asreement: Cable Office staff and the County Attorney contipue
to work on an agreement. The County bas begun pursuing other options to inspect/test
Verizon’s infrastructure and will utilize in-house staff to conduct the Winter Proof of
Performance inspections/tests that are scheduled for February.

4. Activations: In December, Takoma Park and the Town of Somerset were activated
allowing consumers to take advantage of the bundled package that includes phone,
mternet and cable in those communities.

The City of Rockville and Verizon continue negotiations on a rights-of-way use
agreement. Their next meeting is scheduled for late January. The primary issue at this
point is permit fees. Until this issue is resolved, parts of the Counnty that border Rockville
cannot receive service because they are fed out of Verizon’s Rockville Central Office
(CO).



B.

Comcast did not comply with these terms after being warned and was assessed liquidated
darnages on this category as well.

RCN

Warning: Section %(c)(3) of the Franchise Agreement requires that telephone answering
time not exceed thirty seconds, and that the time to transfer a call to a customer service
representative not excéed an additional thirty seconds. These requirements must be met
90% of the time, measured quarterly. RCN was out of compliance for “the time to
transfer a call to a customer service representative not exceed an additional thirty
seconds™ and has been warned.

RCN’s 4® quarter data shows that they are currently out of compliance for the “Answered
o 30 seconds” category and will be warned.

In addition, pursuant to Section 9(d)(1) of the Franchise Agreement, RCN must ensure
that at least 95% of the time, measured quarterly, repairs and maintenance not requiring
work within a subscriber premises be completed within twenty-four hours. RCN did mot
comply with these terms and has been warned.

In all three of these categories if RCN is not able to come into compliance during the
warning periods they will be assessed hquidated damages.

C. Verizon

Iv.

Verizon just began submitting quarterly reports to the County. They are currently
submitting regional oumbers but must begin submitting Montgomery County specrﬁc
data for the 2008 first quarter reporting period.

‘We have discussed with Verizon that the percentage of calls answered in 30 seconds must
be by a live agent as outlined in the FCC guidelines Section 76.309 CF.R.

Construction Violations

A. Comeast

1. Testing: Based on our engineer's observations of the sunmmer proof tests, at two
locations Comcast had a few channels that failed to meet the standards for camier-to-
noise and hum measurements. Based on the engineer's review of the final and complete
test resuits these problerns have been corrected.

The third quarter monitor fests found five locations where the signal levels were below

the FCC minimum standard. These problems were reported to Comeast and on retestmg
in the 4th quarter it appears that they have been corrected.

©



We would like to commend Comcast for thelr improved format for reporting the
FCC test results which provide a more complete set of data compiled in a single report.
This makes the analysis of the test results much easier.

2. Inspections: At the end of the third quarter there were 2,560 violations that had not
been reported as addressed by Comcast. By the end of the fourth quarter that number of
violations mcreased to 5,801.

Our engineers met with Comcast construction staff and reviewed the types of violations
being reported (especially grounding issues at subscribers homes), and ways to improve
their reporting process. Some of the changes discussed were implemented and for a short
time we were getting progress reports from Comeast on a more frequent basis. However,
in the 4" quarter our contractor, CTC, never received a report from Comeast showing that
any violations had been resofved.

3. Re-Inspections: Third quarter re-inspections found that 9% of the second quarter
violations reported as fixed had not been. Fowrth quarter re-inspections found that 10 %
of the problemns had not been corrected.  Since these fall within the accepted margin of
error, 0o penatty will be assessed for those two quarters.

. RCN

1. Testing: Third quarter monitor test measurements for RCN revezled one location with
low signal levels and two channels that failed to meet the standards for the video-to-audio
separation. Our engineers reported those results to RCN and based on our tests in the
fourth quarter, the problems have been fixed. :

The RCN summer FCC proof.of-performance tests all met the minimum standards.

2. Inspections: At the last MFP meeting it was reported that there was a discrepancy
between the numbers of outstanding violations our consultants reported and what RCN's
records showed. RCN staff at the local and the corporate level have been very
‘cooperative in addressing the issne.

‘We met with RCN staff shortly after the last MEFP meeting and reviewed the pumbers and
the reporting process. As a result, RCN assigned the work to their contractor’s correcting
the approximately 1,400 outstanding violations. By the end of the fourth quarter, the
number of outstanding violations was reduced to 141. We understand that within the last
few weeks all of those have now been corrected. We appreciate their cooperation in
resolving those outstanding issues promptly.

3. Re-Inspections: In the third quarter our inspectors found just 4% of the violations

RCN reported comected had not been fixed. Again, being below the 10% thresbold, no
penalty will be assessed. We have asked our inspectors to conduct a thorough re-

@



inspection of the corrective work done by RCN in the 4th quarter and will report the
findings at the next MFP meeting.

C. Verizon

1. Testing: Based on our engineer's review of the Verizon’s summer proof tests, we
found that although all of the measurements were reported to have met the FCC's
minirmrm perﬁ:rmauce standards, not all of the required tests were performed. With the
winter test coming up in February, Verizon has been advised that those tests must also be
conducted and they have agreed.

Our engineering contractors, CTC, will be training County enginesrs to participate in the
next set of FCC proof'tests conducted in Verizon’s headend. Additionally, Verizon will
establish County locations where CTC engineers can complete the oversight of the testing
process and conduct the monitor tests at those sites. The Cable Office staff is working
with Verizon fo target mutually acceptable sites to conduct these tests.

2. Inspections: Cable Office staff and our inspectors met with Verizon representatives
in the third quarter and reviewed our inspection and reporting procedures. We provided a
list of the violations that will be cited as out of compliance with the requirements of the
Franchise. There was also a meeting with Verizon's construction managers and
contractor representatives to review the inspection procedures and the types of violations
our inspectors look for during inspection. Those were productive meetings and Verizon
staff has been cooperative in establishing comraunications to report their corrective work
and has taken corrective achon in a timely manner.

There have been relatively few Verizon violations cited by our inspectors, just 52 for
both third and fourth quarter combined. At this time, Verizon has reported that all of
those violations have been addressed and we will re-inspect 2 sampling of the corrective
work

V. Institutional Network (I-NET)

» 'WSSC Burtonsville is scheduled to be comapleted within the next 7-10 days. This will
conclude the sites that were mandated by the franchise.

¢ The Commty contimues to contract with Comcast to build additional sites. Comcast is
currently building sites for MCPS, Momgomery College, Montgomery County
Community Centers and WSSC. Comcast’s construction staff has done an excellent
job getting these sites built in a timely fashion.



VI. Rate Regulation

Comcast’s FCC Form 1205, a national composite filing for equipment and installation, is
currently under review by the County and its financial consultants. The County is
participating in the review with a number of other local franchising authorities.

FCC Form 1240 was filed with the County on October 1, 2007. FCC Form 1240
regulates the rates for Basic Service.

These proposed changes are scheduled to be implemented in January 2008.

VIL. PEG Interconnection

Our engineering consultants are working with Comcast and the various PEG operators to
establish a digital transport switching systern to permit bi-directional interconnection
between all the PEG operators. This connection will facilitate sharing of video
programming among their production facilities. The design for the intercoanestion is one
that will enable full control of the switching among the operators without the need for
coordination and manual patch panel connection and assistance from Comcast staff on a
case-by-case basis. This project will enhance the County’s PEG programming and also,
could be an enbancement for emergency alert services. Attached for your review are the
existing network configuration and the proposed network configuration.

VII. Report Card

The Cable Office has begun designing a reporting system that would be utilized by all
cable franchisees. The report card would establish a mechanism to look at all companies

equitably.

A meeting will be set up in early February with all three providers at the table to discuss
implementation and how to make the report effective.for all parties involved.

Data such as compliance information concerning phone answering, service appointments
and installation that has been deemed non-confidential construction violations, cable
office complaint statistics and office and customer service representative availability are
some of the topics that are being considered for inclusion. Once completed, the report
will be posted on the Cable Office website.
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L INTRODUCTION

This report documents the quality of construction and the technical performance of the Comcast
cable television system in Montgomery County during the third quarter of 2007.

The Comcast system, rebuilt in 2002, provides service to County subscribers from its headend
via 14 optical transition nodes (“OTN™), or hubs, and approximately 362 fiber optic nodes, each
of which is designed to deliver signals to approximately 1,500 homes. The rebuild construction .
included an Institutional Network (“I-Net”) presently connected to over 100 County buildings
and offices.

The County’s Office of Cable and Communication Services administers a comprehensive cable
oversight program to ensure that a high level of services are provided in compliance with the
terms and conditions of the Franchise Agreement, applicable sections of the County Code,
Federal Communications Commission (“FCC”) rules and regulations, and other relevant
guidelines, rules, and generally accepted industry practices. Columbia Telecommunications
Corporation (“CTC”), under contract to the County, provides engineering support for the
County’s testing and inspection program. The program includes inspection of the physical cable
system plant and system performance monitoring and testing.

The inspection portion of the program examines each phase of the construction process, which
includes the addition of new service areas to the system as well as maintenance and repair of the
existing system, To evaluate overall plant construction, inspections are conducted in three
phases: in-progress construction, post-construction, and re-inspection of repairs. Details of the
inspection violations reported are provided in Appendix A.

The performance testing portion of the program is comprised of a series of system performance
tests including:

e Semi-annual Proof-of-Performance tests required by the FCC;

e Quarterly monitor tests to collect additional data on system performance between the two
semi-annual proof test periods;

» Acceptance tests of newly built and activated segments of the system; and

o Periodic tests of the fiber optic connections from the public, educational, and government
programming (“PEG”) facilities to the cable system’s central programming distribution
center or “headend.”

These tests are used to monitor the compliance of the system with FCC, Comcast, and County
technical specifications. The schedule for the tests is provided in Appendix B.

This report details the results of the testing and inspection program conducted by CTC for the
period from July 1 to September 30, 2007.



1. CONSTRUCTION INSPECTION

The County continuously inspects the quality of in-progress construction work and the physical
cable plant and equipment in the public rights-of-way. These inspections verify the extent to
which the construction complies with the engineering design, construction standards for physical
cable plant and installation of equipment on the cables, safety of work-in-progress, and the
restoration of work arcas after construction has been completed. The results of our inspection
are summarized in this report. Where problems are found during the inspection process, the
specific violations are cited and provided to the operator for appropriate corrective action. This
process verifies that for the locations inspected the system is constructed, maintained, and

operated in accordance with local and national construction and safety codes as required in §5 of

the County Franchise Agreement. In addition to other construction and operating requirements
of the County Code and the Franchise Agreement, the primary authorities for compliarice are
summarized in Appendix F, along with explanations of typical violations reported by our
inspectors.

A. - Work-in-Progress Inspection Sites

During construction, performance of the work crews 1is monitored for compliance with -
Department of Public Works and Transportation standards for work in the public rights-of-way,
siational codes, and with generally accepted cable industry standards for construction. The
‘system operator provides the County with a list of locations where its construction Crews will be
working so our inspectors may visit a sampling of these Jocations to verify all safety codes and
construction regulations required by the Franchise Agreement are followed. '

Table 1 summarizes the number of “work sites” inspected during the reporting period.. The
statistic reported for work sites is simply the total number of sites each month where the operator

reported active construction. This statistic gives a sense of the level of construction activity in
the community. .

- - Table1l
Work: Sites and Project Inspections

' T Total # Active | Total# Work | o trecus

.Month ' Work Sites | Sites Inspected %o I_nspect_ed
Tuly 187 T 39%
August 119 30 25%
September 279 73 T 26%
Quarter Totals 585 _ 175 30
2007 Totals 1212 429 ° 35%
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Nearly all of the work reported during the quarter appeared to be for maintenance. No problems
were reported by our inspectors at the work sites they inspected.

B. . _ Design Map Review.

No design maps were submitted for review during the third quarter.

C. Construction Inspection Results

After construction is complete, the physical plant and construction work areas are inspected to
verify construction and restoration of the work site complies with the standards required by the
Franchise Agreement.

During the third quarter our inspectors reported 2,552 violations. During the quarter, Comcast
reported repair of 552 (22%) violations, all within 30 days from the date they were reported for
correction, .

Table 2 summarizes the violations reported during the third quarter by type of violation category.

' Table2
Construction Inspection Summary — Reported Violations
Type of Problem 2006 2006 2007 2097 a 2007
. 3rd Qtr 4th Qtr 1st Qtr 2nd Qtr 3rd Qtr

Construction 1720 1364 1675 - 1831 1556
Equipment 49 75 38 38 17
Restoration 123 179 s6 - 55 35
Subscriber Drops 558 680 1159 -~ . 1094 944
Totals 2450 2298 2028 3018 2552

The majority of the problems found during the third quarter were in the constriction category.
Approxmately 40% of those violations had to do with guymg and lashing issues. Nearly half of
the guying problems cited included locatlons that requlred guy guards ‘to alert passersby to the
presence of the wire and protect pedestrians from i injury, Locations that required tree guards
accounted for 25% of the problems. The remaining violations in this category were either
clearance related or were locations where the lashing that secures the cables to the steel strand
had broken. Inspection sites with grounding issues represented approximately 12% of the total
construction category violations reported.

. Approximately 37% of the third quarter violations were for problems found with subscriber
“drop” installations — the cable connection to the residence. Over 33% of those drop problems
were related to improper clearance to electrical or other utility service lines to the home.
Notwithstanding our meeting with Comcast staff in the second quarter when we discussed
current electrical code for drop grounding, nearly 25% of the drop installations we inspected did

@



" ot meet current code requirements to bond the cable drop to the main electric ground. '
Approximately the same numbers of grounding problems were found in the third quarter. '

Our records show that during the third quarter, Comcast reported they had responded to all of the
1,334 outstanding fourth quarter 2006 violations. However, there remained 560 violations from
the first and second quarter of 2007 that had yet to be addressed. Table 3 is a summary of
Comcast’s repair record. '

Table 3
Comcast Repair Record of Reported Violations
7 Qu | 3°Qu | 47 Qu 1o |2 Qtr 3 Qur | Percentage of
Repair 2006 2006 2006 2007 2007 2007 | .-Resolved as of
Record ' ' : , September 30,
: : 2007 |
| Total 1 2,199 | 2,450 2298 | 2,928 3,018 2,552
Violations
Addressed ™ | 2,168 824 - 043 | 2,213 | 2,741 552 73%
within 30
days ‘ : : -
1 Addressed 31 1,626 | 1,355 367 65 0 27%
over 30 days '
Total 2,199 | 2,450 2298 | 2,580 2,806 552
'| Repaired 1.
Outstanding | 0 0 0 348 212 2,000 2,560
Violations | ' ]

A listing of the violations repdrted in the third quarter is provided in Appendix A.

Inspection Alerts

We report violations that present a hazardous situation or & potential liability to the County or

cable system operator as “Inspection Alerts.” “The operator attempts to- correct these violations

within seven days. There were 15_A1erts"'r¢p0rtcd during the third quarter. During the quarter, ‘
Comicast teported repair of 10 of these violations -- seven within 7 days. As of the end of the

quarter, Comcast had not reported the disposition of the remaining five violations. ‘Nearly all of

‘the problems reported were for exposed temporary cables, one of which a resident stated had

been there since July. | ' '

D. . Re-inspection of Violations

After Comcast reports correction of violations, we re-inspect a sampling of those violations to

verify the repair has been made and the problem has been corrected. We found that 9% of the

second quarter violations Comecast reported as resolved had not been properly repaired. We have
provided Comcast with a copy of those violations for corrective action. :

-



III. SYSTEM PERFORMANCE TESTING

. CTC conducts a program of system-wide tests to evaluate the overall performance of the cable
system: The performance tests are based on FCC and Franchise requirements and the approved
design characteristics of the cablé system. The testing program includes tests for newly
constructed areas, required FCC tests, and monitor tests.

The system headend is located at the Comcast facility on Gude Drive in Rockville. The rebuilt
system design utilizes 14 optical transition nodes (“OTN"), as well as a separate OTN dedicated
to serve Leisure World, with redundant fiber rings along separate paths to all OTNs except the
Poolesville Hub. The OTNs serve approximately 362 fiber optic nodes throughout the County.
The OTN architecture is illustrated in Figure 1.

Figure 1: OTN Architecture

ERMANTOWN
WEST AN \ "
GAITHERSBURG

The system operator and the County jointly established 49 fixed test points throughout the
service area. These test points, located at the extremities of the system, were selected to provide
a representative geographic sampling of the system for electronic performance measurements.
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A. Federal Communications Commission Proof-of-Performance Tests

The system operator is required by the FCC to perform semi-annual Proof-of-Performance
(“proof™) tests in accordance with FCC procedures to demonstrate overall performance of the
cable system meets the minimum technical standards for analog signals as established by the
FCC for cable television systems. The number of test locations is determined by the size of the

system using a formula devised by the FCC. For the Comcast Montgomery County system, FCC
" test procedures require a sampling of signals on nine channels at a minimum of 21 different
geographic locations on the system. The proof tests are performed once in the winter and once in
the summer to measure system performance during temperature extremes that can impact
transmission of signals across the system. We observe proof tests, which are performed by
Comecast contractors, to verify the tests are properly conducted and the results are accurately
reported according to FCC rules.

Comcast performed summer proof-of-performance tests at 25 test points across the County from
August 22 — August 24, 2007. Based on our observation of the test measurements taken by
Comcast’s contractor, two test points failed to meet FCC minimum technical standards. Test
Point WO-01 (Cherry Tree Lane in White Oak) recorded carrier-to-noise measurements on three
channels (channels 3, 67 and 76) below the minimum 43 dB permitted. Test Point LT-02
(Boxberry Terrace in Laytonsville) recorded a hum measurement on Channel 3 in excess of the
. 3% maximum allowed by the FCC. We note that our monitor test results for both test points
showed all measurements met FCC standards.

The County Franchise requires Comcast to maintain a minimum carrier-to-noise measurement of
47 dB on all channels. The proof test measurement recorded by Comcast showed 14 test points
failed to meet this Franchise requirement on one or more channels.

Comcast had not provided.the complete set of proof test results for the summer 2007 tests as of
the time of this report. We will report the results of all FCC required proof test measurements
for the summer 2007 when we receive that report from Comcast. We will also report the results
of any subsequent testing by Comcast at the problem test points noted in this section.

B: Monitor Tests

CTC conducted th1rd quarter monitor tests concurrent with Comcast’s proof tests at the proof test -
locations in August. In addition, we conducted independent tests at the remaining test points
from September 4 — 6, 2007. Our test results found five test point locations failed to meet FCC
minimum technical standards. Three of these locations (Parker Avenue in White Oak, Haller
Road in Poolesville, and Woodfield Road in Damascus) had signal levels below 3dB -- the
FCC’s minimum performance standard. We reported similar problems at two of those locations
(Parker Avenue and Haller Road) in our second quarter report. A fourth test point (Paula Lynn
Drive in White Oak) failed to meet all FCC standards except the measurement for hum. A fifth
location (Fraley Farm Road in Olney) failed to meet the standard for the ratio of audio-to-video
signal levels. : '

|



A copy of the test results for failed test locations is 1ncluded in Appendix C of this report and has
been provided to Comcast for review and necessary correctlve action.

Additional information on test measurement standards, including an explanation of the effects of
signals that do not meet the minimum FCC technical measurements, is included in Appendix D.
The current Comcast channel line-up is provided in Appendix E.

C. = Acceptance Tests

No new nodes were reﬁoned by Comcast for activation/acceptance testing during the third
quarter. :

D. PEG Feed Tests

During the third quarter CTC measured the performance of the fiber optic feeds from the PEG
facilities to the cable system headend. These tests are performed periodically to ensure that the
PEG programming origination signals reach the Comcast headend without undue degradation.
.Most of the measurements were within acceptable expected tolerances and FCC minimum
specifications. However, we did find problems with the fiber feeds which need to be addressed.

Programming Feed Transmission Equipment

When the fiber optic transceivers were first installed by the Franchisee, they utilized wavelength
.drvision multiplexing (WDM) technology, transmitting lightwave signals at 1310 nanometers
and 1550 nanometers to simultaneously transmit the audio and video signals in a single
transceiver from each PEG facility in the County to the headend. Originally, each PEG facility
was provided with two tranisceiver pairs. The links from Rockville, Takoma Park, Montgomery
College and the Municipal League cach had an active pair and a back-up pair of transceivers.
Since the Public Schools and Montgomery Community Television program two channels, one
fiber with one pair of transceivers was used to transmit the signals for each channel.

However, during our tests, we found only one site (Montgomery College) still had the active and
back-up pairs of transceivers in place and operational. We suspect.the others had either been
used to replace broken units or had failed and had not been replaced. Consequently, it appears
there may be no back-up or. replacement parts for the feeds. We recommend replacement of all

transceiver pairs (both in use units and back-up units) at all PEG facilities. We base this
recommendation on a number of factors: 1) the units have been in service for seven years and are
either obsolete or at or near the end of their useful life cycle; 2) there are problems with some of
the units (see test results below) and no replacement units are available; and, 3) the manufacturer
of those units went out of business years ago, thus the equipment is no longer supported.
Further, the present transceivers transmit only one-way. Since the PEG operators now wish to
activate the two-way service required by the Franchise Agreement, new equipment capable of
providing two-way service will be required.

In conjunction with our work to interconnect the PEG facilities to share programming and
cablecasting from remote I-Net or FiberNet sites over the PEG channels, we have been directed
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to work with Comecast to select new equipment for the PEG programming feeds to the headend.
Replacement of the transceivers is a necessary part of the overall plan for the upgrade.

Test results ' : : :
Based on the measurements taken during our tests, the feeds from most of the PEG production
facilities met minimum FCC standards and were found to be operating within acceptable
tolerances. We found some measurements that failed to meet FCC standards, however. The
fiber optic transceivers for County Cable Montgomery (channel 6), the Montgomery College
(channel 10), and Montgomery Community Television (channel 21) failed to meet FCC
standards for differential gain. This problem can result in «washed out” looking pictures, though
we did not observe that occurring at the time we took the measurements. We recommend
adjustment of the transceivers, where possible, to meet FCC standards until new transceivers can
be installed. A summary of the resuits of the PEG feed tests is provided in Appendix H. The test
procedures and explanations of the measurements is provided in Appendix L.

E. . I-Net Tests

There were no 1-Net tests conducted during the third quarter. The I-Net site located at the WSSC

office just across the County line in Prince George’s County still needs to be connected.
Comcast of Montgomery had previously reported they were working with Prince George’s
Comcast staff to make this connection; however, it has been outstanding for quite a while and
needs to be resolved. '

Me-CATW\Inspection reports\Reports\2007 Reports\3rd QuiComcast 3rd qir report_111107.doc
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I INTRODUCTION

This report documents the quality of construction and the technical performance of the Comcast
cable television system in Montgomery County during the fourth quarter of 2007.

The Comcast system, rebuilt in 2002, provides service to County subscribers from its headend
via 14 optical transition nodes (“OTN"), or hubs, and approximately 363 fiber optic nodes, each
of which is designed to deliver signals to approximately 1,500 homes. The rebuild construction
included an Institutional Network (“I-Net”) presently connected to over 100 County buildings
and offices. ' -

The County’s Office of Cable and Communication Services administers a comprehensive cable
oversight program to ensure that a high level of services are provided in compliance with the
terms and conditions of the Franchise Agreement, applicable sections of the County Code,
Federal Communications Commission ("FCC”) rules and regulations, and other relevant
guidelines, rules, and generally accepted industry practices. Columbia Telecommunications
Corporation (“CTC”), under contract to the County, provides engineering support for the
County’s testing and inspection program. The program includes inspection of the physical cable
system plant and system performance monitoring and testing.

The inspection portion of the program examines each phase of the construction process, which
includes the addition of new service areas to the system as well as maintenance and repair of the
existing system. To evaluate overall plant construction, inspections are conducted in three
phases: in-progress construction, post-construction, and re-inspection of repairs. Details of the
inspection violations reported are provided in Appendix A. :

The performance testing portion of the program is comprised of a series of system performance
tests including: :

» Semi-annual Proof-of-Performance tests required by the FCC;

¢ Quarterly monitor tests to collect additional data on system performance between the two
semi-annual proof test periods;
Acceptance tests of newly built and activated segments of the system; and

* Periodic tests of the fiber optic connections from the public, educational, and government
programming (“PEG”) facilities to the cable system’s central programming distribution
center or “headend.”

These tests are used to monitor the compliance of the system with FCC, Comcast, and County
technical specifications. The schedule for the tests is provided in Appendix B.

This report details the results of the testing and inspection program conducted by CTC for the
period from October 1 to December 31, 2007.
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I1. CONSTRUCTION INSPECTION

The County continuously inspects the quality of in-progress construction work and the physical
cable plant and equipment in the public rights-of-way. These inspections verify the extent to
which the construction complies with the engineering design, construction standards for physical
cable plant and installation of equipment on the cables, safety of work-in-progress, and the
restoration of work areas after construction has been completed. The results of our inspection
are summarized in this report. Where problems are found during the inspection process, the
specific violations are cited and provided to the operator for appropriate corrective action. This
process verifies that for the locations inspected, the system is constructed, maintained, and
operated in accordance with local and national construction and safety codes as required in §5 of
the County Franchise Agreement. In addition to other construction and operating requirements
of the County Code and the Franchise Agreement, the primary authorities for compliance are
summarized in Appendix F, along with explanations of typical violations reported by our
inspectors.

A, Work-in-Progress Inspection Sites

During construction, performance of the work crews is monitored for compliance with
Department of Public Works and Transportation standards for work in the public rights-of-way,
national codes, and with generally accepted cable industry standards for construction. The
system operator provides the County with a list of locations where its construction crews will be
working so our inspectors may visit a sampling of these locations to verify all safety codes and
construction regulations required by the Franchise Agreement are followed.

Table 1 summarizes the number of “work sites” inspected during the reporting period. The
statistic reported for work sites is simply the total number of sites each month where the operator

reported active construction. This statistic gives a sense of the level of construction activity in
the community.

Table 1
Work Sites and Project Inspections
Total # Active | Total # Work o
Month Work Sites Sites Inspected 7 Inspected
October . 82 66 80%
November 29 24 83%
December 22 22 100%
Quarter Totals 133 112 84%
2007 Totals 1345 541 40%
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There were not as many locates reported as last quarter; typically this is due to the decline in
work during cold weather months. Nearly all of the work reported during the quarter appeared to
be for maintenance, although there were a few locations where new construction was reported.
No problems were reported by our inspectors at the work sites they inspected.

B. Design Map Review

~ With the exception of a map for a new condominium development (discussed in Acceptance

Testing Section II (C) of this report), no other design maps were submitted for review during the
fourth quarter. : .

C. Construction Inspection Results

After construction is complete, the physical plant and construction work areas are inspected to
verify construction and restoration of the work site complies with the standards required by the
Franchise Agreement.

In the fourth quarter our inspectors reported approximately 27% more violations than last
quarter. They attributed this increase, in part, to inspections in areas near Rockville where there
have been many homes renovated or rebuilt. We have found that home construction crews often
disconnect drops and leave them hanging from the cable plant or wrap them around the utility
poles. We also noted an increase in exposed underground drops, temporary unburied
underground drops, and drops not secured to the poles. Some of these violations may be
attributed to locations where home reconstruction has required sites to move from an aerial drop
to underground utilities. In these cases, when the drop is replaced it may not be properly buried
or attached to the pole from the cable plant to the ground. There were also many locations in
those areas were guy wires were found broken, very slack, or not attached to the guy rods. Table
2 summarizes the violations reported during the fourth quarter by type of violation category.

Table 2
Construction Inspection Summary — Reported Violations
Type of Problem 2006 2007 2007 2007 2007
4th Qtr 1st Qtr 2nd Qtr 3rd Qtr 4th Qtr

Construction 1,364 1,675 1,831 1,556 2,078
Equipment 75 38 38 17 60
Restoration 179 56 55 35 96
Subscriber Drops 680 1,159 1,094 944 1,007
Totals 2,298 2,928 3,018 j 2,552 3,241

The number of construction related violations represents a 34% increase from last quarter. This
1s in part a reflection of the greater number of number of guying violations reported in the fourth
quarter. In addition to the guying problems, the number of locations reported with vertical
ground wires not bonded together as required significantly increased from the number reported
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last quarter. We also reported locations with violations such as broken lashing that secures the
cables to the supporting strand, grounding issues, and locations that required tree guards. The
number of these types of violations was comparable to the levels reported last quarter.

Restoration and equipment related problems were a very small percentage of the total number of
problems.

Drop violations accounted for approximately 31% of the total violations cited in the fourth
quarter. In addition to the drop problems noted above, we found nearly 200 homes where the
cables entering the residences were not properly grounded. Current national electric code (NEC)
requires drops to be bonded to the main electric ground; however, many of the drops we
inspected were connected to a ground rod, a water spigot, or other metal surfaces such as

electrical outlets or air conditioners. A listing of the violations reported in the fourth quarter is
provided in Appendix A.

Repairs

Last quarter we reported that Comgcast had a total of 2,560 outstanding violations they had not
addressed: 560 from the first and second quarters and 2,000 from the third quarter. During the
fourth quarter, not only have none of those violations been reported fixed but Comcast has not
reported repair of any of the 3,241 violations reported in the fourth quarter. This brings the total
number of outstanding violations that Comcast has not reported as corrected to 5,801.

Table 3 summarizes Comcast’s repair record for 2007.

Table 3
Comcast Violation Repair Record
, 17 Qur | 2" Qtr 3" Qur 4™ Qtr Percentage of
Repair Record 2007 2007 2007 2007 Resolved as of
December 31, 2007
Total Violations 2928 | 3,018 2,552 3,241 11,739
Addressed within 30 2,213 | 2,741 552 0 47%
days
Addressed 367 65 0 0 4%
over 30 days
Total Repaired 2,580 | 2,806 552 0 51%
Outstanding 348 212 2,000 3,241 5,801
Violations
Inspection Alerts

We report violations that present a hazardous situation or a potential liability to the County or
cable system operator as “Inspection Alerts.” The operator attempts to correct these violations
within seven days. We reported four Alerts during the fourth quarter -- all of which were for

&
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témporary cables lying across sidewalks or driveways. Comcast reported repair of two of those
violations — both within ten days after they were reported.

Comcast has not reported if the five unresolved Alerts from the third quarter had been fixed.
Based on our recent re-inspection of those locations, we found they all had been corrected;

however, we-do not know when this occurred or whether it was within the seven day time period.

D. Re-inspection of Violations

After Comcast reports correction of violations, we re-inspect a sampling of those violations to
verify the repair has been made and the problem has been corrected. On re-inspection of a
majority of the 552 third quarter violations Comcast reported as repaired, we found that 10% had
not been corrected as reported. We have provided Comcast with a copy of those violations for
corrective action.

o
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III. SYSTEM PERFORMANCE TESTING

CTC conducts a program of system-wide tests to evaluate the overall performance of the cable
system. The performance tests are based on FCC and Franchise requirements and the approved
design characteristics of the cable system. The testing program includes tests for newly
constructed areas, required FCC tests, and monitor tests. :

The system headend is located at the Comcast facility on Gude Drive in Rockville. " The rebuilt
system design-utilizes 14 optical transition nodes (“OTN™), as well as a separate OTN dedicated
to serve Leisure World, with redundant fiber rings along separate paths to all OTNs except the

Poolesville Hub. The OTNs serve approximately 363 fiber optic nodes throughout the County.
The OTN architecture is illustrated in Figure 1.

Figure 1: OTN Architecture
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The system operator and the County jointly established 49 fixed test points throughout the
service area. These test points, located at the extremities of the system, were selected to provide

a representative geographic samplirig of the system for electronic performance measurcments.
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A. Federal Communications Commission Proof—bf—Performanée Tests

The system operator is required by the FCC to perform semi-annual Proof-of-Performance
(“proof”) tests in accordance with FCC procedures to demonstrate that overall performance of
the cable system meets the minimum technical standards for analog signals as established by the
FCC for cable television systems. The number of test locations is determined by the size of the
system using a formula devised by the FCC. For the Comcast Montgomery County system, FCC
test procedures require a sampling of signals on nine channels at a minimum of 21 different
geographic locations on the system. The proof tests are performed once in the winter and once in
the summer to measure system performance during temperature extremes that can impact
transmission of signals across the system. We observe proof tests, which are performed by
Comcast contractors, to verify the tests are properly conducted and the results are accurately
reported according to FCC rules. :

The next set of FCC tests will be performed in the first quarter of 2008.

Last quarter we reported that Comcast had not submitted for review a complete set of test results
for the summer 2007 proof tests. We have now obtained a copy of those test results. Our review
of that data found that all of the 24-hour measurements met the minimum FCC technical
requirements. We note that Comcast now provides a greatly improved format for their proof test
results which enables a more efficient analysis to verify compliance with FCC requirements.

B. Monitor Tests

CTC staff conducted monitor tests during November at 47 test point locations. The results of our
testing found that all test locations met or exceeded FCC minimum technical performance
standards. It appears that all of the problems noted in the third quarter test results have been
addressed by Comcast. We observed marginally acceptable measurements for the carrier level
between two of the channels at the Dullwich Lane test point. Based on our subjective viewing of
the channels at that site, the picture quality was acceptable.

A copy of the test results for the Dullwich Lane test location is included in Appendix C of this
report and has been provided to Comcast for review and necessary corrective action. ’

Additional information on test measurement standards, including an explanation of the effects of
signals that do not meet the minimum FCC technical measurements, is included in Appendix D.
The current Comecast channel line-up is provided in Appendix E.

C. Acceptance Tests
During the fourth quarter we were asked to observe activation tests for a new node constructed to
serve Jefferson’s at Indigo Crossing, a large luxury apartment complex in Rockville. All

recorded measurements met the minimum FCC technical performance standards. A design map
for the facility was provided at the time we observed the tests.

33
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D. PEG Feed Tests

_ There were no PEG tests performed during the fourth quarter.

E. I-Net Tests

There were no I-Net tests conducted during the fourth quarter.

Mc-CATV\Inspection reports\Reportsi2007 Reportsith QuiComcast 4th gtr report_010808.dec
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Columbia Telecommunications Corporation » 10613 Concord Street » Kensington, MD 20893
301.933.1488 » fax: 301.933.3340 ¢ www.CTCnet.us

November 13, 2007

Via Electronic Transmission

Ms. Jane Lawton

Cable Communications Administrator

Office of Cable and Communication Services
Montgomery County Government

100 Maryland Avenue, Room 250

Rockvilie, MD 20850

Re: RCN Third Quarter 2007 Report

Dear Ms. Lawton:

This is to update you on the status of our testing and inspection of the RCN system during the
third quarter of 2007.

Construction Inspection
Cable Plant

During the third quarter, our inspectors were working primarily in areas where there was no
RCN plant. Consequently we reported just 20 violations to RCN for correction during the third
quarter. Nearly all of the violations reported were related to clearance and guying issues. As of
the end of the quarter, none of the problems cited for correction had been reported as fixed by
RCN. We note, however, that as reported below, RCN has been working with their contractors
to address the many violations from prior quarters that had been outstanding for some time. By
the end of the quarter, they had made significant progress toward that end.

During the quarter we also reported two inspection “alerts” — violations that pose an immediate
safety hazard. RCN reported repair of one alert during the quarter. The alert not yet addressed
(for an open power supply box with a battery hanging outside the pole) appeared to be in that
condition for quite a while.

A list of violations reported to RCN during the third quarter is provided in Attachment A.

RCN Repairs/Re-inspection

At the end of the last quarter our records showed there were over 1,400 violations from prior
quarters that had not been addressed. RCN has assigned this work as a priority to their

D



Ms, Jane Lawton

November 13, 2007

Page 2

contractors and by the end of the third quarter they had reduced the number to under 980

outstanding violations. Table 1 1s a list of unresolved violations as of this report.

Table 1
RCN Repair Record of Reported Violations
¥ 2" 3% 4" 1 12" | 39 | Total | Percentage
Repair Qtr Qtr Qtr Qtr Qtr | Qtr Qtr of Resolved
Record 2006 | 2006 | 2006 | 2006 | 2007 | 2007 | 2007 as of
September
30, 2007
Total 478 | 715 800 | 526 | 177 | 426 20 3142
Violations
Addressed 0 0 0 0 0 221 0 221 0
within 30
days
Addressed 300 | 427 | 430 | 479 | 144 164 0 1944 %
over 30 days
Total 300 | 427 | 430 | 479 144 | 385 0 2165
Repaired
Outstanding | 178 | 288 | 370 47 33 41 20 977
Violations

During the quarter, we re-inspected a sampling of sites RCN reported as repaired. Of the
locations revisited, 7% were not corrected as reported. We have provided a list of these sites to
RCN for follow-up.

Performance Testing

Proof-of-Performance Tests

RCN performed their summer 2007 FCC proof-of-performance tests on August 28 and 29 at the
following test points:

s Watson Road

Mintwood Street
Granvillle Drive
Lanark Way
Jackson Avenue
Boston Avenue

All measurements for the tests we observed exceeded FCC minimum technical performance
standards. We will report on the results of the full set of summer proof tests once RCN provides
a complete report of those test results.

D



Ms. Jane Lawton
November 13, 2007
Page 3

During the third quarter, RCN submitted complete reports of the results from the summer 2006
and the winter 2007 proof tests. Based on the measurements contained in those reports, ail of the
locations met FCC required performance standards.

Moniror Tests

We performed monitor tests at the locations where the six proof-of-performance tests were
conducted in the third quarter. Measurements at all six locations exceeded FCC minimum
technical performance standards.

Should you have any questions regarding this report or need additional information, please let us
know.

Sincerely,

Y, 2
Robert P. Hunnicutt

Attachments
RPH/cc

\Mc-CATVIRCNAInspection Report\2007\3rd QriRCN Status Report 3rd gtr 2007_080907 doc



ATTACHMENT A

INSPECTION VIOLATIONS



Table A1
Montgomery County Construction Inspection Report - RCN
Third Quarter 2007 (July - September)
E ¢ §
R vy
E “Erif
L PR O A x
Inspection . . o
Number. = i T Zlnspe ST 0
10995-1 7124107 102 University Bivd. @ St. Lawrence/ P797431-7555 1
10995-2 7124107 80 University Blvd./ P3877 (St. Bernadette's Church) | 1
10995-3 7124107 80 University Bivd./ POS75 (across University Bivd. to 1
. Blair HS)
11324-1 8/3107 105804 Bucknell Dr.f PO8&Q 1
11324-2 8/3/07 2011 Dayton St./ P4069 1
113243 8/3/07 1600 Gridley Ln./ P8525 (pole on Inwood Ave.) p
143261 8/3/07 1322 Wheaton Ln./ P4920 1
11326-2 8/3/07 1322 Wheaton Ln./ P4920 1
11326-3 8/3/07 10708 Amherst Ave./ P5416 1
1132841 8/8/07 10511 Cascade PIL.
1
11328-2 8/8107 10511t Cascade P, 5
11328-3 8/8/07 Cascade Pl. @ Dunkirk Dr./ P9835 1
1133141 8/24107 8421 Holland Ave./ P2711 ’
11380-1 8131107 10705 Gregory St./ P0821 1
11387-1 9/20/07 7260 Chestnut St./ P0118
11387-2 9/20/07 4516 Windsor Ln./ P2714 1
11387-3 9/20/07 4524 Windsor Ln./ P1313 3
113874 9/20/07 4532 Windsor Ln./ P0013 1
11387.-5 8/20/07 3818 Montrose Dr./ P1434 1
11387-6 9/20/07 Connecticut Ave. @ Montrose Dr./ P0441 1
. _ 19( 0 0
REPORT SUMMARY
Total Violations 20
Violations resolved within 30 days 0
Violations resolved after 30-day fim 0]
Total violations resolved 0
Violations currently unresolved 20

Page 1 of §
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SNGINERR LA YSIS
FOR THZ SLIELIC INTEREST

Columbia Telecommunications Corporation « 10613 Concord Street  Kensington, MD 20895
301.933.1488 e fax: 301.933.3340 e www.CTCnet.us

January 8, 2008
Via Electronic Transmission

Ms. Amy Wilson

Acting Cable Communications Administrator
Office of Cable and Communication Services
Montgomery County Government

100 Maryland Avenue, Room 250

Rockville, MD 20850

Re: RCN Fourth Quarter 2007 Report
Dear Ms. Wilson:

This is to update you on the status of our testing and inspection of the RCN system during the
fourth quarter of 2007. '

Construction Inspection

Because our inspectors were working in parts of the county where there was no RCN system
constructed, we had no violations or alerts to report during the fourth quarter.

Alerts

Last quarter we reported there was one Alert still not fixed. Based on our recent re-inspection of
that problemn we found that it has since been corrected.

RCN Repairs/Re-inspection -

Our third quarter update on RCN’s inspections reported there were 980 violations outstanding.
After the MFP Committee expressed interest in seeing those violations addressed at their last
operator performance review meeting, RCN initiated a campaign to address all of those
violations as quickly as possible. We provided RCN with the violations we still showed as
outstanding and discussed their plan for corrective action with RCN staff.

The RCN staff has been very cooperative, and has provided us with weekly updates on their

progress during much of this quarter. As of the end of the fourth quarter there were just 141
unresolved violations. We have provided RCN with a detailed listing of those unresolved

violations to be addressed.
@



Ms. Amy Wilson
January 8, 2008
Page 2 of 3

Once RCN has notified us they have completed corrective work, we will re-inspect a sampling of
the locations reported as corrected to verify proper repair. We expect to conduct this work

during the first quarter of 2008.

Table 1 below summarizes the results of the corrective work by RCN.

Table 1

RCN Repair Record of Reported Violations

12 34 2 3 1 4™ | Total | Resolved
RepairRecord | Qtr | Qtr | Qtr | Qtr | Qtr | Qtr Qtr | Qtr as of
2006 | 2006 | 2006 | 2006 | 2007 | 2007 | 2007 | 2007 December
31, 2007
Total 478 | 715 | 800 | 526 | 177 | 426 | 20 | O 3142
Violations
Addressed 0 0 0 0 0 221 0 0 221 7%
within 30 days
Addressed 475 { 702 | 782 | 502 | 155 | 164 |- O 0 2780 89%
over 30 days
Total 475 | 702 | 782 | 502 | 155 | 385 0 0 3001
Repaired
‘Outstanding 3 13 | 18 24 22 41 20 0 141 96%
Violations

Performance Testing
FCC Proof-of-Performance Tests

The next set of FCC proof tests will be conducted during the first quarter 2008. RCN has not yet ‘
submitted a complete report for the summer 2007 proof test results for our review. Once we
obtain that information we will provide our comments.

Monitor Tests

On November 27™ and 28", we performed monitor tests at all test point locations on the RCN
system. Measurements at all locations met FCC minimum technical performance standards.
However, we noticed severe attenuation of the signal levels on channels in the upper frequencies
at the test location on Granville Drive. Although that problem did not appear to impact the test
measurements or picture quality it should be corrected. We have provided RCN with the test
results for this site for corrective action.

@




Ms. Amy Wilson
January §, 2008
Page 3 of 3

Should you have any questions regarding this report or need additional information, please let us
know.

Sincerely,

Robert P. Hunnicutt

Mc-CATVARCN\Inspection Reporti2007\éth QIRCN Status Report 4th qur 2007_010'808,doc
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Columbia Telecommunications Corporation 10613 Concord Street » Kensington, MD 208935
301,933.1488 e fax: 301.933.3340 » www CTCnet.us

November 13, 2007

Ms. Jane Lawion .

Cable Communications Administrator

Office of Cable and Communication Services
Montgomery County Government

100 Maryland Avenue, Room 250

Rockville, MD 20850

Re: Verizon Third Quarter 2007 Report

Dear Ms. Lawton:

This is to update you on the status of our testing and inspection of the Verizon system during the
third quarter of 2007.

Construction Inspection

We reported just 49 violations to Verizon to address during the third quarter. By the end of the
quarter, Verizon reported correction all but 7 of those problems. Our inspectors cited the need
for transferring cables to new poles, grounding the ends-of-lines, fixing broken pole guy wires,
guarding cables from damage from tree limbs, and fixing broken lashing to keep the cables
secured to the strand that supports them on the poles. There were also a number of locations
where we found exposed underground drop cable that needed to be buried.

During the quarter we reported two inspection “alerts” — violations that represent an immediate
safety hazard. Verizon reported correction of both those violations as of the end of the reporting
period. A list of violations reported to Verizon is attached for your reference.

We are in the process of establishing test locations for future monitor testing of the system
performance. At the end of the quarter, we were awaiting delivery from Verizon of the summer
2007 FCC proof-of-performance test results for our review.



Ms. Jane Lawton
November 13, 2007
Page 2

Should you have any questions regarding this report or need additional information, please let us
know.

Sincerely,
Robert P. Hunnicutt

Attachments

Me-CATVWWerizon broadband\nspection Repons\2007\3rd Qir\3rd qtr 2007 report_110707 doc



ATTACHMENT A

INSPECTION VIOLATIONS
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Table A-1

Montgomery County Verizon Inspections

. Number;

Inspection|,

‘Reported |-

Third Quarter 20067 (July - September)

nspection

10868-1 | 210-8NW 8/3107 7917 Quarry Ridge

10869-1 | 217-4NW 8/3/07 821/07 13203 Justice Rd.f P9663

10869-2 | 217-4NW BI3107 8/21/07 12905 Penrose St/ P3905

10869-3 217-4NW 813107 8/21/07 {4432 Hallet St./ P8735

108731 218-5NW 8/8/07 8/21/07 14902 Aspen Hill Rd./ P6476

10873-2 218-5NW 8/8107 8/21/07 (13722 Lionel Ln./ P7459

113271 B8/8/07 8/21/07 (10511 Bucknell Dr./ P7317

110571 8/16/07 8/17/07 |Connecticut Ave. (northbound) @ Baltimore Rd./
P2504

11057-2 8/16/07 9/7/07 |Connecticut Ave. @ Culver St/ P742564
{southbound)

11057-3 8/16/07 9/7/07 _|Connecticut Ave. @ Culver 5t/ P8760/ P74B564

11058-1 8116107 8/17/07 (10003 Connecticut Ave. @ Everett St./ PO003
(northbound)

11058-2 8116107 8/22/07 [Connecticut Ave. @ Dunnel Ln.f P2255/ P3070

11058-3 8M6/07 8/7/07 19728 Connecticut Ave. @ Saul Rd./ P3319
{southbound)

110584 8M16/07 9/7/07 19728 Connecticut Ave./ P3919/ P3304

11058-5 B/16/07 9/7/07  |9728 Connecticut Ave./ P3304/ P2630

11058-6 8/16/07 9/7/07 19728 Connecticut Ave./ P2690/ P1976

11058-7 8/16/07 9707 |Connecticut Ave. @ Everett St./ P8586 (southbound)

11058-8 gnefo7 8/22/107 |Connecticut Ave. @ Everett St./ PB586 (southbound)

11058-9 8116107 8/22/07 |10008 Connecticut Ave./ P9208

11058-10 8/16107 B/22/07 |Connecticut Ave, @ Dresden St./ P8828
{southbound)

11058-11 8r16/07 9/7/07 |Connecticut Ave. @ Dresden St/ P9828
{southbound)

11058-12 8/16/07 8/22/07 Connecticut Ave. @ Frankiin St./ P7660
(southbound}

110581 8/16/07 8/23/07 |Connecticut Ave. @ Dunnel Ln./ P777429-2255
{northbound)

11058-2 816107 8/23/07 19717 Connecticut Ave.f P4711 {northbound)

11058-3 816107 823/07 (9721 Connecticut Ave, @ Saul Rd.f P5020/ P4711

110594 B/16/07 8/23/07 (9725 Connecticut Ave./ P5020 (northbound)

11059-5 8/M6/07 9/7/07 |9725 Connecticut Ava,/ P5328

11059-6 816107 8/17/07 19803 Connecticut Ave./ P6385 (northbound)

.

~ Pageiof2
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Table A-1

Montgomery County Verizon Inspections

Third Quarter 2007 {(July - September)

. o
c .
s|lg|8|&
) * = b t)‘ @ “ ﬁ N a
. 2| E] S8
’ g . ] -1 I
: o I.IUJ- s-na:" RE 2
i Q 3.
Inspectlor!; . Date. , ’ .-
Number |- ‘|- Reported:|: oz -;Inspectlon Slte Address -
11059-7 8/16/07 8/23/07 9807 Connecticut Ave./ P6680 (northbound) 1
11055-8 816107 9/7/07  |9811/9813 Connecticut Ave./ P7001 1
11059-9 8/16/07 9/7/07 |9819 Connecticut Ave./ P7423 1
11379-1 8/31/07 9/7/07 {10909 Breewood Ct./ PM1248 1
11379-2 8/31/07 9/7/07 |902 - 904 Snure Rd. 1
11379-3 8131107 9/7/07 {1006 Kerwin Rd./ P1784 1
113784 8/31/07 9/7/07 |1006 Kerwin Rd./ P1784 1
11379-5 8131107 4237 Charley Forest St.
4
11379-6 8131107 18910 Olney Mill Rd. 1
11382-1 8/31/07 9/7/07 |17904 Lafayette Dr./ PQ303 1
11382-2 8131/07 9/7/07 17904 Lafayette Dr./ PO303 1
11382-3 8131107 9/7/07 [3401 Colonial Ct./ P6045 1
113824 8/31/07 9/11/07 110901 Jolly Way/ P3060 1
11382-5 8/31107 9/11/07 110903 Stillwater Ave./ P0260 3
11384-1 9/7/07 9/10/07 |2300 Douglas Ct./ P798 1
11384-2 9I7i07 9/10/07 |2906 Burton Hill Dr./ P1947 1
11384-3 97107 9/12/07 |2905 Burton Hill Dr./ P9749 1
11386-1 9/20/07 3015 Findley Rd./ P1980 1
11386-2 9/20/07 3015 Findiey Rd./ P1980 1
11386-3 9120107 3015 Findley Rd./ P1980 ’
113864 9/20/07 Drumm Ave. @ Findley Rd.f P5902 5
451 0 1 3
REPORT SUMMARY
Total Violations 49
Violations resolved within 30 days 42
Violations resolved after 30-day lim 0
Total violations resolved 42
Violations currently unresolved 7

Page 2 of 2
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Columbia Telecommunications Corporation 10613 Concord Street e Kensington, MD 20895
301.933.1488 o fax:301.933.3340 e www.CTCnet.us

January 8, 2008

Ms. Amy Wilson _:

Acting Cable Communications Administrator
Office of Cable and Communication Services
Montgomery County Government

100 Maryland Avenue, Room 250

Rockville, MD 20850

Re: Verizon Fourth Quarter 2007 Report

Dear Ms. Wilson:

This 1s to update you on the status of our testing and inspection of the Verizon system during the
fourth quarter of 2007.

Construction Inspection

During the fourth quarter, our inspectors reported only three violations on the Verizon plant. As
of the end of the reporting period, Verizon had not reported repair of two of those violations.

Verizon reported correcting all of the outstanding third quarter violations during the fourth
quarter. Of the 49 third quarter violations reported, 47 were fixed within 30 days. In addition to
the two outstanding current period violations, there were five outstanding violations from the
second quarter that Verizon had not reported as corrected. The problem with all of the
unresolved Jocations was related to no ground installed at the end of the strand line. Our recent
re-inspection of these violations found that the five violations from the second quarter had been
corrected; however, the two violations from the current period still remain unresotved. We have
notified Verizon of the need to address these few outstanding violations.

There were no Alerts reported for the Verizon plant in the fourth quarter.

Performance Testing

Verizon provided copies of the test results from the summer 2007 proof-of-performance tests.
Based on our review of those measurements it appears that all of the FCC tests performed met
the minimum technical standards. However, we note that Verizon did not perform all of the

required FCC tests. Verizon has pledged to correct those omissions with the winter 2007 proof
tests.

@



Ms. Amy Wilson
January 8, 2008
Page 2

Verizon also agreed to establish test locations at County facilities where we could observe their
tests for the winter proof tests. The County has provided a list of locations suggested as test
points but has not been notified by Verizon that installations at those locations have been
completed. We expect the next pro9f tests to be performed in January or February 2008.

Should you have any questions regarding this report or need additional information, please let us
know.

Sincerely,

Robert P. Hunnicutt

Attachments

Mc-CATViVerizon broadband\Inspection l.ficpom\2007\4th Qtr\dth qtr 2007 report_010808.doc



ATTACHMENT A

INSPECTION VIOLATIONS

Table A-1
Montgomery County Verizon Inspections
Fourth Quarter 2007 (October - December)

&
§ ¥ 5 &
b e = [
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Inspection Map  Node Date Date 7
Number Number Number Reported Resolved Inspection Site Address
11388-1 10/19/07 | 11/14/07 |4504 Valley Forge Dr. 1
- 1139641 12/14/07 10308 Cherry Tree Ln./ P5701 1
11396-2 12/14/07 205 Northmoor Dr./ P8785 1
21110} 0

REPORT SUMMARY

Total Violations

Violations resolved within 30 days
Violations resolved after 30-day limit
Total violations resolved

Violations currently unresolved
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Mihill, Amanda

From: Richard Boltuck [rboltuck@verizon.net]

Sent:  Monday, November 26, 2007 B:55 PM

To: Oldak, Reggie

Cc: Mihill, Amanda; O'Neill, Terry

Subject: RE: Verizon bundle (including FiOS television service) billing error information . . .

Dear Ms. Oldak . . . Many thanks for your assistance. | appreciate Mr. Berliner's interest in pursuing this matter further
with Verizon. In addition to including my message in the information packet, you might consider also including the
message that | had attached from Ms. Christina Dugan, a Verizon representative who has worked closely on customer
service issues referred by the MC Cable and Communications Office (for your convenience, | have attached a copy to this
message as well). Ms. Dugan's message documents the history and magnitude of overcharges in my case.

t hope Mr. Berliner will ask Verizon to commit to steps that will undo the harm caused consumers of Verizon FiOS TV
services in Montgomery County and prevent further errors in the future, inciuding specifically:

1. Verizon agrees to prevent future systematic billing errors of the kind that have recurred monthly over the past four
or more billing cycles for customers in Montgomery County who purchased the company's "interim bundle” product (which
includes, among other services, TV service subject to the Franchise Agreement)

2. Verizon agrees to audit its billing records to identify all Montgomery County residents who purchased the "interim
bundle” and were subsequently overcharged, and to determine for each customer the amount of any uncoerrected
overcharge on each monthly hill.

3. Verizon agrees to contact each customer so identified and refund the amount overcharged to date.

I have read the Franchise Agreement, and | understand, as you explained in our conversation this morning, that the
County government cannot order Verizon to undertake common-sense remedial steps such as these. But | do believe
that Verizon's conduct in this matter places it in violation of several of its obligations under the Franchise Agreement.
Consequently, | believe the County could inform Verizon that if it fails to agree to reverse the harm it has caused, and to
correct the underlying billing problem in the future, the County will avail itself of enforcement measures provided in the
Franchise Agreement, such as liquidated damages. | agree with you that Verizon is likely to be more significantly
motivated to address this problem by its concern about the impact of adverse publicity on its commercial reputation than
by any threat of minor regulatory fines (in the form of liquidated damages under Article 13 of the Franchise Agreement). |
do believe, however, that the prospect of such publicity in the local media will be substantially enhanced if the County
indicates publicly that it is prepared to move to enforcement under the Franchise Agreement unless Verizon undoes the
harm its negligence and recalcitrance have caused.

Again, | appreciate your help, but more importantly, | am sure that other residents of Montgomery County who have been
similarly overcharged month after month will also appreciate your help once they discover how they have been victimized.

Best regards,
Richard D. Boltuck

6015 Cairn Terrace
Bethesda, MD 20817-5405

Home: 301.320.0349 Celi 202.320.7576
Reply to: Rboltuck@vernzon.net

From: Oldak, Reggie [mailto:Reggie.Oldak@montgomerycountymd.gov)

1/22/2008 |
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Sent: Monday, November 26, 2007 2:49 PM

To: rholtuck@verizon.net

Cc: Mihill, Amanda; O'Neill, Terry

Subject: FW: Verizon bundle (including FiOS television service) biliing error information . . .

Dear Mr. Boltuck,

As we discussed by phone today, Councilmember Berliner will have your emails {below) included in the packet of
information that MFP Committee members receive in preparation for their December 10th quarterly review of
Comcast, RCN, and Verizon customer service. Further, he will ask Verizon to respond to the overcharge problems
you have detailed in your messages. -

Thank you for bringing this to our attention.

Sincerely,
Reggie Oldak

Chief of Staff

Office of Councilmember Roger Berliner
Montgomery County Council

100 Maryland Avenue

Rockville, MD 20850

Main phone: 240-777-7828
Fax: ‘240-77?-7989

L T ]

From: Richard Boltuck [mailto:rboltuck@verizon.net}

Sent: Friday, November 16, 2007 7:01 PM

To: Berliner's Office, Councilmember

Cc: Trachtenberg's Office, Councilmember; Watkins, Keith

Subject: FW: Verizon bundle (including FiOS television service) billing error information . . .

Dear Mr. Berliner . . . | just noticed that you serve on the Management and Fiscal Policy Committee, which is
responsible for oversight of the County's cable TV franchise agreements. Moreover, | live in Bethesda and am one
of your District 1 constituents. | wrote the message copied immediately below to Ms. Trachtenberg ,as Chair of the
MFP Committee, yesterday. )

On examining the information on the Counci's web site, | discovered that the MFP Committee plans its regular
quarterly review of franchisee customer service at its December 10th meeting. If it would be appropriate, | would
like to testify at that meeting, as part of that review, regarding a serious shortcoming in Verizon's customer service.

In short, Verizon has overcharged at least some, and perhaps all, of its customers who subscribed to FiQOS TV
service this past summer, through roughly the beginning of September, as part of what Verizon refers to internally
as its "interim bundle” package. This package includes, at a fixed promoted price, internet and phone service in
addition to TV service. Verizon has been well aware that it has been charging such customers more than the price
it advertised and agreed to charge, and yet the overcharges have persisted, in my case, through four monthly
billing cycles thus far. | have been in touch each month for the past several months with Mr. Keith Watkins of the
MC Office of Cable and Communications Services (MCOCC), who, ironically, apparently fell victim personally to
the same overcharges. In the past two monthly invoices, Verizon applied an adjustment reducing my bills by
slightly over $10/month, representing an overcharge of about 10 percent. Although Verizon has been prepared to
correct individual invoices when customers such as myself complain, it has dragged its feet in fixing whatever the
underlying problem is, and has thereby benefited from extra revenue to which it is not entitled from customers who
have not noticed the overcharge or otherwise have not complained or pursued the matter through time-consuming
calls with customer service. The detailed history of my own experience is reflected in the thread of messages
copied below between myself and the MCOCC (read chronologically beginning at the bottom).

For your further information, | am attaching an email message from Ms. Christina Dugan, a Verizon Executive
Support staff person, who, at my insistence, has documented the history of monthly discrepancies between the
accurate amounts due and the erroneous amounts charged in the original Verizon invoices | received.

1/22/2008 @
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I know that Montgomery County has imposed remedies under its enforcement rights set out in franchise
agreements in the past, particularly with respect to liquidated damages levied against Comcast in one notable
incident. | hope you would agree with me that the current facts are at least equally disturbing and egregious. In my
view, Verizon should be asked to agree to audit its records and identify all Montgomery County residents who
subscribe to the FiOS “interim bundie” package and have been overcharged; to determine the amount of the
overcharges, to refund, with interest, all excess funds thus collected from customers; and to cease sending out
erroneous bills in the future. Failing an agreement to thus rectify its error, | would urge the MFP Committee and the
County regulatory authorities to pursue other enforcement remedies, including liquidated damages and the threat
of franchise termination for habitual material misconduct.

Since [ live in your District, | wonder if you might discuss with Chairperson Trachtenberg whether | might be
provided a brief opportunity to bring this issue to the attention of the MFP Committee at its scheduled December
10th meeting in connection with the Committee's quarterly review of customer service? Many thanks in advance
for sharing my concern.

Best regards,
Richard D. Boltuck

6015 Cairn Terrace
Bethesda, MD 20817-5405

Home: 301.320.0349 Celi: 202.320.7576
Piease reply to: Rboltuck@verizon.net

-----Original Message-----

From: Richard Boltuck [mailto:rboltuck@verizon.net]

Sent: Thursday, November 15, 2007 10:27 AM

To: 'Councilmember.trachtenberg@montgomerycountymd.gov'

Cc: 'Keith.Watkins@montgomerycountymd.gov'

Subject: FW: Verizon bund!e (including FiOS television service) billing error information . . .

Dear Ms. Trachtenberg . . . | just spoke to Mr. Keith Watkins of the MCOCC regarding Verizon's continuing practice
of overcharging me for FiOS TV service, as part of the service bundle package | purchased last July. He
suggested that | contact you because of your oversight of MFP on the Council, and thought you might be better
positioned to pursue appropriate sanctions against Verizon under the County's November 28, 2006 Franchise
Agreement with Verizon. He also confirmed that you may contact him for further details of the experience that
some Montgomery County residents, inciuding me, have encountered with Verizon's serial overcharge billing
errors. (His number is 240.777.3793). My messages to the OCC and Mr. Watkins explaining my own

experience in detail are copied below, but importantly, | am not the only one so victimized. (In fact, Mr. Watkins
told me that he himself has been subject to a similar overcharge error).

I note that the Franchise Agreement requires that Verizon provide accurate pricing information in its promotional
material, file copies of such materials, contracts, etc. with the County, and live up to detailed customer service
standards set out in Exhibit D. In my view, Verizon has been unwilling to fix its billing system, which it is obligated
to maintain in a form that generates accurate invoices, over four montly billing cycles now. This unwillingness
reflects a self-evident lack of priority and commitment of required resources on Verizon's part to correct future
billing, identify past victims, and make needed refunds to all those who have been victims. It is not sufficient that
Verizon corrects each monthly invoice individually when a complaint is filed when it is unprepared to repair a known
system problem that generates the problem month after month. Because many customer-victims of Verizon's
overcharge practice may not know that they have been overbilled or take the time to complain and resolve the
matter monthly, as | have, Verizon's foot-dragging actually increases its revenue illicitly. It should not benefit
systematically from its own recalcitrance. | should note that although the magnitude of the monthly overcharge
billing error has declined somewhat in the past couple of months, it still is roughly 10 percent of the correct amount
due, which | regard as proportionally very significant.

Therefore, after four months of patience, | now strongly believe that it is time for the County to intervene to exert
influence on Verizon. | note that the County has enforcement options, including liquidated damages (a $200

0
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sanction per violation per day), and termination of the Agreement for habitual material violations. | would like to
see these tools brought to bear at this point, perhaps initially through threat and if appropriate through an

enforcement action. | am sure that many of Verizon's FiOS TV customers in Montgomery County would be
gratetful and expect nothing less.

Please let me know if you have any questions or wish to discuss my concerns with me further. | may be reached at
home at 301.320.0349 or by cell at 202.320.7576. Many thanks in advance for your efforts.

Best regards,
Richard D. Boltuck

6015 Cairn Terrace
Bethesda, MD 20817-5405

Reply to: Rboltuck@verizon.net

From: Richard Boltuck [mailto:rboltuck@verizon.net]

Sent: Wednesday, November 14, 2007 4:34 PM

To: 'Watkins, Keith'

Subject: RE: Verizon bundle (including FiOS television service) billing error information . . .

Dear Mr. Watkins:

| first contacted you on September 18th to alert you to Verizon's practice of overbilling at least some of its
customers for what it refers to internally as its "Interim Bundle" package of services, including FiOS internet, FiOS
TV, and phone. This product was marketed over the summer until, | believe, roughly the beginning of September.
| contacted the Montgomery County Office of Cable and Communications Services because, | understand, it
franchises or licenses Verizon in its provision of television service in Montgomery County. | then wrote to you
again on October 11th to advise you that although the specific overbilling referenced in my September 18th
message had been resolved through discussions | had initiated with Verizon customer service, the problem had
recurred on my October 5th invoice. That, too, was eventually corrected after | spoke with a representative in
Verizon customer service. These earlier messages, and your response, are copied below.

Naturally, I hoped that this matter would be fully resolved going forward, since Verizon has now long been
aware that it was charging me more than the agreed bundle rate on a recurring basis. Unfortunately, once again,
my latest monthly invoice reflects an error similar to that on my prior three monthly bills. Ms. Dugan at Verizon
called me last week'to tell me that my new invoice, which | had not yet received at that point, would contain such
an overcharge. | again spoke to her today, and determined that | had been charged $109.99 (pius $0.42 of
additional ad valorem taxes/surcharges/other fees) for the three base monthly services, including FiOS TV, that

- Verizon had agreed last July to provide me for $99.99 per month. The overcharge has apparently been adjusted,
once again, according to Ms, Dugan, and so | now anticipate being charged the correct amount when my monthly
payment is debited automatically from my bank account later this month.

This current situation, however, is not acceptable in my view, for at least two major related reasons:

1) Verizon has not fixed the problem since July. That is far too long. | was not born yesterday. | know that
if the company placed the appropriate priority on this matter, it would be corrected for future billings
quickly. Verizon has obviously given this matter insufficient attention because it is more economical and
convenient to deal with several individual complaints monthly then to correct its billing system, regardless of its
moral and commercial cbligation to do so promptly. My hypothesis is that its lack of urgency arises in part because
it has not been subjected to the threat of regulatory sanctions (fines, license review, etc.) as a consequence of its
conduct.

2) Verizon's incentive to resolve its billing problem at the source is also undermined by the fact that by
overcharging customers, the company benefits illicitly, contrary to its contractual pricing commitment. Evidently
this practice affects a number of customers beyond myself, at least some of whom also live in Montgomery
County. | understood from an earlier coversation with Ms. Dugan that similar complaints have also been referred to
her through the MCOCC from other customers.

/
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P will cail you about this matter this afternoon or tomorrow. My concern ‘at this stage is that your office exerts
whatever influence it can on Verizon to escalate and resolve this issue. | assume such influence would involve
regulatory oversight of one farm or another. (I recall that Verizon negotiated an agreement with the county prior to
recieving permission to offer television service here; | imagine that agreement provides a mechanism for the county
1o pursue in protecting its residents from abuse by the franchise grantee.) | feel it is outrageous that others in
Montgomery County who are being simitarly overcharged but have not have devoted the effort to have their
monthly bills individually corrected, month after month, imply that Verizon's recidivist, serial errors are continuing to
accrue, unchecked and undeserved, to its bottom line — at the expense of Montgomery County citizens. There
must be a course of action to put an end to this outrage. Residents of Montgomery County shouldn't have to
continuing enduring this situation even one day after it was been first identified and documented. | doubt there is
much more to learn or verify through continuing investigation; it is now time to act on behaif of everyone in
Montgomery County similarly situated and victimized.

Many thanks for your continuing attention to this matter. | appreciate your effort and hope for demonstrable
results in the near future.

Best regards,
Richard Boituck

6015 Cairn Terrace
Bethesda, MD 20817-5405

From: Richard Boltuck [mailto:rboltuck@verizon.net)

Sent: Thursday, October 11, 2007 4:37 PM

To: 'Watkins, Keith'

Subject: RE: Verizon bundle (including FiQS television service) billing error information . . .

Dear Mr. Watkins:

You may recall my email message to you on September 18, 2007, copied below (together with your initial
response), alerting you to Verizon's overcharge, in Montgomery County, for TV services sold as part of a
bundle with telephone and internet services. At the time | contacted you, | believed this problem had been
resolved going forward because | had been assured by a Verizon customer service representative that |
would be charged the agreed bundle price on my next invoice.

Unfortunately, | regret to inform you that my latest Verizon invoice, dated October 5, 2007, continues to
itemize the three services separately (including FiOS TV service which is franchised by your agency), and
the total charged exceeds the amount to which | had agreed. | have again arranged a corrective credit
through a lengthy phone conversation with a Verizon customer service representative {"Michael") this
afterncon.

For your information, | have attached a copy of the summary first page of my Verizon October 5th invoice,
showing the total amount charged for FiOS TV, internet, and telephone service to be $145.08. Based on my
review with "Michael" at Verizon, this amount should have been no more than $135.08, representing an
overcharge of at least $10.00. The correct amount {$135.08) consists of $99.99 for the basic bundle, $17.98
for rental of 2 DVR and set-top box, and assumes that the taxes, fees, and surcharges amounting to $17.11
would apply unchanged to the bundle. An adjustment fundamentally consistent with this analysis was
applied to this invoice. Once again, | was told, this time by "Michae!", that | would be billed correctly, based
on the agreed bundle pricing, in my NEXT invoice (which | expect will be dated around November 5, 2007).

You should also know that after you provided my message below to Verizon, | received a call from a
customer service representative who apologized and indicated to me that | should have been informed when
I signed up for the bundle (which was instafied on July 25, 2007), that it would take two billing cycles before |
received the bundle price. If Verizon's usual practice was applied in my case, then Verizon has apparently
NOT informed new customers of this delay when they first agree to subscribe to the bundled services,
resulting in significant overcharges for at least several months. Has Verizon provided you with any written
notification or signed customer acknowledgement that new bundle customers typically receive explaining
that they will be charged tens of dollars more than the bundled price for several months? if not, | think it is
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time for your office to come down hard on Verizon and demand remedial action benefiting all customers who
have been overcharged.

Moreover, when | called Verizon this afternoon, before reaching "Michael”, | once again heard the
recorded message as part of Verizon's voicemail menu that | mentioned in my message below. This
message states that customers who have purchased bundled services should know that it will take two
billing cycles before the agreed bundle price is reflected in monthly invoices (and urges that if this is the
issue motivating the call, no further customer action is needed). | have several comments regarding this
recorded message;

1. This recorded message contains the very information that customers should be carefully notified
about, in writing, when first signing up for the bundle package -- the existence of this message itseif
underscores that bundle customers do not understand prior to encountering it that they will be charged more
than the agreed bundle price for several months;

2. The Verizon "remedy" involving extension of the bundile price for the full agreed period does not
correct the overcharge issue (for reasons | discussed in my original message to you, below);

3. Inmy case, the overcharge has continued through THREE billing cycles (including the current
invoice dated October 5th), so even by Verizon's low, self-created waiver of its contractual responsibility, it
still has failed to deliver; and

4. The continuation of this inadequate recorded message reflects no resolution of the underlying
problem that | alerted you about on September 18th in my original message below, but rather an unchanged
practice of overcharging customers.

Finally, the customer service representative who called me last month after you had forwarded Verizon
my original email message to you told me that she was aware your office had received a number of
complaints from customers who had been similarly overcharged. If so, | hope you have consolidated all of
the information you have received from each of us to form a complete picture of Verizon's unacceptable
practice.

Please let me know how your office intends to address this problem.
Many thanks for your continued attention to this matter.

Best regards,

Richard D.- Boltuck

6015 Cairn Terrace
Bethesda, MD 20817

301.320.0349 (home)
202.320.7576 (cell)

rboltuck@verizon.net

----- Original Message----- . :

From: Watkins, Keith [mailto:Keith. Watkins@montgomerycountymd.gov]

Sent: Monday, September 17, 2007 8:04 AM

To: rboltuck@verizon.net

Subject: RE: Verizon bundle (including FiOS television service) billing error information . . .

&)

Mr. Boltuck:

T
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Thank you for taking the time to contact our office. The County’s Cable Office
oversees the cable franchise, investigates complaints, and has been very successful
serving as an intermediary to help resolve problem issues between subscribers and
the cable companies.

I have reviewed your comments and filed a formal complaint with Verizon on your
behalf. A representative from their Customer Advocacy Liaison group will be
assigned and contact you directly within 48 hours. If no one does, please let me
know. I've included all my contact information below.

Thanks again for taking the time to contact us.

-Keith Watkins

Keith Watkins, Investigator

Office of Cable and Communication Services
Department of Technology Services

100 Maryiand Avenue, Suite 250

Rockville, Maryland 20850

240-777-3793 voice

240-777-3770 fax
keith.watkins@montgomerycountymd.gov
www.montgomerycountymd.govicable

-----Original Message-----

From: Richard Boltuck [mailto:rboltuck@verizon.net]

Sent: Friday, September 14, 2007 6:31 PM

To: Complaints, Catv

Subject: Verizon bundle (including FiQS television service) billing error information . . .

Dear Sir/Madam:
Re: Verizon Account 000045862284 23Y - FiOS television service overbilling issue

If you are not aware of it already, | would like to inform you that Verizon overbilled me
significantly for FiOS TV service received as part of a bundie agreement that includes, in
addition to television, phone and internet service. | have a strong basis to suspect that many
other customers in Montgomery County have been harmed by Verizon's practice of
overbilling at least some customers who have purchased similar product bundles (which
include television service). Accordingly, | thought it important to bring this situation to your
attention.

Here is what happened to me, and how it was resolved. | purchased the three products
(FiOS internet, television, and phone) for $99.00/month, plus two set top boxes (including one
DVR box) for $17.98 per month. These services were installed and commenced on July 25,
2007. The total monthly bundled charge, including various taxes and surcharges was
estimated at approximately $129.00. Instead, my last two monthly bilis charged me
separately itemized prices for each of these three services that amounted to far more than
the amount that my wife and | were told would be charged as a single bundled price. My bill
dated 9/5/07, for instance, charged $51.96 for phone service, $67.05 for FiOS TV, and
$39.99 for internet, totalling $159.00 (including taxes and fees), or roughly $30.00 more than
the agreed bundled price (including taxes and fees). | had been similarly overcharged on my
prior monthly bill, dated 8/5/07, which covered slightly more than one month of service (it
included a full month plus a partial month from the date of installation to the beginning of the
next full montly billing period).

After spending nearly an hour on the phone with Verizon customer service speaking
with "Miss White," Verizon agreed to deduct $50.00 plus associated taxes and surcharges
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from the amount currently due. "Miss White" indicated that this might not be exactly correct
"to the penny”, but it was the amount her supervisor had approved —and | told her that |
would accept the adjustment provisionally, but reserved the right to calculate the amount due
under our agreement for the overcharged months and re-visit this matter with Verizon again,
if necessary. In fact, | believe the correct adjustment should be slightly larger than that
applied thus far. "Miss White" readily acknowledged that the amount actually charged
exceeded the bundle price to which | had agreed; that was never a point of contention during
our conversation.

The reason | thought it important to advise you of this experience is that it appears
essentially certain to me that Verizon has similarly overbitled numerous other new bundle
customers for (at least) two billing cycles, and | imagine many of them live in Montgomery

County. Consequently, | urge the Montgomery County Cable & Com
mﬂmnmmwm@umw
include FiQ$S television, which is franchised by your office.

My conclusion that | am not the only customer so affected is based on the fact that as |
navigated Verizon's customer service phone menu to reach a human representative, |
encountered a recorded message to the effect that if | was calling about billing of a product
bundle, | should know that it takes two billing cycles before the bundle price appears on the
bill, but that my contract would be extended to include the full number of months promised
under the bundle agreement; the message further explained that if this was the issue, there
was no need to continue and speak to a human representative. Accordingly, it seemed plain
to me that overbilling for two initial montly billing periods was standard Verizon practice.

As | explained to "Miss White", however, the proposed initial overbilling and subsequent
extention of the covered pricing period (two years in my case) was in no way equivalent to
the terms to which | had agreed. If Verizon had charged the bundled price from the
commencement of service, as 1 had been promised, and then at the end of the contract
period proposed, say, a $30/month increase in price for the three combined services, | would
then immediately have the option of switching to a competiting service provider (for instance,
Comcast). Instead, by overcharging me for two months up front, Verizon is precluding this
competitive option for a period of two months.

Again, | hope your office investigates this situation and insists that Verizon correct its
practice appropriately with respect to all of its customes, rather than requiring agrieved
customers to insist on appropriate adjustments individually. This is an important issue that
involves, collectively, considerable amounts of money being misdirected.

Please let me know if | can provide further information or be of assistance.

Many thanks.
Best regards,
Richard D. Boltuck
6015 Cairn Terrace

Bethesda, MD 20817-5405

301.320.0349 {(home)
202.320.7576 (cell)

rboltuck@verizon.net
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Mihill, Amanda

From: christina.m.encore@verizon.com

Sent:  Thursday, December 13, 2007 3:13 PM
To: rboltuck@verizon.net

Subject: Fw: Regarding Your Bill

Mr. Boltuck,

Per our conversation today, | have manually adjusted $10.42 on your account. This is the difference in price + tax on your
bill between what your discounts should be and what your are receiving. | have forwarded your concerns over to [.T. and
my supervisor and asked for your account to be corrected ASAP.

I will continue to follow up with your account until the matter has been resoived. | do apologize for any inconvenience this
matter has caused.

Thank you,

Christina Dugan

Executive Support

Potomac Region- Potomac Consumer Sales
410 594-8371

—-- Forwarded by Christina M. Dugan/EMPLMD/Verizon on 12/13/2007 03:10 PM -—-

Christina M. Dugan/EMPL/IMD/Verizon .
To moltuck@verizon.net

cc

11/15/2007 10:43 AM Subject Fw: Regarding Your Eill

Good Morning,

I apologize, | hit send before | was finished. Below are the breakdowns of your statements for the last 4 months. | have
highlighted payments direct debited from your account in Blue and Credits in Red. For a detailed breakdown of the totals
for each individual service, please refer to your statement copies. | did breakdown where the bundie discounts were
missing each month and where the partials were applied.

Thank you,

Christina Dugan

Executive Support

Boston District- Potomac Consumer Sales
410 594-8371

—--- Forwarded by Christina M. Dugan/EMPL/MD/Verizon on 11/15/2007 10:40 AM ——

Christina M. Dugan/EMPLIMD/Verizon
1stina 8 To moltuck@verizon.net

cc

11/15/2007 10:38 AM Subject Regarding Your Bill
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8/5/07 Statement

$32.18 Voice

$73.60 FiIOS TV

$40.83 FiOS Data

$220.08 Verizon Wireless
$20.13 Verizon Long Distance

Total Balance- $386.82

This was the 1st bill with Freedom Essentials, and as previously discussed it should have taken 2-3 bill cycles, with this
statement as bill cycie 1, for your discounts to take effect. No bundle discounts were on this bill.

Yedede e vedr

9/5/07 Statement

Previous Balance- $386.62
Payment made- $386.62

New Charges:
$51.96 for Voice
$67.05 for FiOS TV
$39.99 for FiOS Data
$106.01 for Wireless

Total Balance- $265.01

This was bill cycie 2 , and your discounts had not begun yet, thus no discounts were applied.

Wik kdekw

10/5/07 Statement
Previous Balance $265.01
Payment- $210.39
Adjustment $54.62

New Charges:

$38.04 for Voice
$67.05 for FiQS TV
$39.99 for FiOS Data
$106.01 for Wireless

Total Balance $251.09.

The credit of 54.62 was given to compensate for the missing Bundle Discount for the 8/5 & 9/5 bill cycles. The discount
each month is $22.98 Total. The representative you. spoke with on 8/14, agreed to issue a $50.00 credit off of your Voice
services to compensate for the 45:96 in missing discounts (22.98 x 2). The representative adjustment various
components off your voice package and with tax the total credit actually came out to 54.62. This can be seen on page 3
of the 10-5 statement as a credit of $28.01 & $26.61. This credit should have been processed as two credits of $11.98 +
tax off your voice, two credits of $6.00 off data and two credit of $5.00 + tax off your TV. 1 am not sure why the
representative chose to issue the credit off just the voice, however, the full amount was given. This is why you only see
credits for the voice, but the credit was actually towards all three services.

In addition, discounts started applying on this bill. Page 3, shows a data credit of $1.00, which is incorrect. It should show

1/22/2008
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Page 3 of 3

$6.00. Credit also shows for $4.98 & $7.00 off of voice services. The $5.00 FiOS TV discount was not applied. Total
credit missing was $10.00 + tax (on the video portion of $5.00 only).

et e dr e dror

11/5/07 Statement

Previous Balance- $251.09
Payment- $239.89
Adjustment- $11.20

New Charges:
$38.04 for Voice
$73.16 for FiOS TV
$39.99 for FiOS Data
$106.41 for Wireless

Credit of $11.20 was applied.
Total Balance Due- $257.60

The $11.20 credit was issued to compensate for the missing $5.00 video and missing $5.00 data credits from the 10/5 biil.
This credit was also issued as a lump sum off your voice service, rather than off data and TV charges, thus the tax rates
were not correct and rather than getting a credit of $10.42, the credit came to a little more, $11.20.

Again on this statement on page 3, the credit of $4.98 & $7.00 for voice were applied and only a $1.0C data credit was
applied, rather than $6.00. The TV credit of $5.00 is also missing from the bill.

devedkdedr

As discussed yesterday, | have issued credit in the amount of $10.42 which will appear on the 12/5 statement. IT is
working on the account to correct the credits for video and data. Until it is corrected, | will continue to issue the $10.42
difference in price. ($5.00 data and $5.42 for video which is the $5.00 discount with $0.42 tax}. The credit will appear as
$5.00 credit on the data portion of your bill, and $5.42 credit on the Video portion of your bill.

|'will follow up with you in Early December, just was soon as | am able to view the bill. | have referred the matter as
urgent to the IT department and we are currently working to fix the billing as quickly as possible. If you have any
questions, please feel free to contact me via email or at the number listed below. My office hours are Monday- Friday 10
AM to 6PM.

Thank you,

Christina Dugan
Executive Support
Boston District- Potomac Consumer Sales

410 594-8371

@
1/22/2008



MONTGOMERY COUNTY COUNCIL

ROCKVILLE, MARYLAND

ROGER BERLINER
COUNCILMEMBER
BretmicT 1 January 11, 2008
Briana Gowing
Assistant Vice-President of External Affairs
Verizon Maryland, Inc.
1 East Pratt Street
Baltimore, Maryland 21202

Dear Ms. Gowing:

My office has received a complaint from your customer Richard Boltuck regarding Verizon’s
billing practices. Mr. Boltuck reports that for the past several months, he has consistently been
overcharged for the bundle package he purchased. Although he has eventually received credits for the
incorrect charges, overcharges are an ongoing, monthly problem.

I find it completely unacceptable that Mr. Boltuck and possibly others are subjected to this type
of systematic billing errors and request your assistance in resolving the problem for Mr. Boltuck and all
other Verizon customers in a similar situation. To that end, [ would like to understand the following:

1. How many Montgomery County residents who ordered what Mr. Boltuck referred to as the
“interim” bundle package are experiencing similar billing errors? In other words, how
widespread are the billing error problems?

2. Why has this problem not been fixed after months of billing errors?

3. What steps is Verizon taking to remedy these billing errors so that all customers, not just
those who complain, will be properly billed and credited with overcharges?

4. When do you expect this problem to be resolved?

I would appreciate your prompt attention to this matter. For your reference, I am attaching copies
of correspondence between Mr. Boltuck and my office as well as correspondence between Mr. Boltuck
and Ms. Christina Dugan, executive support staff for Verizon.

Sincerely,

oger Berliner
Councilmember, District 1

Attachments
¢c: Richard Boltuck

@)

100 MARYLAND AVENUE, 6TH FLOOR, ROCKVILLE, MARYLAND 20850 * 240/777-78B28, TTY 240/777-7914, FAX 240/777-7989
COUNCILMEMBER BERLINER@MONTGCOMERYCOUNTYMD.GOV
WWW.MONTGOMERYCOUNTYMD.GOV/COUNCIL

“
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ADDENDUM
MFP COMMITTEE #4
January 28, 2008

Quarterly Review
MEMORANDUM
January 25, 2008
TO: Management and Fiscal Policy Committee
FROM: Susan D. John, Legislative Analyst <

SUBIJECT:  Quarterly Review: Comcast, RCN, and Verizon Customer Service

After the passing of Jane Lawton, the County’s Cable Administrator, Steven Emanuel, the Chief
Information Officer in the Department of Technology Services distributed the attached letter
detailing the temporary reorganization of the Cable Office. Under the reorganization, there are 2
acting supervisors to lead an eight-person office. Responding to questions about the
cost-effectiveness of this strategy, asked during the Council’s deliberations on the FY08 Savmgs
Plan, County Executive Leggett stated that:

Appointing the two acting supervisors for the transition period will allow the
department time to formulate a reorganization plan for the Cable Office, to
leverage existing excellence in the current resources by providing interim
leadership of the staff of the DTS Cable Office, and to provide continued
customer service in light of the sudden loss of the Cable Administrator. The
appointment will also allow the two acting employees to carry out added
supervisory duties as well as their current duties while the CIO provides
management direction. The temporary pay increases for the two acting
supervisors will be absorbed in the Cable Fund by the Cable Administrator’s lapse
savings for seven months (December 2007 to June 2008).

Committee members may wish to receive an update on the status and timeline of the
permanent reorganization of the Cable Office.

This addendum contains one attachment . © Number
Memorandum regarding Administrative Changes for the DTS Cable Office 1

F:\John\Packets\MFP Committee\080124 mfp addendum.doc )



DEPARTMENT OF TECHNOLOGY SERVICES

Isiah Leggett E. Steven Emanucl

County Executive MEMORANDUM Chief Information QOfficer

December 5, 2007

TO: Distribution List %
FROM: f

E. Steven Emanuel
Chief Information Officer

SUBJECT:  Administrative Changes for the DTS Cable Office

The purpose of this memo is to address the new changes that will provide
leadership to the staff of the DTS Cable Office in light of the loss of our colleague and
good friend, Jane Lawton. Effective immediately, the Cable Office will be temporarily
reorganized to distinguish between the Administration and Franchising Services and
External Communications and Outreach Services operational functions. In addition, I
will provide direction to Amy Wilson and Donna Keating who will become acting
supervisors respectively. .

Administration and Franchising Services will include franchise negotiations and
oversight, budgets, accounts payable and accounts receivables, legislative reporting,
policies and procedures, and tower transmission siting coordination. Donna will manage
all production services including the Technical Operations Center, television program
services, CCM, PEG Network and web services and customer service and outreach.

. After careful review of projected changes, I am confident that this temporary
organizational structure will effectively provide ongoing leadership to the Cable Office
until we present the lonig term organization plan to Executive management.

Please join me in supporting Amy and Donna through this temporary change.
Thank you for your cooperation and attention to this matter.

ESE:dim

©

101 Monroe Street, 13th Floor *+ Rockville, Maryland 20850 = 240-777-2900 « 240-777-2831 FAX
www.montgomerycountymd.gov/dts



ADDENDUM o2
MFP COMMITTEE #4
January 28, 2008 -

Quarterly Review
MEMORANDUM
January 24, 2008
TO: Management and Fiscal Policy Committee
FROM: Susan D. John, Legislative Analyst (-&’ .

SUBJECT: Quarterly Review: Comcast, RCN, and Verizon Customer Service

Page 4 of the Cable Office’s Customer Service MFP Worksession report was
inadvertently omitted from the packet. The complete cover memo has been attached for
your review.



. DEPARTMENT OF TEEHNOLQGY SERVICES
Isizh Legaett- " E.Steven Emanuel

County Executive Chief Information Officer
MEMORANDUM
January 18, 2008
;1‘0: : Mapagement and Fiscal Policy Committee gﬂ
FROM: Steven Emanuel, Chief Information Officer % ‘

SUBJECT:  Customer Service MFP Worksession - Monday, January 28", 2008

It is under very unfortunate circumnstances that I am submitting this report for the third and fourth
quarters of 2007. As you are aware, Jane Lawton our Cable Administrator for the past 13 years
passed away suddenly at the end of November. Jane had a true passion for cable and
telecommunications issues and was a true consumer advocate for protecting the rights of
customers on a daily basis. We will miss her knowledge and expertise.

On December 5, 2007, I sent a memorandum cutlining temporary administrative changes for the
Cable Office to provide leadership during this transition period. [ currently have reorganized the
office into Administrative and Franchising Services & External Communications and Outreach
Services, the acting supervisors for these two groups are Amy Wilson and Donna Keating,
respectively. Until our re-organization recommendations are finalized, reports and actons will
be managed through this temporary administration.

L Customer Service Issues
A. Comeast:

1. Rate Increase; Beginning January 2008 Comcast implemnented a rate increase on
many of their monthly services. They implemented a 5.7% increase on their most
popular tier of service--expanded basic cable. Increases on the digital tier, bundles,
premium channels, equipment and installation were also implemented.

As of February 1* an increase in the late fee assessment will be implemented. Customers
will be assessed 2 late fee of 10% per month for any payment that has not been paid in
full after 45 days from the day the invoice was sent Customers are currently assessed a
fiat fee of $4.00 for late payments.

10} Monroe Street, i13th Fioor * Rockville, Maryland 20850 » 240-777-2900 « 240-77/7-2831 FAX
www.montgomerycountymd.gov/dts



2. Call Center Phone Problems: Beginning in the 3™ quarter of 2007 customers have
been experiencing issues when attempting to contact Comcast customer service at (301)
424-4400. The problems range from a constant busy signal, being put on hold in the
phone tree indefinitely, no answer, and after being connected mto the quene they get
disconnected and must start their call over.

Cable Office staff bas contacted and met with Comecast to discuss these issues. Comcast
cited many issues for the disturbances in their system including flooding of their building,
installation of 2 new phone switch and technical issues. We bave been assured by
Comcast that these issues are being addressed. However, we continue fo receive
commplaints concerning this matter.

An additional meeting will be scheduled with Comeast to see what pro-active measures
can be taken to avoid these issues in the future.

3. Billing: Over the past several months we have received several complaints that
customers continned to get billed after they disconrected their service. Many continued
to have their checking accounts debited by Comeast. A particular concern is the issue of
refunds since the company requires customers pre-pay for ther cable services. Section
47CFR76.309 (c)(3)(I{A)(B) of the Telecormnmuications Act requires providers to
process refiinds within 30 days. In the cases that have been brought to our attention,
Comcast has failed to conply with this requirement. If the problem continues to exist the
Coumty will take appropriate remedial action.

4. Effective Competition: As previously reported, Comcast has filed a Petition for
Determination of Effective Competition with the FCC. Ifthe Petition is granted, the
County and the participating municipalities would lose the authority to regulate the rates
for basic cable service, equipment and installation. Also, Comeast would not be reguired
to provide uniform rates throughout the franchise area, could bundle services so that basic
subscribers would bave to subseribe to a higher tier of service in order to receive
premium channels and may even be able to transfer subscribers to new tiers of service
unless they affirmatively “opt-out™. '

The Petition is currently being reviewed by the FCC. The County filed a surreply to
correct erroneous information in the opposition filed by Comcast. On September 7,
2007, Comeast filed a motion to strike the surreply of Montgomery County, Maryland,
and the County submitted opposition to that motion.

At this time, there is nothing new to Teport concerming this filing,

5. Free Video and Cable Modem Obligations: There are currently 16 outstanding
requests for fres cable modem or video services (list attached), down from the previous

MFP meeting.



B. RCN:

1. Rate Increase; On November 21, 2007 RCN increased many oftheir rates. The full
basic cable service increased 5.5%. R.ates for ngltal and Premium channels increased as
well

2. Franchise Fee Increase & PEG Fees: At the same time that RCN increased thew
cable rates, they notified the County that they would be increasing their franchise fee
from 5% to 5.9% to reflect an itemized péss through of the fees associated with cable
advertisement and home shopping revenues. Our financial consultant is currently
reviewing RCN’s financial records to verify if the .9% increase is justifiable.

In addition, RCN will begin to itemize and pass-thru the 3% fee for.the Public,
Educational and Government (PEG) access grants.

C. Verizon:

1. Government Affairs Interim Chavee: Al Carr, the Franchise Service Manager for
Montgomery County will be taking a leave of absence from Janvary 9% through April §*
to serve in the Maryland House of Delegates. During his absence Mr. Darian Gill will be
the County’s paint of contact.

2. Rate Imerease: Effective Janmary 20, 2008 Verizon will increase their rafes for the
FiOS TV Premier package by 11.6%. Rates for mstallation, equxpment and sports and
movie packages will also be increased.

3. Non-Disclosure Aareement: Cable Office staff and the County Attorney confinue
to work on an agreement. The County has begun pursuing other options to inspect/test
Verizon’s infrastructure and will utilize in-house staff to conduct the Winter Proof of
Performance inspections/tests that are scheduled for February.

4. Activations: In December, Takoma Park and the Town of Somerset were activated
allowing consumers to take advantage of the bundled package that includes phone,
internet and cable in those commumities.

The City of Rockville and Verizor continne negotiations on a rights-of-way use
agreement. Their next meeting is scheduled for late January. The primary issue at this
point is penmi fees. Until this issue is resolved, parts of the County that border Rockville
cannot receive service becanse they are fed out of Verizon’s Rockville Central Office
(CO). :



I. Castomer Complaints
Attached is complaint data for the 3 and 4t quarters.

In 2007 the Cable Office received a total of 1,723 complamts. With assistance from the Cable
Office, 49% of those customer" received a credit to their accounts. Total credits exceeded
$92,000.

A. Comcast: Complaint figures are similar to the same period last year. Service, réception and
billing are the areas of most concern. In the 4? quarter the complaints doubled over the prewous
quarter for telephone answering. We believe the phone problems that were discussed earlier in -
this report were the cause of this increase.

B. RCN: The complaint levels remain about the same. Servlce, billing, phone answermg and
reception are the areas of most concern.

C. Verizon: Over the past two quarters the Cable Office has begun receiving complaints
concerning Verizon Billing is ap issue as customers convert from phone service to the bundled
FiOS packages.

III. Compliance: Telephone Answering, Installation & Service
Compliance reports are due 30 days from the end of the month or quarter depending on the
franchise language for each of the three providers. At this meeting we are providing new
information for Comcast for the months of September, October and November. For RCN the
new data is for August through December. For Verizon the data is for Juty, Angust and
September.

In order to synchronize the periods that are reported for each operator, the Cable Office would
like to request that going forward, the MFP quarterly review meetings be scheduled no earlier
than 60 days following the end of the calendar quarter. This will allow the operators 30 days, as
outlined in their franchise agreement, to prepare their reports and the Cablc Office two weeks to
review the data. .

A. Comcast
Liguidated Damages: For the penod of September, October and November 2007,
Comcast did not comply with the requirement that telephone answering time by a CAE
not exceed thirty seconds. Comcast was originally warned of the phone answering issues
in Jane of 2006 and over the past 18 months have repeatedly been assessed liquidated
damages. On Jamuary 18, 2008 the County once again assessed liquidated damages.

In addition, pursuant to Section 9(d)(1) of the Franchise Agreement, Comcast must
ensure that at least 95% of the time, measured quarterly, repairs and maintenance not
requiring wotk within a subscriber premises be completed within twenty-four bours.



B.

Comecast did not comply with these terms after being warned and was assessed liquidated
darmages on this category as well.

RCN

Warning: Section 9(c)(3) of the Franchise Agreement requires that telephone answering
time not exceed thirty seconds, and that the time to transfer a call to a customer service
representative not excéed an additional thirty seconds. These requirements must be met
90% of the time, measured quarterly. RCN was out of compliance for “the time to
trapsfer a call to a customer service representative not exceed an additional thirty
seconds™ and has been warned.

RCN’s 4% quarter data shows that they are currently out of compliance for the “Answered
in 30 seconds” category and will be warned. -

In additiop, pursuant to Section 9(d)(1) of the Franchise Agreement, RCN must ensure
that at least 95% of the time, measured quarterly, repairs and maintenance not requiring
work within a subscriber premises be completed withia twenty-four hours. RCN did not
comply with these terms and has been warned. '

In all three of these categories if RCN is not able to come into compliance during the
warping periods they will be assessed liquidated damages.

C, Verizon

Iv.

Verizon just began submitting quarterly reports to the County. They are currently
submitting regional numbers but must begin submitting Montgomery County specific
data for the 2008 first quarter reporting period.

We have discussed with Verizon that the percentage of calls answered in 30 seconds must
be by a live agent as outlined in the FCC guidelines Section 76.30% C.F.R.

Construction Violations

A. Comcast

1. Testino: Based on our engineer's observations of the summer proof tests, at two
locations Camcast had a few channels that failed to meet the standards for camier-to-
noise and hum measurements. Based on the engineer's review of the final and complete
test results these problerns have been corrected.

The third quarter monitor tests found five locations where the signsl levels were below
the FCC minimum standard. These problems were reported to Comcast and on retesting
in the 4th quarter it appears that they have been corrected. '



We would liks to commend Comcast for their improved format for reporting the
FCC test results which provide a more complete set of data compiled in a smgle report.
This makes the analysis of the test results much easier.

2. Inspections: At the end of the third quarter there weze 2,560 violstions that had not
been reported as addressed by Comcast. By the end of the fburth quarter that number of
violations increased to 5,801.

Our engineers met with Comcast construction staff and reviewed the types of violations
being reported (especially grounding issues at subscribers homes), and ways to improve
their reporting process. Some ofthe changes discussed were implemented and for a short
time we were getting progress reports ffom Comcast on a more frequent basis. However,
in the 4 quarter our contractor, CTC, never received a report from Comeast showing that
any violations had been resolved.

3. Re-Inspections: Third quarter re-inspections found that 9% of the second quarter
vinlations reported as fixed had not been. Fourth quarter re-inspections found that 10 %
of the problems had not been corrected. Since these fall within the aceepted margin of
error, no penalty will be assessed for those two quarters,

. RCN

1. Testing: Third quarter monitor test measurements for RCN revealed one location with
low signal levels and two channels that failed to meet the standards for the video-to-andio
separation. Qur engineers reported those results to RCN and based on our tests in the
fourth quarter, the problems have been fixed.

The RCN summer FCC proof-of-performance tests all met the minimum standards.

2. Inspections: At the last MFP meeting it was reported that there was a discrepancy
between the numbers of outstanding violations our consultants reported and what RCN's
records showed. RCN staff at the local and the corporate level have been very
cooperative in addressing the issue.

We met with RCN staff shortly after the last MFP meeting and reviewed the numbers and
the reporting process. As a result, RCN assigned the work to their contractor’s correcting
the approximately 1,400 outstanding violations. By the end of the fourth quarter, the
oumber of outstanding violations was reduced to 141. We understand that within the last
few weeks all of those have now been corrected. We appreciate their cooperation in
resolving those outstanding issues promptly.

3. Re-Inspections; In the third quarter our inspectors found just 4% of the violations
RCN reported corrected had not been fixed. Again, being below the 10% threshold, no
penalty will be assessed. We have asked our inspectors to conduct a thorough re-



mspection of the corrective work done by RCN in the 4th quarter and will report t the
findings at the next MFP meeting.

C. Verizon

1. Testing: Based on our engineer's review of the Verizon's summer proof tests, we
found that although all of the measurements were reported to have met the FCC's
minirmm perb:mance standards, not all of the required tests were performed. With the
winter test coming up in February, Verizon has been advised that those tests rmst also be
conducted and they have agreed.

Our engineering contractors, CTC, will be training County engineers to participate in the
next set of FCC prooftests conducted in Verizon’s headend. Additiorally, Verizon will
establish County locations where CTC engineers can complete the oversight of the testing
process and conduct the monitor tests at those sites. The Cable Office staff is working
with Verizon to target mutually acceptable sites to conduct these tests.

2. Imspections: Cable Office staff and our inspectors met with Verizon representatives
in the third quarter and reviewed our inspection and reporting procedures. We provided a
list of the violations that will be cited as out of compliance with the requirements of the
Franchise. There was also a meeting with Verizon's construction managers and
comfractor representatives to review the inspection procedures and the types of violations
our inspectors look for during inspection. Those were produchve mestings and Verizon
staff has been cooperative in establishing communications to report their corrective work
aed has taken corrective action in a timely mammer.

There have been relatively few Verizon violations cited by our mspectors, just 52 for
both third and fourth quarter combined. At this time, Verizon has reported that all of
those violations have been addressed and we will re-msPect a sampling of the corrective
work.

V. Institutional Network (I-NET)

o WSSC Burtonsville is scheduled to be completed within the next 7-10 days. This will
conclude the sites that were mandated by the franchise.

o The County continues to contract with Comcast to build additional sites. Comcest is
currently building sites for MCPS, Momtgomery College, Montgomery County
Community Centers and WSSC. Comcast’s construction staff has done an excellent
job getting these sites built in a timely fashion.
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Rate Regulation

" Comeast’s FCC Form 1205, a national composite filing for equipment and installation, is

currently under review by the Coumnty and its financial consultants. The County is
participating in the review with a number of other local franchising authorities.

FCC Form 1240 was filed with the County on October 1, 2007. FCC Form 1240
regulates the rates for Basic Service.

These proposed changes are scheduled to be implemented i January 2008,

PEG Interconnection

Our engineering consultants are working with Comcast and the various PEG operators to
establish a digital transport switching systern to permit bi-directional intercormection
between all the PEG operators. This connection will facilitate sharing of video
programming among their production facilities. The design for the interconnection is one
that will enable fuil control of the switching among the operators without the need for
coordination and mamual patch panel connection and assistance from Comcast staffon a
case-by-case basis. This project will enhance the County’s PEG programming and also,
could be an enhancement for emergency alert services. Attached for your review are the
existing network configuration and the proposed network configuration.

. Report Card

The Cable Office has begun designing a reporting system that would be utilized by all
cable franchisees. The report card would establish a mechanism to look at all companies

exquitably.

A meeting will be set up in early February with all three providers at the tsble to discuss
implementation and how to make the report effective.for all parties involved. .

Data such as compliance information concerning phone answering, service appointments
and installzation that has been deemed pon-confidential, construction violations, cable
office complaint statistics and office and customer service representative availability are
some of the topics that are being considered for inclusion. Once completed, the report
will be posted on the Cable Office website.
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