Continental
Cablevision’

July 14, 1992

Mr. Robert Healy
City Manager

795 Massachusetts Ave
Cambridge, MA 02139

Dear Mr. Healy:

" Enclosed please find the Complaint Form 500B and
Significant Service Interruption Form 500C for the second
quarter 1992 for Continental Cablevision of Cambridge.

Si rely,

General Manager

cc: Mr. Ned Casey
Director of Cable Television

William H. Walsh
Chairman Cable TV and Communication Committee

Enc.
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FORM 3
CATV FORM 500C

SIGNIFICANT SERVICE INTERUPTION FORM

CAMBRIDGE

[ ~DATE  NUMBER OF HOURS
FAILURE OR DISRUPTION OCCURENCE AFFECTED RESTORED SERVICE UNAVAIL
Suck out 4/3/02 250 Resplice 4/3/92 1.50 1
Trunk Conn 476792 2500_ Replace 476192 150 |
Cut Underground “4/16/92 250 —Replaced 4/16/92 2.50 r
Motherboard 5126/92 500 Replaced 5/26/92 1.00
Tap Plate 5127192 300 Replaced 5/27/92 1.50
Water in Cable 6/9/92 400 Resplice 6/9/92 1.00
Fuse 8/10/02 300 Replaced /1002 2.00
Line extender 6/22/92 45 Repiaced 6/22/92 1.00




'QUARTERLY COMPLAINT FURM X

. - 2nd .
ame of Licenseet Continental Cablevision Quarter, 1992 : R N
{cense Area! Cambridge e > -
usiness Address? 88 Sheérmdn St.
Cambridge, MA 02140

Total.Complaints.

Total .Complaints
to Date this Year

Type this Quarter

uality éf Picture 1191 T 2004
uality of Sound. 190 ' 345
'rogram Content . ki :
nterruption of Service (technical) . - 442 Z}l
leletion of programs(s) from broadcast channel 1 - ; 1
omplaints with respect to gervices other ' ’
than television | ___;_%___
‘ailure to respond to original complaint - ;
‘ailure t; gervice orizinal complaint -

satisfactorily . . - .
naccuracy of billing ' ‘144 309
l{scéllaneous . Pt R L. -9 120

icensee shall submit two completed copiae'of this form to the Commission and the issuing authority not later than two
seeks after each of the following dates: March 3lst, June 30th, September 30th, and December 3lst.

1f a licensee operates more than one community antenna system, the licensee ghall Bubmit separate quarterly complaint

rabulations for each system.



Continental
Cablevision’

April 14, 1992

Mr. Robert Healy

City Manager

795 Massachusetts Ave
Cambridge, MA 02139

Dear Mr. Healy:

Enclosed please find our Quarterly Complaint report for the
first quarter 1992. Under Massachusetts Regulation, written
and oral complaints received here at our office form the basis
for this report. Also enclosed you will find an analysis of
results from our General Manager's Survey. This survey gives
our customers the opportunity to direct their praises and
complaints to the General Manager.

Sihcerely,

P p S. Ripa
General Manager

cc: Mr. Ned Casey
Director of Cable Television

William H. Walsh
Chairman Cable TV and Communication Committee

Enc.
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I ‘QUARTERLY COMPLAINT FORM

d -
' ' lst Quarter 1992

sme of Licenseel . continental Cablevision '

dcense Aredt Cambridge ' T o

usiness Address! g8 Sherman St. ‘
Cambridge, MA 02140

Total .Complaints

h Total.Complaints
to Date this Year

this Quarter

Type
wality ;f Picture 813 81?
vality of hound. 155 155"
'rogram Content _ | 5 
nterruption of Service (technical) 329 329'...
leletion of ptograms(e).ftom broadcast channel f _ -
:omplhiﬁta with respect to aeiviCea other : tf,
thdan television 1 l{
‘ziluce to respond to original complaint - | R
;;iiu;é :Q service original complaint a .
" satisfactorily : -
.naccuiacy of billing 165 lséi:
111 111

\

iiscelianeous

a Commission and the issuing authority not létéi than

icensee shall submit two completed copiea'of this form to th
Beptember 30th, and December 3lat.

;eeks after each of the following dates: March 3lst, June 30th,

if a licensee operates morae than one community antenna system, the licensee .shall bdubmit separate quarterly.complai

tabulations for each syatem.



FORM 3

CATV FORM 500C
SIGNIFICANT SERVICE INTERUPTION FORM
CAMBRIDGE |
NUMBER OF HOURS
FAILURF OR DISRUPTION OCCURENCE AFFECTED RESTORED SERVICE UNAVAIL

[Feeder Damaged 176792 25 Replaced 16/62___3.50

Power Failure 1/8/92 2500 Ran Generatc 1/8/92 0.75
DC Power Pack 1/22/92 200 —_Replaced V2092 0.50 |
Pwr Sply Breaker 1/30/92 750 Reset 1/30/92 050 i
Line Extender 2/9/92 50 Replaced 2/9/92 200 |
Water in tap 227192 100 Resplice 2/27/92 0.75 |




General Manager's Survey laalysis
. 1st Quarter 1993

Poor lating Scale Bxcelleat
Canbridge 1 3 { 5 8 § 10 total
1. Overall Perforaance? : 1 6 H 13 3
1. Overall Custoner Service? 1 2 1 i 9 15 3
3. Overall Installation? 1 1 2 1 5 16 )
L. Overall Repair Service? 1 5 1 1 30
5. Orerall Phone Representative? ? 1 0 1 § 3
6. CLTY Good § Value? | 1 l { 6 6 1
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GENERAL MANAGER'S SURVEY
CAMBRIDGE COMMENTS 1lst Quarter 1992

The repair man that came out on this day was prompt, efficient
and a joy! (Craig Frappier) '

Cable reception flips out too often. People are always asking
me if I have cable. They are surprised at the reception that I
sometimes experience.

My cable service is not equally clear on all channels. CC
supplied the cable to go in our house. I'm now told the cable
is insufficient and must be replaced. What gives?

We feel $43 a month for 3 boxes is a little expensive and we,
therefore, cannot afford to get the other pay channels. 'This
is reason for #1 on 6.

When I call you with my phone on speaker-phone I know that I
can hear music for at least an hour.

My opinion has improved following the excellent service I
received from Gene on 2/1/92. Overall, however, I gtill find
the service sadly lacking and poor value for money.

Repairman arrived day after I phoned.' The servicemen who have
been out have been very helpful, especially Mr. Johnson.

A direct line to repair service instead of the way telephone is
set up nowv.

We've added Pay TV to our service but choice of movies is poor
as well as starting them at g8pm rather than 9pm inhibits us
from using service often. We may drop this option. Service
people who have come to our house are exceptionally helpful and
pleasant.

We have lived in the midwest as well as westcoast. This is the
best cable service we have received in comparison.

RE: Steve: Excellent Service. Arrived early, courteous, and
helpful. Volunteered to help with programming of VCR.

Mr. David Johnson is a very good representative for your
company. He is very courteous. His performance is outstanding.

The servicemen have always been very friendly. Dave Johnson,
especially. He took the time to explain the problem to me. Am
I supposed to tip the servicemen? If so, how much? This is the
second time I've had to replace my cable box in several

months. I hope things are all fixed this time.



(2

Charlie was terrific, but he fixed something the previous
repairman had missed. Would appreciate better notification of
free weekends/weeks of premium channels. Trying to reach you
is frustrating; voice mail is a pain, and messages don't get
returned.

The serviceman was polite, early, (9:30am on Jan. 6, 1992) and
efficient. (Craig Frappier) , v

I have this for only a week. I feel that the above judgement I
put down is correct.(All 10's)

Employees have been very courteous and efficient.
I don't like trying to get repair service and getting a machine.

T believe subscribers should be able to rent or buy your remote
control or purchase a remote elsewhere which would do the work
of the three remotes we now have.

This last service technician was courteous and took pride in
his work. He looked for the most inconspicuous place to run
the cable wires. He answered any questions I may have had to
my satisfaction. (#205)

T must say the repairman was great! (Ken)

I am concerned that my experience with installers and repair
people have involved repeat visits to accomplish simple tasks.
T also think that service is too expensive for channels
involved on Basic Service. Try adding AMC to Basic Service.



Continental
Cablevision’

July 31, 1992

D. Margaret Drury
Temporary City Clerk
City of Cambridge
City Hall

Cambridge, MA 02139

Dear Ms. Drury:
Enclosed please find copies of Continental Cabievision's
Quarterly Complaint Reports and Significant Service

Interruption Forms 500C for the past 2 years.

If you have any further questions regarding these reports
please feel free to contact me.

§inc5re1y,
Mlp % Ripa §

General Manager

88 Sherman Street « Cambridge, Massachusetts 02140-3233 « Telephone: (617) 876-5005






Continental
Cablevision

April 4, 1990

Mr. Ned Casey

Director of Cable Television
Cambridge Public Library

449 Broadway

Cambridge, MA 02139

Dear Ned:

<

Enclosed please find our Quarterly Complaint report for the
first quarter 1990. Under Massachusetts Regulation, written
and oral complaints received here at our office form the basis
for this report.

Sincerely,

g Sk
Phillp S. Ripa

General Manager

PSR/ap

cc: Robert Healy, City Manager

88 Sherman Street - Cambridge, Massachusetts 02140 - Telephone: (617) 876-5005



'QUARTERLY_COMPLAINT FORM ,

Name of Licenseel Continental Cablevision, Inc.
l.icense Areatl Cambridge, MA
Business Address! 88 Sherman Street
Cambridge, MA 02140
. Total.Complaints .. Total .Complaints
Type “ this Quarter to Date this Year

Quality ;E Picture

Quality of Sound

Program Content

Interruption of Service (technical)

peletion of programs(s) from broadcast channel

Complaints with respect to services other
than television

Failure to respond to original complaint

AT ITHT

Failure to service original complaint
satisfactorily

|

TR

i

Inaccuracy of billing

Miscellaneous

‘of this form to the Commission and the issuing authority not later than two

licensee ghall submit two completed copies
September 30th, and December 3lst.

weeks after each of the following datess March 3lst, June 30th,

If a licensee operates more than one community antenna system, the licensee ghall submit separate quarterly complaint .

tabulations for each system.

-
]



Continental
Cablevision

July 10, 1990

Ms. Rosalind Niles

Commissioner

Community Antenna Television Commission
100 Cambridge, Street

Boston, MA. 02202

Dear Ms. Niies:

Enclosed please find Continental Cablevision's Quarterly
Complaint reports for Arlington and Cambridge for the second
quarter 1990. Under Massachusetts Regulation, written and oral
complaints received at Continental form the basis for this
report. °

&

Sincerely,

Philip S. Ripa
General Manager

PSR/cb

Enc.



'‘QUARTERLY COMPLAINT FORM \

Name of Licensee: Continental Cablevision, Inc.
l.icense Area: Cambridge, MA.
Business Address: 88 Sherman, Street

Cambridge, MA. 02140

_ thaLAComplaints . . Total.ComplaintB.
Type o ‘this Quarter to Date this Year
Quality éf Picture 3 2
Quality of Sound 1 1
Program Content _ 1 1
Interruption of Service (technical) V___6 8
Deletion of programs(s) from broadcast channel 1 1
Complaints with respect to services other 9
than television 11
Failure to respond to original complaint 0
Failure t; service original complaint
satisfactorily ’ __ 0 -2
Inaccuracy of billing 0- 3
19 | 27

Miscellaneous

Il.icensee shall submit two completed copiea'of this form to the Commission and the issuing authority not later than two
weeks after each of the following dates: March 31st, June 30th, September 30th, and December 3lst.

I1f a licensee operates more than one community antenna system, the licensee shall submit separate quarterly complaint .

tabulations for each system.



Continental
Cablevision

Octcbhber 9, 1990

Ms. Rosalind Niles

Commissioner

Community Antenna Television Commission
100 Cambridge Street

20th Floor, Rm 2003

Boston, MA 02202

Dear Ms. Niles:

Enclosed please find our Quarterly Complaint report for the
third quarter 1590. Under Massachusetts Regulation, written

and oral complaints received here at our office form the basis
for this report.

Sincerely,

PhT 'I£%2$;§Ea ;

General Manager

e}
fa ]
0

88 Sherman Street - Cambridge, Massachusetts 02140 - Telephone: (617) 876-5005



"QUARTERLY COMPLAINT FORM

Name' of Licenseet = Continental Cablevision

LLicense Area: Cambridge, MA

Business Addresst 88 Sherman St.
Cambridge, MA 02140

Total Complaints Total.Cohplaints
Type this Quarter to Pate this Year
Quality éf Picture . 1 10
Quality of Sodnd. ' ‘ 1 2
Program Content | | 1 2
Interruption of Service (technical) 0 ‘ 3_f|
Deletion of'progtams(s)‘from broadcast channel 0 ' :,1
COmplaigta with respect to services other - o
than television . 2 13-
Failure to tespond to original complaint 0 ‘ - 0_
Failure to service original complaint - . .
satisfactorily 3 5 -
Inaccuracy of billing _ 5 | 8.?:
Miscellaneous 5 , ' '32_

licensee shall submit two completed copiles of this form to the, Commission and the issuing authority not later than two
weeks after each of the following dates: March 3lst, June 30th. September 30th, and December 3lst.

1f a licensee operates more than one community antenna system, the licensee .shall submit separate quarterly complaint
tabulations for each system.




Continental
Cablevision’

January 11, 1991

Mr. Ned Casey

Director of Cable Television
449 Broadway

Cambridge, MA 02139

Dear Mr. Casey:

Enclosed please find our Quarterly Complaint report for the
fourth quarter 1990. Under Massachusetts Regulation, written
and oral complaints received here at our office form the basis
for this report. Also enclosed you will find an analysis of
results from our own General Manager's Survey. This survey
gives our customers the opportunity to direct their praises and
complaints to the General Manager.

B

incerely,

s U
Philip S. Ripa
General Manager

cc: Robert Healy
City Manager
William H. Walsh

Chairman Cable TV and Communication Committee

Enc.

88 Sherman Street - Cambridge, Massachusetts 02140 - Telephone: (617) 876-5005



‘QUARTERLY COMPLAINT FORM

)y
&

Hame of Licensees Continental Cablevision
l.icense Area: Cambridge, MA
Business Address: 88 Sherman Street
Cambridge, MA 02140
. . Total Complaints ' Total.Complainta.
Type this Quarter to Date this Year
‘Quality of Picture ] 11
Quality of Sound 2
Program Content _ 2
Interruption of Service (technical) 3 11
Deletion of programs(s) from broadcast channel 1
Complaints with respect to services other 2 15
than television
Failure to respond to original complaint 0
Failure to service original complaint
satisfactorily . __E
Inaccuracy of billing < 8
: 32

Miscellaneous

form to the Commission and the issuing authority not later than two

licensee shall submit two completed copies.of this
June 30th, September 30th, and December 3lst,

weeks after each of the following datess March 31st,

If a licensee operates more than one community antenna system, the licensee ghall submit separate quarterly complaint :

tabulations for each system.



Continental
Cablevision’

April 11, 1991

Mr. Ned Casey

Director of Cable Television
449 Broadway

Cambridge, MA 02139

Dear Mr. Casey:

Enclosed please find our Quarterly Complaint FormB and
Significant Service Interruption Form 500C for the first
quarter 1991. Also enclosed you will find an analysis of
results from our own General Manager's Survey. This survey

gives our customers the opportunity to direct their praises and
complaints to the General Manager.

cerely
PMilip S. Ripa
General Manager

cc: Robert Healy
City Manager
William H. Walsh

Chairman Cable TV and Communication Committee

Enc.

88 Sherman Street - Cambridge, Massachusetts 02140 - Telephone: (617) 876-5005



*QUARTERLY COMPLAINT FORM .
First Quarter 1991

ae of Licensee! Continental Cable vision

cense Area! Cambridge,' ‘MA

siness Address! 88 Sherman Street
Cambridge, MA

) Total.Complaints .. . TotaI.Complainta.
Type this Quarter to Date this Year
nlity 6£ Picture ) ) 1

ality of Sound
agram Content .

terruption of Service (technical)

1

letion of programs(s) from broadcast channel

nplaints with respect to gservices other
asan television

flure to respond to original cqmplaint

{lure to service original complaint
satisfactorily

accuracy of billing

iR

1

scellaneous - J T .

piea'of this form to the Commission and the issuing authority not later than two

censee shall submit two completed co
September 30th, and December 31sat.

eks after each of the following dates: March 3lat, June 30th,

* a licensee operates more than one community antenna system, the licensee gshall submit separate quarterly complaint .

sbulations for each system.
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Fosa )}

CATV FOlY S00C
SIGHIFICANT SEHVICE INTERRUPTION FORM

panunued :£0°L

Cambridge First Quarter 1991
"""bef Date Huwsher of
‘ f. £ S [ Date of ::rf::cc Yecvice Hours Sarvice
. ce atl
“.‘;:rl::: o:u;tltuvl::: 8ccurrence Adfected Action Taken Reutored Unavailable
Circuit Breaker Trip 1/9/91 400 Reset 1/9/91 3/4 HR
Power Supply Fuse 1/17/91 500 ‘Replace 1/17/91 1_HR
Bad Tap Plate 2/22/91 100 . Replace 2/12/91. 1_HR
Bad Splitter 2/1/91 150 Replace 2/1/91 1 1/2 HR
Pawer . Supply Fuse 1410491 200 Replace 1/1.5/9] 1. HR
: Use

Com Elec Power Failure 1/7/91 600 Aux Generator 1/7/91 1/2 HR
Com Elec Power Failure 2/14/91 300 Rﬁ% Generator 2/14/91 3/4 HR
Blown Power Supply Fuse 2/12/91 450 ' Replace 2/12/91 1 2-HR
HR

Blown Power Su?ply Fuse
A liceusee ehatl

by the sime system feifuce.

1 stgnificant sarvice intercugtlon,
A P e “n‘ tsa oF @ore cualcmar complainte ta La Ciled with the licensse occury.

when & singls eccurrence ceusi

¥

2/16/91

natl be lequlféh lé recar

licenser ol wasvice dlacuptions or [allures in thosc lastsnces

The liceusees shall prepecse sand forwver
This focem to le

/ 3
d aigé%ntcly'thc neme, MAPAACHd complaint &t/ bk Bdesa notifylag oid
wviiere ten or more customers sre slaullauncouvaly sffectsad

4 with the guartecly coaplaiat facm s complated caopy
usad {n licu of licensae complaint fose

NOISINHED NOISIATTZL YNNIINV ALINDWWGD ¥R 207



Continental
Cablevision®

July 12, 1991

Mr. John Urban

Commissioner

Community Antenna Television Commission
100 Cambridge Street

20th Floor, Rm 2003

Boston, MA 02202

Dear Mr.,Urban:

Enclosed please find our Quarterly Complaint Form 500B and
Significant Service Interruption Form 500C for the second
quarter 1991. 1If you have any questions regarding the results
of these reports, Please feel free to contact our office.

Sincerel

ilip S. Ripa
General Manager

Enc.

88 Sherman Street - Cambridge, Massachusetts 02140 - Telephone: (617) 876-5005



"QUARTERLY COMPLAINT FORM

|
ame of Licensees Continental Cablevision

dcense Area: Cambridge, MA
usiness Address? 88 Sherman St.

Cambridge, MA

Total Complaints Total .Complaints

Type this Quarter to Date this Year
pallty of Picture . ;__l___;
;ality of Sound.
rogram Content
nterruption of Service (technical)
eletion of progtams(a).from broadcast channel 3 3
bmplaiﬁta with respect to services other 1
than television
ailure to respond to original complaint
Ailure té service original complaint
satisfactorily :
naccuracy of billing ‘ ) 1 ] .i:
Ilscellaneous 6 ‘ 8

icensee shall submit two completed copieu‘of this form to“the Commission and the 1ssuing authority not later than two
ceks after each of the following dates: March 3lst, June 30th, September 30th, and December 3lst.

f a 1icensee operates more than one community antenna system, the licensee .shall Bubmit separate quarterly complaint
abulations for each system. ‘



2nd Quarter 1991

Cm;m& idge

Fosa )
CATV FOluy S00C
SICHIFICANT SERVICE INTERRUPTION FORN

panunucd 0L

Huaber .
af Sub- Date Huaher of
Hatuse sod Cavse of Scevice Date of scsibess Becvice Houcs Segvice
Felluge or Dlsruplion O8ccurrence Affected Action Taken Reatorsed Unavailable
DC Power Pack 7/3/91 800 Replaced 2/3/91 1/2 HR
Power Failure 6/12/91 1500 ‘ Power Restored 6/12/91 1 _1/2 HR
Blown Inserter Fuse _6/27/9} 400 - Rpp1anpﬂ : 6/27/91 2@L§R
Power Failure 6/17/21 1000 Used Generator 6/17/91. 1/2 HR.
Power Pack : 5/27/91 %00 Rgg}aced 5/27/91 1 HR
Fgeder Fuse . 5/22/91 125 Replaced 5/22/91 3/4 HR
Feeder Fuse | 5/11/91 200 Replaced 5/11/91 2 HR
Inserter Fuse __ 5/11/91 1500 . Replaced _ 5/11/91 1 1/2 HR

A Liceusze shatl aat be sequired to record acpasetely the neme, address and complalnt of customese aotifylag said
licensas ol wasvice dbacuptions or fallurei in thosc lastsaces vhete Len oF more customers sve wlaultancaously affcctad
by the namo systea tellucs. The Jiceudes shall prapese sad foswerd with the quarstecly coaplaiat fosm & cO leted capy

This fose 80 La usad in lieu of Yicensas conplaint feso

of the abave fogw far esch signiflcaal seasvico Intarcuptlon,
when o sinyls eccurrence cousing taa OF more cuaLOASE complainte ta ba giled u!lh the licensse accuss.



2nd Quarter 1991

>
, a
Cambridge -
Fosa ) g
, CATV FOW S00C 5
SIGHIFICANT SERVICE INTERRUFTION FORM §'
Nuaber
af Sub- Date Huasher of
Hatuse sod Cavse of Scevice Date of scsbbese , Secvice Houcs Service
Fellure or Disruplion Occurcence Alfected Actdon Taken Reatosed Unavaileble
p . .
ower Failure 4/15/91 500 Used Generator — 4/15/91 1_HR
DC Power Pack 4/10/91 sog ... Replace 4/10/91 1/2 HR

<

gh i K

A liceusce shall adt be sequired to recogd acpsretely the neme, address and complaint of customese aotifylag said
licensas ol wasvice dlacuptions of falluged in those lastoncesd wliage Leis oF moge customers ase slaultancaualy sffectad
by the samo systea gailucs. The liceuses shall prapese sad fosvecd with the quastecly complaiat fasm » coopleted capy

fosa 8o La vead ia lieu of Yicensas complaint feco

of the sbove farw far esch stygniflcant sasvico intarcuptloa, This
“ran o singls eccurreance cousing tan OF @ora cuALCASK complalnte ta Us Ciled with the licenase occusn.
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Cohtinental
Cablevision’

July 12, 1991

Mr. Robert Healy
City Manager

795 Massachusetts Ave
Cambridge, MA 02139

pDear Mr. Healy:

Enclosed please find our Quarterly Complaint FormB and
significant Service Interruption Form 500C for the second
quarter 1991. Also enclosed you will find an analysis of
results from our own General Manager's Survey. This survey
gives our customers the opportunity to direct their praises and
complaints to the General Manager.

qerely,

<

1¥ip S. pa
General Manager

cc: Mr. Ned Casey
Director of Cable Television

William H. Walsh
Chairman Cable TV and Communication Committee

Enc.

88 Sherman Street - Cambridge, Massachusetts 02140 - Telephone: (617) 876-5005



‘QUARTERLY COMPLAINT FORM

e of klce?aeet Continental Cablevision

ense Area:d Cambridge, MA

iness Addresst 88 Sherman St.
Cambridge, MA

_ Total Complaints Total .Complaints
Type this Quarter to Date this Year
lity of Picture 1 |
lity of Sound-
gram Content
erruption of Service (technical)
etion of programe(s).ftom broadcast channel 3 3
plaiﬁta with respect to servicea other . 1
an television
lure to respond to original complaint
lure tﬁ service original complaint
atisfactorily :
ccuracy of billing 1 ] ' ' - -
cellaneous 6 8

engee shall submit two completed copiee'of this form to the Commission and the issuing authority not later than two
ks after each of the following dates: March 3lst, June 30th, September 30th, and December 31st.

a licensee operates more than one community antenna system, the licensee .shall submit separate quarterly complaint
ulations for each system. '

v



2nd Quarter 1991
Caliwe idge
Fosa )

CATV FOly SO0C
SIGHIFICANT SERVICE INTERRUPTION FORN

penunus :£0°L

Huaber ) :

af Sub- Datle Nuwsher of

Date of scsilicce Hecvice Houcs Sesvice
Reutosed navailable

Natuse sad Lause of Scevice
Bccuscence Affccted Action Taken

Feldlure or Dlarauption

DC Power Pack 7/3/91 800 Replaced 2/3/91 1/2 HR
Power Failure 6/12/91 1500 ) Power Restored 6/12/91 1 1/2 HR .
Blown Inserter Fuse 6/27/91 400 . Replaced : 6/27/91 34 HR

| Power Failure 6/17/21 1000 Used Gepneratoxr 6/17/91. 1;7 HR
Power Pack - 5/27/91 %00 Replaced 5/27/91 1 HR
Fgeder Fuse . 5/22/91 125 Replaced 5/22/91 3/4 HR
Feeder Fuse : 5/11/91 200 Replaced 5/11/91 2 HR
Inserter Fuse 5/11/91 1500 “Replaced 5/11/91 1 1/2 HR

be sequircd ta vecosd acpasstcly the neme, address and complaint of customess notifylag said
se Lei oF more Suslomers sre slaultancausly sffectad

tlone of fallugei in thosc lastences wvhie
The Jicauses shall prapesé snd fogvecd with the quastecly coaplaiat fosm » con?lctcd capy
P

styniglcant sesvice intarcugtlon, This fosa 80 be usad dn lieu of licensas cam sing fosom
ing ¢sa o5 more cualimar complabnte ta ba ¢iled with the licensse occuss.

A liceusce ehall nat
licensae ol sasvice dbasup
by the sssma syetea fedluce.
of the above farm farv esch
when o singls eccurrance causl

~

»



|
2nd Quarter 1991
Cambridge

’ Fosa )
f _ CATV Folug So0C
SIGHIFICANT SEHVICE INTERRUFTION PORM

pemmued :£0°2

; : Nuaber .

‘ h af Sub- Dete Nuasher of

i Hatusge sod Lause of Scevice Date of scsibicse cevice Houcs Service

3 Felluse or Dlsraption 8ccuscence Alfected Acsdon Takeo Reutorsed Unavailable

" : .

; Power Failure 4/15/91 500 Used Generatoxr 4/15/91 1 _HR

_\ DC Power Pack 4/10/91 500 _Replace 4/10/91 1/2 _HR
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October 14, 1991

Mr. John Urban

Commissioner

Community Antenna Television Commission
100 Cambridge Street

20th Floor, Rm 2003

Boston, MA 02202

Dear Mr. Urban:

Attached is the Complaint Form for the third quarter for
Continental Cablevision of Cambridge and Arlington. This form
summarizes all complaints received by our office through
September 30, 1991. Beginning with this third quarter report
we will include service call information as. part of the
Quarterly Complaint Form.

Also attached is the Significant Service Interruption Form
which summarizes service interruptions during the same period.

A copy of both forms have been filed with the Office of
Cable Television and the City Council in Cambridge and the
Board of Selectmen\ in Arlington.

Please feel free to discuss with me any questions you may
have.

Sincerely,

S «
Ph;ilg S. Ripa

General Manager

Enc.

88 Sherman Street - Cambridge, Massachusetts 02140 - Telephone: (617) 876-5005
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FORM 3
CATV FORM 500C

SIGNIFICANT SERVICE INTERUPTION FORM

NATURE AND CAUSE OF SERVICE DATE OF SUBS ACTION TAKEN ~ DATE NUMBER OF HOL
FAILURE OR DISRUPTION OCCURENCE AFFECTED RESTORED  SERVICE UNAVa

ARLINGTON

WATER IN CABLE 7/5 300 RESPLICE CABLE 7/5

POWER OUTAGE 7/144 400 USE GENERATOR 7/14

BAD LE MODULE 7/21 125 ‘REPLACE 7/21 1/2

POWER OUTAGE —HURRICANE . 8/19 3000 USE GENERATORS 8/20 6

LINES DOWN—-HURRICANE . 8/19 800 REPLACE CABLE 8/20 8
CAMBRIDGE

LE MODULE FAILED 7/26 300 REPLACE MODULE 7/26 1

POWER OUTAGE 8/19 1000 USE GENERATOR 8/19 4

WATER IN AMP 9/22 500 REPLACE 9/22 2

LE FUSE BLOWN 9/27 - 150 REPLACE 9/27 . 1




lame of Licenseej .

dcense Areat
lusiness Addressi

Continental Cablevision
Cambridge, MA

88 Sherman St.
Cambridge, MA 02140

‘QUARTERLY COMPLAINT FORM

3rd Quarter 1991

Type

Tptal Complaints
* this Quarter

Total.Complaints
to Date this Year

juality of Picture
uality of Sound

‘'rogram Content

nterruption of Service (technical)

eletion of ptograms(a).from broadcast channel

omplaints with respect to services other

than television

ailure to respond to original complaint

ailure to service original complaint

satisfactorily

naccuracy of billing

tacellaneous

1,117
200

419

1,118

200

419

18"
16

icensee shall submit two completed copies of this form to the Commission and the issuing authority not later than twc

eeks after each of the following dates:

March 3lst, June 30th, September 30th, and December 3lst.

f a licensee operates more than one community antenna system, the licensee .shall hubmit separate quartetly complaint
abulations for each system.



Continental
Cablevision®

January 14, 1992

Mr. Robert Healy

City Manager

795 Massachusetts Ave.
Cambridge, MA 02139

Dear Mr. Healy:

Enclosed please find our Quarterly Complaint report and
Significant Service Interruption Form 500C for the fourth
quarter 1991. Also enclosed you will find an analysis of
results from our own General Manager's Survey. This survey

gives our customers the opportunity to direct their praises and
complaints to the General Manager.

cerely ——)

1lup S. Ripa
General Manager

cc: Mr. Ned Casey
Director of Cable Television

William H. Walsh
Chairman Cable TV and Communication Committee

Enc.

88 Sherman Street « Cambridge, Massachusetts 02140-3233 « Telephone: (617) 876-5005



FORM 3
CATV FORM 500C
SIGNIFICANT SERVICE INTERUPTION FORM

¥

NATURE AND CAUSE OF SERVICE DATE OF suBsS ACTION TAKEN DATE NUMBER OF HOURS]
FAILURE OR DISRUPTION OCCURENCE AFFECTED RESTORED SERVICE UNAVAIL
CAMBRIDGE _

Power Outage 10/15 8000 Use Generators(@@) 10/15 ' (]
DC Power Pack 11/16 300 Replace . 11/16 2
Power Fallure 11/21 , 2500 Use Generator 11/21 3/4
Bad Tap Plate 11/26 75 Replace ~ 11/26 2
Power Failure 12/06 1000 Use Generator 12/06 1/2
Power Failure 12/11 200 Use Generator 12/11 1/2
Power Failure 12/11 250 Use Generator 12/11 1/2
Power Failure 12/17 500 Use Generator 12/18 8
Power Fallure 12/18 500 Use Generator 12/18 1

Bad Tap Plate 12/28 200 Replace 12/28 11/2




‘QUARTERLY COMPLAINT FORM
4th Quarter 1991

Hame of Licensee:l . continental Cablevision

l.License Area: Cambridge, MA

Business Address 88 Sherman St.
Cambridge, MA 02140

_ o “‘f&falAComplainta Total.Cohplaints
Type this Quarter to Date this Year
Quality of Picture ‘ 440 '1,558" _
Quality of Sound‘ 643 ' 843
Program Content 7 i4 '
Interruption of Service (technical) 138 557
Deletion of programa(a)‘from broadcast channel 2 5
Complaiﬁte with respect to services other ‘
than television Al
Failure to respond to original complaint
Failure to service original complaint
satisfactorily
luagguracy of billing o 94 Jié:
Miscellaneous 26 42

l.icensee shall submit two completed copiea'of this form to the Commission and the issuing authority not later than two
veeks after each of the following dates: March 3lst, June 30th, September 30th, and December 3lst.

If a 1icensee operates more than one community antenna system, the licensee .shall bubmit separate quatterly complaint
tabulations for each system.

-

‘- . .
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Continental
Cablevision

July 7, 1992

Phil Ripa, General Manager
Continental Cablevision

88 Sherman Street
Cambridge, MA 02140

Dear Phil:

You had referred a letter from the Cambridge City Solicitor,
dated June 5, 1992, to me for review. In our discussion, I
assured you that under existing law and notwithstanding the case
cited in that letter, the City could not force us to continue to
provide a print guide, nor could it regulate the price we might
charge for a guide.

Your decision, as Manager, was to accommodate the City's
request and that of a handful of subscribers by reintroducing a
guide for a charge that is essentially below cost: $1.00/month to
basic subscribers and 50¢/month with one or more premium
services. (Letter from you to Robert Healy, June 23, 1992.) The
city, however, is insisting that we are required by language in
the 1984 proposal to provide a guide free to customers who
purchase two or more premium services. The City further asserts
that this is a consumer protection issue, rather than a rate
regulation issue, even though it involves setting a price for an
ancillary service offered subscribers and no longer desired by
the vast majority of them.

Since you are offering to provide guides, the main question
is whether the City of Cambridge may regulate the price of the
guide. The answer is clearly no.

Schedule 11 of the Cambridge Final License, signed on
December 30, 1985, lists various levels of cable service,
ancillary services and the introductory prices for those services.
The schedule acknowledges that "Rates and Terms (sic) are not
currently subject to regulation in the City of Cambridge." Under
both C.4. "Basic Service" and D.4. "Expanded Service," monthly
guides are listed at $1.00/month. Under G.3. and 4. "Discounts,"
subscribers to three or more premium services are offered a free
guide and other incentives. (Note that this differs from the
proposal.)

180 Greenleaf Avenue ® Portsmouth , New Hampshire 03801-5324 ® Telephone: (603) 436-7161



Letter to Phil Ripa
July 7, 1992
Page 2

There is no dispute that rates and charges, even for basic
service, continue to be derequlated in Cambridge under 47 U.S.C.
Sec. 543 and applicable F.C.C. regulations, 47 C.F.R. Sec. 76.33.
Clearly under federal deregulation, Continental has been and
remains free to price all of its services without obtaining the
City's prior permission. Even if Cambridge were located in an
area where there was no effective competition as defined by the
FCC, the City could not impose the price cap it currently
attempts.

It should be noted that the price of cable guides has never
been subject to regulation and the strictest regulatory measures
proposed by advocates of re-regulation have never included the
cost of guides.

In a 1991 federal case, City of Gillette v. TCI Cable-
vision of Wyoming, Inc., No. 90-Cv-1046-J (D. Wyo., Nov. 15,
1991) the court sorted through the issues of whether guides and
converters were subject to rate regulation as part of "basic
service." Although the court found that the City of Gillette was
not attempting to regulate cable guide prices or converter
rentals, it did provide a clarification that is useful. It noted
",..that cable guides are not necessary for the reception of
basic cable service, suggesting that they may not be regulated
and that converters are necessary for reception of basic cable
service, suggesting that they may be regulated." (Ibid at p. 36)

As the legislative history of the 1984 Cable Act indicates,
"A state or franchising authority may not regulate the rates for
cable service in violation of section 623 of Title VI (47 U.S.C.
543) and attempt to justify such regulation as a 'consumer
protection' measure." (House Committee Report at p. 79) That,
however, is exactly what Cambridge is attempting by shoe-horning
the cable guide issue into the holding in Comcast Cablevision of
Sterling Heights, Inc. v. City of Sterling Heights, 443 N.W.2d
448 (1989.)

In the Sterling Heights case, the court upheld as consumer
protection measures the prohibition of disconnect fees and a
notice requirement prior to rate increases. In upholding the
notice requirement, the court ruled "it did not prevent Comcast
from imposing the increase ... it merely regulated the procedure
for imposing it." Cambridge, however, is going beyond notice
requirements by insisting that Continental adhere to a pricing
pattern for cable guides set in 1985. Nor can the prohibition of
a disconnect fee in Sterling Heights be compared to charging
premium service customers 50¢/month for a guide, especially when
there are numerous alternative sources for TV and cable program
listings.




Letter to Phil Ripa
July 7, 1992
Page 3

A review of the Sterling Heights case also undercuts the
City's position that it can force Continental to continue to
supply guides, notwithstanding the legislative history cited
above. One can image a court stretching the consumer protection
provision to prohibit a disconnect charge. But is is highly
unlikely a court would put our refusal to sell cable guides in
the same category. The State of Connecticut offers an example of
the changed marketplace for guides. Previously, cable operators
were required to distribute guides, but that law was repealed
last year since programming information is so widely available.
Sec. C.G.S. 16-333e(b), repealed by H.B. 5419, 1991.

Furthermore, although you have decided to offer guides, it
should be pointed out that the proposal, license and customer
handbook do not require you to do so. The proposal, filed in
1984, commented on the need for sources of programming
information. Given the lack of information at that time about
non-broadcast TV programming, it made good sense for cable
operators to supply guides to their customers and for American
Cablesystems to discuss that offer in its proposal. That has
changed dramatically as illustrated by daily and Sunday TV
listings in newspapers and publications such as "TV Guide," which
is available at a generous discount to Continental subscribers.

The license itself does not require Continental to provide
guides. It only requires us to list access programs in
electronic or print guides provided to subscribers. Given the
detail contained in the 225 page license, if the City had
intended to mandate guides it would have. Absent the provision
that we shall provide guides, the clear implication of Section
6.8 is that i if electronic or print guides are prov1ded the

harder to obtain information about access programming will be
included.

And finally, the fact that an outdated customer handbook
said guides were available at one time does not bind us to
offering them throughout the term of the license. At best, it is
analogous to listing a program service that was later dropped due
to lack of interest on the part of subscribers.

This letter is much lengthier than our phone conversation,
but if you or the City has any further legal questions, I will be
happy to address them.

Very truly yours,

/LWLMZL Sﬁ/o

Margaret A. Sofio
Vice President, Counsel

MAS/de
cc: Roy Heffernan
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The Cable Television Committee held a public hearing on
Monday, July 20, 1992 beginning at 5:30 p.m. in the Ackermann Room,
City Hall.

Councillor William Walsh, Chair of the Committee, convened the
hearing and stated that the purpose of the hearing would be a
discussion of the most recent quarterly complaint report and
significant service interruption form from Continental Cablevision;
positive and negative aspects of the present structure of the pay-
per-view service; the decision to discontinue the cable guide; and
minutes of Cable T.V.’s performance review of Continental

Cablevision. Present at the hearing were Councillor Walter J.
Sullivan, Councillor Alice K. Wolf, and Acting City Clerk Margaret
Drury. ~

Councillor Walsh began the hearing with a discussion of the
quality of service. He noted that at the time of the most recent
televised Rent Control Committee hearing, he received several calls
from viewers saying that there was no sound, and that the complaint
report (Complaint Form 500B and Significant Service Interruption
Form 500 C, filed with this Report as Attachment’ A) appeared to
indicate that there has been a increase in the complaints about
quality of service. Philip Ripa, General Manager for Continental
Cablevision, stated that the report reflects an improvement in the
recordkeeping regarding complaints rather than a decrease in
service. The reports used to track only the calls that could not
be answered by the frontliners, but now all calls are counted. In
looking at the number of service calls per 1000 customers, failures
as a percentage are coming down.

Councillor Walsh asked whether anything is being done to
improve service. Philip Ripa responded that power supply systems
are being upgraded.

Councillor Wolf observed that the report indicates that about
one ninth of customers made complaints. Philip Ripa stated that if
this report is compared to the past two years, a big improvement in
service can be seen, although you have to keep in mind the
difference in types of call counted, as he previously explained.
Counselor Walsh requested that reports for the past two years be
submitted. Those reports are attached to this Report as Attachment
B.

George Welch, Massachusetts Avenue, asked when répair
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speak with service personnel from 8:30 a.m. to 8:30 p.m., Monday
through Friday, and 8:30 a.m. to 5 p.m. on Saturday. The rest of
the time there is an answering machine. Since April, the automated
response unit that had been used to answer all call has been out of
service while the software is improved.

Councillor Walsh then moved the discussion to the issue of the
positive and negative aspects of the present structure of the pay-
per-view service. Charlotte Goldberg, Cambridge, stated that
Continental Cablevision had told her that by June an alternative
system would have been instituted in which there was no requirement
to pay a fee each month in order to utilize the pay-per-view
service. She also said that she had surveyed other places, and
most other localities that she contacted did not have an additional
monthly charge for pay-per-view. Philip Ripa said that there had
been delays because of problems in the hardware, but that a system
in which neither monthly payment nor club membership was required
should be available by December.

The next topic of discussion was the decision to discontinue
the cable guide. Councillor Walsh asked whether Continental
Cablevision had seen the opinion of the City Solicitor. Philip
Ripa stated that he had seen the letter, and that Continental
Cablevision disagrees with the position expressed therein. He
submitted a letter outlining Continental’s position. That letter
is attached to this Report as Attachment C. Continental’s position
is that it is not required to provide a guide, but it has offered
to do so at a below-cost price of $1 per month for basic customers
and $.50 per month for premium customers. Although guides were at
one time provided without charge, when costs went up, the company
decided to charge for the guide rather than raise the cost of basic
service.

Councillor Walsh asked why the language in the license was not
controlling on this issue. Philip Ripa responded that in every
other area, the language of the license is very specific as to what
is required. In dealing with the area of guides, the license
specifies what must be included "if" a guide is provided. Philip
Ripa said that he is committed to providing a guide to customers
who want it, but that there is no way that he will provide a guide
for no charge to premium customers. 1In response to a question from
Councillor Wolf, Philip Ripa said that Continental expects to
charge for the guide $1 to basic customers and $.50 for premium
customers, i.e., those who order at least one pay channel.

Charlotte Goldberg suggested that since there is already
literature about all the other channels, why not publish listings
just for local channels. Ned Casey, Director, Cable T.V., said
that the local listings are published in the Cambridge Chronicle.

Councillor Wolf noted that the it takes a very long time
to obtain specific information programming guide which appears on
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to obtain specific information programming guide which appears on
the television screen, and that the guide should be interactive.

George Welch stated that Schedule 11 of the license set out
a fee of $1 for a cable guide for basic service and $1 for expanded
service customers. From May when the guide was discontinued
through the present, everyone who has not received a guide is
entitled to a refund of $1 per month. This amount is already being
charged for the guide and now Continental is talking about adding
an additional fee for it.

Philip Ripa stated that there is no time when Continental was
charging for the guide and not supplying it. In May, 1988, $1 per
month was assessed for the guide. In June, 1988, there was no
charge for the guide, and bills went down $1 to reflect this. This
package has since been changed. In response to a question from
George Copital, 237 Franklin Street, Philip Ripa stated that the
dollar charge for the guide has been removed now that no guide is
supplied.

George Welch stated that Continental’s testimony at the
November 4, 1991 Cable Committee hearing was that there was a
charge for the guide at that time.

Councillor Walsh then moved the hearing to the issue of Cable
T.V.’s performance review of Continental Cablevision. Ned Casey
stated that he would submit minutes of that evaluation to the City
Clerk.! '

The hearing was adjourned at 6:20 p.m.

For the Committee

Wy Wbk

Councillor William W. Walsh, Chair

'A videotape of that evaluation has been submitted to the City
Clerk.
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COMMITTEE REPORTS
Report from the Cable TV and Communications
Committee for a hearing held on July 20, 1992
relative to the most recent quarterly complaint
reprot and significant service interruption
form from Continental Cablevision; structure

of the pay-per-view services and the dis-
continuance of the cable guide.

In City Council,
Sept. 14, 1992
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