CITY OF CAMBRIDGE

CAMBRIDGE, MASSACHUSETTS 02139

TEL 349-4300
Fax. 349-4307

EXECUTIVE DEPARTMENT
ROBERT W. HEALY
City Manager

RICHARD C. ROSSI
Deputy City Manager

November 7, 1994

To The Honorable, The City Council:

With reference to Awaiting Report Item No. 47, regarding the policy relative to what
credits are available to subscribers who lose service for significant amounts of time, please find
attached a response from Joyce Conroy Hillcoat, General Manager of Continental Cablevision.

Very tpaly yours,

Robert W.
City Manager
RWH/mev
attachment

Printed on Recycled Paper



October 14, 1994

SHOCT 13 4 9: 45 Continental
Robert W. Healy Cablevision’
City Manager o
City of Cambridge
795 Massachusetts Avenue
Cambridge, MA 02139

Re: City Council Order No. 11, dated October 3, 1994
Dear Mr. Healy:

This letter is in response to the above order regarding recent cable television
service interruptions with specific mention of an apparent lengthy city-wide
-~ interruption, etc. I have pulled all of the outage records (see attached
summary and copies of reports) dating back to September 7, 1994, as this is
the only city-wide interruption. It was repaired within 10 minutes. -

We produce a recorded message to inform the customer who is calling us
about an area outage. This benefits the customer by letting them know we
are aware of the situation, freeing them from possibly remaining on hold
for any amount of time waiting for a representative. It also lets them know
that we are working on the problem.

The License and the Customer Handbook state that partial credits are
available for service interrupted for 24 hours. There is a statement on the
Community Bulletin Board encouraging customers to call us if they
experience service interruption. We want to be sure our customers have
quality pictures and are appropriately compensated if at any time our
service does not meet their expectations. Our policy is to credit customers
upon notification for any amount of time that service has been disrupted.
We exceed the customers expectations in our credit offerings by giving
more than required.

Continental Cablevision has given automatic credits in situations such as

hurricanes and winter storms when we know service has been interrupted
for a significant amount of time to a significant number of subscribers.

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



Robert W. Healy
October 14, 1994
Page Two

If you or any council member is aware of a customer that does not feel
judiciously satisfied, we would appreciate the opportunity to contact the
customer and provide the appropriate service and/or compensation. Please
let us know.

I hope this helps answer your questions thereby helping you with our
customers’ concerns. Please be assured that we recognize the value of each
and every customer. Continuous improvement is a philosophy that we take
seriously. Your partnership in assuring excellence in our service creates a
winning situation for everyone. Thank you for working with us in this
regard. Please feel free to contact us at anytime if we can be of further
assistance. -

Sincerely,

Joyce Cpnroy Hillcoat
General Manager

Enclosures

c: City Council Cable Subcommittee Members
Margaret Drury, City Clerk
Linda Duggan, Customer Service Manager
Scott Nickerson, Technical Operations Manager
Continuous Process Improvement Team



Summafy of Outages

The outages listed below occurred since September 7, 1994:

" Sept. 7, 1994- 10:10 a.m. to 10:20 am. Stevens and Rindge.

Nynex accidentally cut our fiber line when installing new conduits. All
Cambridge customers affected.

o Sept. 23, 1994- 9:00 a.m. to 10:30 p.m. Franklin St. Power

company had power off several hours...standby batteries wore
down...attempted to generate own power...power company had turned back
on. Affected 500 customers.

o Sept. 23, 1994- Banks and Mt. Auburn 3:00 p.m. to 4:00 p.m.

Customer hired backhoe contractor...digging up cable at 1200 Mass. Ave.
Cable replaced. Affected 500 customers.

o Sept. 24, 1994- Shepard St. 11:00 a.m. to 1:00 p.m. Line
extender filled with water...replaced amp. Affected 60 customers.

o Oct. 3, 1994- Dewoife St. 9:00 a.m. to 5:00 p.m. City Contractor

for sewer and water project accidentally cut cable. Cable replaced.
Affected 30 customers.

o October 6, 1994- Cushing St. 5:00 a.m. to 8:30 a.m. City putting

utilities underground, needed to shut off to switch over.

o October 7, 1994- Schearappa St. 11:00 a.m. to 4:00 p.m.
Contractor cut cable while digging. Cable replaced. Affected 40 customers.
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Fyxcerpt from Handbook
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the notification to avoid interruption of service. If your service has been
disconnected for non-payment of your bill, you will be responsible for all
past due charges, plus a reconnection fee and the first month’s service
in advance. There is a fee for each check returned to us. If payment
does not clear due to non sufficient funds, service may be disconnect
ed without additional notice.
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Consent Agenda #7- SJ‘ \ \1(017
Response to a Awaiting Report Item
No. Forty-seven, regarding the policy
on credits given to cable subscribers
who lose service for significant
amounts of time. ‘

In City Council,

November 7, 1994





