verizon’

290 W Mt Pleasant Ave.
01 Floor Room 1
Livingston, NJ USA 07039

November 17, 2016

Complaint

Sharon Wright

Acting Division Chief

Consumer Inquiries & Complaints Division
Consumer & Governmental Affairs Bureau
Federal Communications Commission

445 12th Street, S.W.

Washington DC 20554

" —
ew YOor

Telephone: W
ICNumber:

Received: November 09, 2016

Dear Ms. Wright,

Thank you for referring the complaint of to our office for review. We appreciate this matter
being brought to our attention. expressed concern requesting additional credits for internet
service including interest.

According to our records, on April 8, 2015, telephone number_ was disconnected. At that time
the account had an outstandin }I)Jalance of $231.03 with the last payment received $76.18 on March 4,

2015. The April 10, 2015, bil%was rendered for a total $221.31 and reflected $11.21 in credits for service
billed in advance for March 25, 2015 — March 9, 2015., when the non basic services were suspended. The
bill at the time services were disconnected was not paid in full and there is no record that it reflected that it
was paid in full at the time of disconnect. The customer did receive credit totaling $221.31 ($130.98 for all
internet service charges and $90.33 for the voice service) on October 25, 2016. This credit cleared the

final bill. The customer has received all the necessary credit and would not receive any credit for interest.
The customer had not paid the disputed charges and R;e account reflected a balance owing until the credit
was 1ssued on October 25, 2016. The credit of $90.33 for the voice service was issued as a courtesy to bring
the account to a zero balance. Verizon was unsuccessful in attempts made to reach* on November
10, 2016, and November 16, 2016, with messages left providing contact information. A please call letter
was sent November 17, 2016.

We trust that this information will assist you in closing this complaint. We apologize for any inconvenience
that has experienced as a result of the above matter. Should the Federal Communications
Comimnission have any questions, please contact S. Kashif using the contact information you have on file.

Sincerely,

Joyce Dulee .
Verizon Executive Relations Team



FCC Appeals Bureau F: 281-664-5370

AT&T P: 1-800-288-2020
Room 1110.E3

308 S. Akard St. Dallas, TX 75202
Response to Notice of Informal Complaint (NOIC)

Date: 10/28/2016

Federal Communications Commission Complainant's Name: (G
Consumer & Government Affairs Bureau File No.: 1283196
Consumer Complaints Division Response Type: Billing

445 12th Street )

Washington, D.C. 20554 Service Date: 10/24/2016

INVESTIGATION SUMMARY:

AT&T received a notice from the Federal Communications Commission (FCC) on behalf of
regarding U-verse TV billing concerns. AT&T records confirmed [} S| \as authorized on the
account information provided.

On 10/25/2016, AT&T contacted S}l via voicemail to acknowledge receipt of her complaint and to
confirm any additional details pertaining to her issue.

AT&T investigated and determined that (Sl s U-verse TV service was canceled as of 09/13/2016.
AT&T spoke with SISl oOn 10/27/2016 and 10/28/2016. A credit has been applied to [{S SN s
U-verse account in the amount of $223.66, addressing her billed U-verse TV charges for 06/06/2016
through 09/13/2016 and a late payment charge billed on her 07/16/2016 statement.

‘s issues have been addressed and AT&T provided contact information should she have any
further questions or concerns. AT&T regrets any inconvenience caused by this matter.

Please refer any additional questions, requests, or correspondence specific to this case to Roger Pereira
at rp2389@att.com or (925) 365-3720.

Sincerely,

Roger Pereira

Manager - Office of the President
AT&T Services Inc.

Date Printed: 10/28/2016
Page: 1 of 1
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November 22, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re:

Indianapolis, Indiana 46254

FCC IC File Number: 1283217
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 26, 2016

Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications
Commission by_ regarding XFINITY service.

On October 27, 2016, 1 contacted“ via electronic mail to discuss all concerns and an explanation
regarding the billing issue was provided. After a detailed review of his claim, it was verified that due to a
system error, * received an incorrect eco-bill discount in the amount of $10.00 effective May 5,
2016 through July 29, 2016. Appropriately, Comcast auditing department made the correction on July 29, 2016
and replaced it with a monthly discount in the amount of $5.00. The change of service appears on the bill
printed on August 14, 2016.

Upon further review, ’s package was verified as Limited Basic Cable service with Blast internet
at a monthly rate of $59.99, plus a modem rental fee in the amount of $10.00. In addition to the self-service
discount in the amount of $10.00, an increased loyalty discount in the amount of $15.00 was added by a
representative on September 21, 2016 to honor the rate promised. The promotional offer is effective August

21,2016 throuiii August 29, 2017. The change of service appears on the bill statement printed on October 14,

2016. was advised that the current monthly rate and billing amount generated on his account is
deemed as accurate, with no further credits being warranted. I apologized for any inconvenience and overall
experience while attempting to resolve this matter.

I trust this letter provides your office with information required for resolution in this matter. I am providing a
copy of this letter, which includes my contact information, to _ should there be additional
questions or concerns.

Sincerely,
Avery H.

Executive Customer Care Specialist
(866) 642-4868 ext. # 3693792






verizon’

290 W Mt Pleasant Ave.
01 Floor Room 1
Livingston, NJ USA 07039

November 10, 2016

Complaint

Sharon Wright

Acting Division Chief

Consumer Inquiries & Complaints Division
Consumer & Governmental Affairs Bureau
Federal Communications Commission

445 12th Street, S.W.

Washington DC 20554

RE:

1ladelphia PA 19104
Telephone:
ICNumber:
Received: October 31, 2016

Dear Ms. Wright,
Thank you for referring the complaint of to our office for review. We appreciate this matter
being brought to our attention. expressed concern about his Verizon monthly bill.

Upon receipt of this complaint, Verizon referred this matter to our Customer Service department. According
to our records, Homplamed of charges for a partial month of service from Seitelnbel‘ 16 through

September 27, i which phone and internet service was not activated yet. also expresse
concern about being charged for a Modem/ Router combo not needed and activation charges which were
promised to be waived for his initial inconveniences. After review, Customer Service issued a goodwill
adjustment in the amount of $30 for one month for the inconvenience of services. Customer Service also
1ssued an activation fee adjustment in the amount of $29.99 and a partial monthly adjustment for the dates
mentioned above in the amount of $18.74. Verizon has advisedm that the total amount of the credit
1s in the amount of $78.73 to be applied no later than the November billing statement. has
also been advised that he would receive credit for the modem/router once it was received. was
satisfied with our response. Furthermore, I have given him my personal work number should he have any
additional questions or concerns.

We trust that this information will assist you in closing this complaint. We apologize for any inconvenience
that has experienced as a result of the above matter. Should the Federal Communications
Commission have any questions, please contact S. Kashif using the contact information you have on file.

Sincerely,

Olan Olude ' '
Verizon Executive Relations Team






November 23, 2016

SUBMITTED VIA FCC WEB PORTAL

Ms. Sharon Bowers, Chief

Consumer Inquiries and Complaints Division
FCC — Consumer & Governmental Affairs Bureau
445 12 Street SW

Washington, DC 20554

&

Serve Ticket # 1283328

Dear Ms. Bowers:

Time Warner Cable (“TWC”) hereby submits its response in the above-referenced matter. Please note that
TWC is now part of Charter Communications, Inc.

A representative contacted [{SJiSJl] to discuss his concerns. The representative informed him that his
services were repackaged when his promotional rate expired. The representative apologized that the
agent did not make that clear when he visited the local Retail Store. [(SjJ{SJl]l understood and was
satisfied with the explanation. He may contact Customer Care at 888-892-2253 with any further concerns.

We regret any inconvenience ([l may have experienced. Please do not hesitate to contact us if
you have any questions.

Respectfully submitted,
/s/

Jamie Boggio

Paralegal, Regulatory

Simi Valley, CA 93065






November 22, 2016

Federal Communications Commission
445 12" Street, SW

5-A847

Washington, D.C. 20554

Re: Suddenlink Communications (“Suddenlink”)
Ticket number: 1283361
Complainant:

Dear Sir or Madam:

We are in receipt of Ticket Complaint Number 1283361 (“Complaint”) regarding a billing issue
for

In his complaint, - states that when he disconnected his Suddenlink services, he was
informed that he will be charged for the remainder of the month despite the termination of his services.
is displeased with Suddenlink’s recent modification to its Terms of Service, which provides that
service subscriptions are renewable on a monthly basis with no refunds provided for partial months.

Suddenlink, like many other entertainment, telecommunications and subscription services, makes
its services available on a monthly basis; providing customers access to our high-quality products for the
entirety of their monthly service period. We take customer communication of policy changes very
seriously, and communicated to our customers prior to the change.

In addition, when a customer calls to disconnect their service, our representatives are instructed to remind
the customer of the monthly period, and provide the option to schedule their disconnection date at the end of the
monthly service period. For customers who choose to disconnect their service early and return their equipment,
they can still continue to use our out-of-home services, such as Suddenlink2Go to view online programming and
Suddenlink e-mail.

On November 17, 2016, a Suddenlink representative contacted - in response to the complaint.
The representative educated- on the new Terms of Service and answered his questions.

Please feel free to contact me if you have any additional questions. Thank you for bringing this
matter to our attention.

Sincerely,

Mot ok
Michael J. Zarrilli

Vice President
Government Relations & Senior Counsel

ce: RN viorccr CA 55666

520 Maryville Centre Dr. | Saint Louis, Missouri 63141 | 314.315.9400 | suddenlink.com



6205-B Peachtree Dunwoody
Road, Atlanta, GA 30328

November 4, 2016

Southington, Connecticut 06489

Re:
FCC File #: 1283515
Response Due Date: November 25, 2016

ocor NN

This letter is in response to your complaint as referenced above and filed with the Federal Communications
Commission on October 26, 2016.

Periodically, Cox Communications adjusts rates for various services. The recent increase you experienced for Cox
High Speed Internet was announced via a bill message in September 2016. The change took effect on October 6,

2016, and was reflected in your October statement. Please note it was not in ‘retaliation’ for dropping your cable
service.

In Connecticut, late fees on Cox Internet service are assessed on any outstanding balance that is 30 days past due,
with a minimum assessment of $10.00. The fee is calculated as 8% of the past due amount and is applied on the
bill cycle date. Late fees can be avoided by assuring Cox receives payment by the due date printed on your monthly
statement.

If you have any additional questions regarding this matter, please feel free to contact your designated Executive

Customer Escalation Representative, Mark Brown, directly at 877-269-9566 extension 3427. We thank you for your
continued patronage and look forward to providing you with exceptional customer experiences.

RESPONDING ON BEHALF of CoxCom, L.L.C.

Douglas Garrett
Executive Director, Regulatory Affairs

cc: Federal Communications Commission via Zendesk



November 16, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: [ DEGEE
.
I

Naples, FL 34110

FCC IC File Number: 1283547
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 26, 2016

Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications
Commission by (S rcgarding XFINITY service.

On October 27, 2016, I spoke with [{S S and attempted to provide a detailed explanation of the
overall bill which included prorates. (S Sl dcclined speaking about her concerns. Ireviewed the
account and confirmed that the account was prorated for modem rental fees from February 10, 2016
through May 10, 2016 totaling $140.71.

A refund request was processed and should be received within 7-10 business days. I apologized for any
inconvenience and overall experience while attempting to resolve this matter.

I trust this letter provides your office with information required for resolution in this matter. I am
providing a copy of this letter, which includes my contact information, to [{SJJ (S should there be
additional questions or concerns.

Sincerely,

Olga V.

Executive Customer Relations
(561) 881-3260

cc: N



November 18, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: [N

San Ramon, CA 94582

Case Number: 1283588
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 25, 2016

Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications
Commission by (S S rcgarding XFINITY service.

I'made several attempts to contact [[JJ{SJll vsing all available contact methods. While my attempts were
unsuccessful, our records indicate [j{EJll currently subscribes to the HD XFINITY Home Premiere
Triple Play package at $234.95 per month effective from April 6, 2013 with no agreement. [N
service related issues were resolved on October 24, 2016 after a degraded service outage was resolved. In
order to address any additional billing or service concerns, contact is necessary. I apologized for any
inconvenience and overall experience while attempting to resolve this matter.

I trust this letter provides your office with information required for resolution in this matter. I am
providing a copy of this letter, which includes my contact information, to [{SjJ{SJJiiilij should there be
additional questions or concerns.

Sincerely,

Timothy P.

Executive Customer Relations
(888) 966-7794 Ext. 3025533

cc: [



verizon’

P.O.Box 3190
Chandler, AZ 85244

December 14, 2016

Sharon Wright

Acting Division Chief

Consumer Inquiries & Complaints Division
Consumer & Governmental Affairs Bureau
Federal Communications Commission

445 12th Street, S W.

Washington DC 20554

Re: Name and address:

ashington
Serve ticket#: 1283609
Service date: 12/07/2016

Dear Ms. Wright,

review. states he would like confirmation that his Verizon Wireless account has a zero
balance. states he has been getting collection calls and would like them to be stopped.

This letter is in 1‘esionse to the above-referenced complaint. Thank you for referring it to our office for

In an effort to provide a satisfactory agreement the Executive Relations Office spoke with— on
December 8, 2016. I did confirm there was a balance on his Verizon Wireless account that was sent to a
collection agency. I let know he would need to contact the collection company to make any

ayments. I also let Mr. Mcleod know that Verizon Wireless 1s not contacting him but Sunrise is.
% can contact Sunrise at 888-707-1422 to make any payment arrangements.

Should the Federal Communications Commission have any questions, please contact S. Kashif using the
contact information you have on file. Should Michael Mcleod have any questions or concerns, I may be
reached at 800-779-2067 ext. 2221260 between 7:30 AM - 4:30 PM MST, Monday - Friday.

Sincerely,

Ashley Q.
Executive Relations



December 9, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: [N

]
Bloomfield Hills, MI 48304

FCC IC File Number: 1283613
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 26, 2016

Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications
Commission by (S rcgarding service issues and her claim of unauthorized charges on her
XFINITY account.

We initiated an investigation into her claim. On November 1, 2016, I spoke with [{SjJ{SJil] to discuss her
concerns and review her account with her. During our discussion, I scheduled a service visit for
November 5, 2016 for a Comcast technician to visit [[§J{SJill s residence and investigate her service
issues. During the visit, the technician found that the services were working according to specifications. A
credit in the amount of $50.00 was applied to [l s account to waive the service visit fee, which was
reflected on [{SJ{SJ s billing statement dated November 16, 2016.

BEEEE 2!so referenced billing concerns. Our records reflect that [[SJJ{SJJll is enrolled in a 24-month
transitional promotion for the Preferred Video/Blast with HBO, which had a monthly rate of $99.99 from
August 15, 2015 through August 15, 2016 and transitioned to a monthly rate of $119.99 effective August
16, 2016 through August 15, 2017. S S is also enrolled in a promotion for digital video service,
which was provided at no charge from August 15, 2015 through August 15, 2016 and transitioned to a
monthly rate of $5.00 effective August, 15, 2016 through August 15, 2017. Sl s account also
includes free High Definition Service that is valid from July 20, 2016 through July 29, 2017, two
additional Digital Outlets at a monthly rate of $9.95 each, a Digital Transport Adapter in at the monthly
rate of $3.99, and a modem lease fee in the amount of $10.00.

BEEEE 2!so referenced a concern with regard to reconnection fees that have applied to her account. Our
records reflect the reconnection fees are valid. [[SjJ{SJll s services were interrupted for non-payment on
October 11, 2016 and October 25, 2016. The services were restored on October 12 and 26, 2016 causing
reconnection fees in the amount of $12.00 to apply to the account on each of the two days. I explained to
NG that her billing cycle is from the 30™ through the 29™ and her monthly due date is the 6™ of each
month. In the interest of good customer service, on November 1, 2016, I applied a credit in the amount of



$24.00 to waive the reconnection fees that previously applied. This credit was reflected on S SN s
billing statement dated November 16, 2016.

I trust this letter provides your office with information required for resolution in this matter. I am
providing a copy of this letter, which includes my contact information, to [[SJJ{SJJilj should there be
additional questions or concerns.

Sincerely,

Avery Huckaby

Executive Customer Care Specialist
(866) 642-4868 ext. 3693792

cc: N



November 15, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: [
]
I

Glenolden, PA 19036

FCC IC File Number: 1283633
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 26, 2016

Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications
Commission by (SIS c2arding XFINITY service.

On November 2, 2016, I spoke with [{Sj (S through a relay interpreter, and provided an
explanation regarding the current promotional rate and duration of the promotion. Our records indicate on
October 16, 2014, a 24 month transitional promotional rate for the Preferred Internet service was added to
the account, which was effective until October 15, 2016. The first year promotional rate was $29.99 per
month effective October 16, 2014 through October 15, 2015, and the second year promotional rate was
$44.99 per month effective October 16, 2015 through October 15, 2016. On October 16, 2016, the
promotion expired and the retail rate of $69.95 per month applied to the account. Please be advised the
billing on the account is accurate.

On October 24, 2016, a 12 month promotional rate for the Performance Internet service at $49.99 per
month was applied to the account effective October 24, 2016 through October 23, 2017. In addition, a 12
month free promotional rate for the Blast Speed service was applied to the account effective November 2,
2016 through November 1, 2017. At the conclusion of the promotions, standard retail rates will apply. |
apologized for any inconvenience and overall experience while attempting to resolve this matter.

I trust this letter provides your office with information required for resolution in this matter. I am
providing a copy of this letter, which includes my contact information; to [} iE I should
there be additional questions or concerns.

Sincerely,

Kimberly Luke

Executive Customer Relations
(302) 731-3727

cc: M






November 22, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: [N
Chicago, Illinois 60621
FCC IC File Number: 1283751
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 26, 2016
Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications
Commission by Vanasha Little (authorized on the account) regarding XFINITY service.

On November 9, 2016, I spoke with [[SjJ{SJJil] and confirmed that we have no record of three
unauthorized active accounts under her name or S S s name. (SIS confirmed that no billing
statements have been received for other accounts outside of their active account.

The user ID under their account was suspended on November 10, 2016, per [ {SJll s request. There
were no additional name changes or password changes on their active account. Additionally, I confirmed
their account is active with video and digital voice service; there is no active internet service on the
account. [ apologized for any inconvenience and overall experience while attempting to resolve this
matter.

I trust this letter provides your office with information required for resolution in this matter. I am
providing a copy of this letter, which includes my contact information, to [{SJJ{SJJiilij should there be
additional questions or concerns.

Sincerely,

David S.

Executive Care Specialist
888-736-6711 ext. 1351063

cc:



verizon’

Verizon Executive Relations Team
290 W. Mt. Pleasant Ave

FLR 1

Livingston, NJ 07039

November 29, 2016

Complaint

Sharon Wright

Acting Division Chief

Consumer Inquiries & Complaints Division
Consumer & Governmental Affairs Bureau
Federal Communications Commission

445 12th Street, S W.

Washington DC 20554

Fairfax VA 22030

Telephone: M
ICNumber:

Received: November 18, 2016

Dear Ms. Wright,

Thank you for referring the complaint of
being brought to our attention.
account when he discontinued service.

On November 23, 2016, our billing representative spoke with_ and explained on January 11, 2016
he spoke with our business office and was issued an additional savings of $30.00 a month which put him in
a new contract. He would not have been eligible for the $30.00 discount without beini n a contract. In

to our office for review. We appreciate this matter
expressed concern about an Early Termination Fee billed to the

addition, an email confirmation was sent outlining the details of the new contract. expressed he
left Verizon due to technical issues which he spent a lot of time on the phone attempting to resolve. We
offered to adjust half of the Early Termination Fee billed to the account totaling $75.00 due to his service
experience and accepted. The new balance due for the account is $285.52 and the customer
advised he will pay the balance.

We trust that this information will assist you in closing this complaint. We apologize for any inconvenience
that has experienced as a result of the above matter. Should the Federal Communications
Commission have any questions, please contact S. Kashif using the contact information you have on file.

Sincerely,
Nyree White

Verizon Executive Relations Team
(973) 533-4405






verizon’

Verizon Executive Relations Team
290 W. Mt. Pleasant Ave

FLR 1

Livingston, NJ 07039

November 18, 2016

Complaint

Sharon Wright

Acting Division Chief

Consumer Inquiries & Complaints Division
Consumer & Governmental Affairs Bureau
Federal Communications Commission

445 12th Street, S'W.

Washington DC 20554
Philadelphia PA 19145
Telephone:
ICNumber:

Received: October 26, 2016

mplaint of to our office for review. We appreciate this matter
expressed concern about charges for services that he had not

According to our records, Verizon reviewed the customers account billing and showed HBO NOW and
Tech Support Pro were added to the customer account on 8/08/16 and was shown on the 9/08/16
billing statement. There was no charge for the HBO NOW; this was on a free trial promotion and a $5.00
fee for the Tech Support Pro. The 10/08/16 billing statement shows a charge of $14.99 for HBO NOW
and a $5.00 fee for the Tech Support Pro. Our records show the customer did not authorize these
services. An order was submitted on 10/24/16 that removed both services. Verizon has issued a credit of
$48.59 to the account for the services, taxes and inconvenience. This information has been forwarded to the
appropriate Management for further review.

Dear Ms. Wright,

Thank you for referring the co
being brought to our attention.
accepted.

Verizon has not been successful in our attempts to contact the customer via phone to discuss this matter.
We have provided the information to the customer via voicemail messaging.

We trust that this information will assist you in closing this complaint. We apologize for any inconvenience
that * has experienced as a result of the above matter. Should the Federal Communications
Comimission have any questions, please contact S. Kashif using the contact information you have on file.

Sincerely,
Monica Belmar

Verizon Executive Relations Team
(804) 772-7822



November 28, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
Consumer Services Division

445 12th Street, S.W.

Washington, D.C. 20554

Re [N
—
Mobile, AL 36607

FCC IC File Number: 1283779
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 25, 2016

To the Commission:

This letter is in response to the above-referenced complaint submitted to the Commission by [[Sj SN

In certain markets, Comcast has implemented a usage-based billing approach that relieves users who use
less Internet data from paying the same price as heavier end users, while enabling those heavier end users
to continue using as much data as they want without being subjected to a hard cap. This pro-consumer
policy helps to ensure that Comcast’s customers are treated fairly, such that those customers who choose
to use more Internet data can pay more to do so, and those customers who choose to use less, pay less.

Effective June 1, 2016, all of the data usage thresholds in the markets where we have implemented data
usage plans were increased from 300 GB to 1 TB. Our typical XFINITY Internet customer uses only 60
GB or 6 percent of 1 TB per month. Those very few customers who wish to use more than 1 TB per
month will be provided additional buckets of 50 GB for $10 each, with total overage charges capped at
$200 per month, or if they prefer to avoid unexpected overages, they can sign up for an unlimited data
plan for an additional $50 per month. Under this policy, which is described in detail online, customers are
given two courtesy months during which they will not be billed for exceeding their data usage threshold.!
If the threshold is exceeded a third time, no further courtesy months will be provided.

When the data usage plan launched, affected customers were notified of the data usage plan policy via
U.S.P.S. mail and/or email approximately one month prior to its implementation and a reminder email
was sent the day of launch. New customers receive a link to the data usage policy via email during the
first week of their XFINITY Internet service. The policy and frequently asked questions are available for
review online.? Comcast also provides customers with the following methods of data tracking and
notification:

! http://customer.comcast.com/help-and-support/internet/data-usage-plans-expansion
2 http://customer.comcast.com/help-and-support/internet/data-usage-plans-expansion




e Anindividualized data usage meter for every XFINITY Internet account is available online upon
log in.?

e Automatic notification will be sent to customers who have reached 90, 100, 110 and 125 percent
of their data usage allotment.

A Comcast Customer Security Assurance technician attempted to contact [SJJ (Sl to advise him of the
aforementioned information and address any other concerns. Unfortunately, the attempt was unsuccessful.
The technician left a message with her direct contact information should [{SjJ{SJJill] have further questions
regarding this matter.

I trust this letter provides your office with the information required in this matter. I am providing a copy
of this letter to [[SJJ S so We can be contacted with any further questions or concerns.

Sincerely,

Customer Security Assurance
720-616-7739

cc: NG

3 https://customer.comcast.com/secure/usagemeterdetail.aspx




November 16, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
Consumer Services Division

445 12th Street, S.W.

Washington, D.C. 20554

Re: [N
Acton, MA 01720

FCC IC File Number: 1283826
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 25, 2016

To the Commission:

This letter is in response to the above-referenced complaint submitted to the Commission by [[Sj S

In certain markets, Comcast has implemented a usage-based billing approach that relieves users who use
less Internet data from paying the same price as heavier end users, while enabling those heavier end users
to continue using as much data as they want without being subjected to a hard cap. This pro-consumer
policy helps to ensure that Comcast’s customers are treated fairly, such that those customers who choose
to use more Internet data can pay more to do so, and those customers who choose to use less, pay less.

Effective June 1, 2016, all of the data usage thresholds in the markets where we have implemented data
usage plans were increased from 300 GB to 1 TB. Our typical XFINITY Internet customer uses only 60
GB or 6 percent of 1 TB per month. Those very few customers who wish to use more than 1 TB per
month will be provided additional buckets of 50 GB for $10 each, with total overage charges capped at
$200 per month, or if they prefer to avoid unexpected overages, they can sign up for an unlimited data
plan for an additional $50 per month. Under this policy, which is described in detail online, customers are
given two courtesy months during which they will not be billed for exceeding their data usage threshold.'
If the threshold is exceeded a third time, no further courtesy months will be provided.

When the data usage plan was implemented, affected customers were notified of the change via U.S.P.S.
mail and/or email approximately one month prior to its implementation and a reminder email was sent the
day of launch. New customers receive a link to the data usage policy via email during the first week of
their XFINITY Internet service. The policy and frequently asked questions are available for review
online.? Comcast also provides customers with the following methods of data tracking and notification:

e Anindividualized data usage meter for every XFINITY Internet account is available online upon
log in.?

! http://customer.comcast.com/help-and-support/internet/data-usage-plans-expansion
2 http://customer.comcast.com/help-and-support/internet/data-usage-plans-expansion
3 https://customer.comcast.com/secure/usagemeterdetail.aspx




e Automatic notification will be sent to customers who have reached 90, 100, 110 and 125 percent
of their data usage allotment.

I trust this letter provides your office with the information required in this matter. I am providing a copy
of this letter to Mr. Feeley so we can be contacted with any further questions or concerns.

Sincerely,

Customer Security Assurance
720-616-7739

cc: [N






December 8, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: [N

I
Shirley, MA 01464

FCCIC File Number: 1283893
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 31, 2016

Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications
Commission by [{S S ccarding his XFINITY service.

On November 2, 2016, I spoke with [{S S rcgarding the above referenced concerns.. Due to the
age of the prior account, there were no records retained pertaining to any ongoing service issues. A credit
in the amount of $106.34 was applied to the account on November 1, 2016 for the prior account balance.
The credit appeared on the next billing statement, which was issued on November 1, 2016. Internet
service was installed at the above referenced location on November 2, 2016. I apologized for any
inconvenience and overall experience while attempting to resolve this matter.

I trust this letter provides your office with information required for resolution in this matter. I am
providing a copy of this letter, which includes my contact information, to [{SjJ (S should there be

additional questions or concerns.

Sincerely,

Janice Falzone
Greater Boston Region
Executive Customer Relations

cc: N



November 3, 2016

Wendy Chambers, Deputy Division Chief
Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street, SW, 5-A847

Washington, DC 20554

Re: (DS - Scrve ticket: 1283920

Dear Ms. Chambers,

Thank you for forwarding the complaint of{SjJ Sl to our attention. Please accept this letter as Bright
House Networks’ (BHN) reply to that inquiry. BHN is now part of Charter Communications, Inc.

BHN contacted (Sl 2nd. after reviewing the account, advised him that the charges were valid. i}
Il declined our offer to send a repair team when he reported the service issue. We have his sigtfed
installation order on file, and [{SJ{SIll 2cknowledged the charges for the installation of additional
outlets. The balance reflects the charges for services rendered and work performed. [ did not
make a payment on his account, and he was subsequently disconnected for non-payment. (SIS
may contact Customer Care at 855-222-0102 with any further concerns.

Please feel free to contact us with any questions or concerns.
Sincerely,

Jennifer L Parkhurst
Specialist- CCED
Bright House Networks

Kenneth City, FL 33709






November 16, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
Consumer Services Division

445 12th Street, S.W.

Washington, D.C. 20554

Re: [N
Loveland, OH 45140

FCC IC File Number: 1284034
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 25, 2016

To the Commission:

This letter is in response to the above-referenced complaint submitted to the Commission by [{§ji}

B P!casc be advised that (S S is not 2 Comcast customer, and this g@nplaint

does not raise any redressable issues concerning XFINITY Internet service or Comcast’s application of its
usage-based billing policy.

In certain markets, Comcast has implemented a usage-based billing approach that relieves users who use
less Internet data from paying the same price as heavier end users, while enabling those heavier end users
to continue using as much data as they want without being subjected to a hard cap. In the markets where
we have implemented a usage-based approach, the standard XFINITY Internet data plan is set at 1 TB.
Our typical XFINITY Internet customer uses only 60 GB or 6 percent of 1 TB per month. Those very
few customers who wish to use more than 1 TB per month are provided additional buckets of 50 GB for
$10 each, with total overage charges capped at $200 per month, or if they prefer to avoid unexpected
overages, they can sign up for an unlimited data plan for an additional $50 per month. This pro-consumer
policy helps to ensure that Comcast’s customers are treated fairly, such that those customers who choose
to use more Internet data can pay more to do so, and those customers who choose to use less, pay less.

I trust this letter provides your office with the information required in this matter. Please contact us
directly if you have any questions or require additional information.

Sincerely,

Customer Security Assurance
720-616-7739

cc:



December 7, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: G
Doraville, Georgia 30340

FCCIC File Number: 1284055
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 25, 2016

Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications
Commission by ([ S rcgarding her claim of unauthorized charges on her XFINITY account.

We initiated an investigation into her claim. I attempted to contact [{SjSJJilj scveral times to discuss all
concerns. While my attempts were unsuccessful, our records indicate [[SjJ{SJJiill activated service on
September 30, 2016, and currently subscribes to a 12-month bundled rate including Digital Starter Double
Play service at a rate of $99.99 monthly. To clarify, the bundled rate includes the BLAST! High-Speed
Internet with speeds of up to 75 mbps. The promotion was activated September 30, 2016, and expires
September 30, 2017. Pricing does not include equipment charges, taxes, or fees. At the conclusion,
regular retail rates will apply.

Comcast’s records indicate [ {SJl| received an order confirmation via e-mail on September 23, 2016,
and again on September 30, 2016, confirming the services as subscribed. In addition, [ (S made
contact with customer service on September 30, 2016, and received an explanation of the current
promotion. The offer originally suggested is unavailable, and therefore the requested changes were not
made. [ was unable to reach Sl to further discuss resolution to this matter.

I trust this letter provides your office with information required for resolution in this matter. I am
providing a copy of this letter, which includes my contact information, to [{SJJ{SJJlj should there be
additional questions or concerns.

Sincerely,

James G.

Executive Customer Relations
(256) 922-6535

cc: M



D Level(a)

Connecting and Protecting
the Networked World™

Diane L. Peters

Senior Regulatory Affairs Manager

200 Meridian Centre Boulevard, Suite 130
Rochester, NY 14618

TEL:  (585) 255-1425
Diane.Peters@Level3.com

December 2, 2016

I
Plano, TX 75093

Re: [N
I 1284072

Dear [N

This letter acknowledges receipt by Level 3 Communications, LLC of correspondence forwarded to the
Federal Communications Commission (FCC). The FCC has directed us to investigate your concerns
under its informal complaint process.

Your individual file number is specified in the reference block above. You should reference this number
if you contact the FCC about your complaint.

We have investigated the situation you describe. In line with Section 1.717 of the FCC’s rules and
regulations our written investigation report is included with this letter.

Sincerely,

Duvane. oL (022

Diane L. Peters

Enclosure



Carrier:
Complainant:
Serve Ticket No.:

Date of Response:

Nature of Complaint:

Response:

RESPONSE TO FCC INFORMAL COMPLAINT

Level 3 Communications, LLC

EIC.
1284072

December 2, 2016

DI contacted the Federal Communications Commission concerning
disconnection for nonpayment on Level 3 Communications Billing Account
477535.

Our investigation determined that Level 3 Communications, LLC provided
Internet service to

Delhi, NY, under the terms of a Service Order signed by the customer on June 9,
2015. The initial billing date was October 19, 2015.

Per Section 4 of the Service Order:

“Customer places this Customer Order by signing (including electronic or digital
signature) or otherwise acknowledging (in a manner acceptable to Level 3) this
document and returning it to Level 3. The Service identified in this Customer
Order shall be governed by and subject to the Master Service Agreement(s) and
Service Schedule(s) (if any) between Level 3 and Customer (or its affiliate if
expressly provided for under such affiliate Master Service Agreement) applicable
to such Service. If Customer has not executed a Master Services Agreement with
Level 3 but has executed a services agreement with an affiliate of Level 3
"Affiliate Agreement"), then the terms of the most recent such Affiliate
Agreement shall apply to the Service herein (to the extent not inconsistent with
this Customer Order) provided that in such cases, the current standard Level 3
Service Schedule applicable to the Services shall apply. In the event that Level 3
and Customer have not executed a Master Service Agreement and/or applicable
Service Schedule(s) with respect to such Service and have not executed an
Affiliate Agreement, then Level 3's standard Master Service Agreement/Service
Schedule(s) (as of the date of this Customer Order) shall govern, a copy of which
are available upon request.”

Per Section 4 of the standard Master Service Agreement:

“If (1) Customer fails to pay Level 3 any undisputed charges when due and such
failure continues for 5 business days after written notice from Level 3 or (ii)
either party fails to observe any other material term of this Agreement and such
failure continues for 30 days after written notice from the other party, then the
non-defaulting party may terminate this Agreement or any Order, in whole or in
part, and subject to the limitations of this Agreement, pursue any remedies it may
have at law or in equity. /f Customer cancels or terminates Service for
convenience or Level 3 terminates Service for cause, Customer will pay Level 3 a



Preparer:

termination charge equal to the sum of: (A) if prior to delivery of a Connection
Notice, (i) for “off-net” Service, third party termination charges for the cancelled
Service; (ii) for “on-net” Service, 1 month’s monthly recurring charges for the
cancelled Service; (iii) the non-recurring charges for the cancelled Service; and
(iv) Level 3’s out of pocket costs (if any) incurred in constructing facilities
necessary for Service delivery or (B) following delivery of a Connection Notice,
(i) all unpaid amounts for Service actually provided, (ii) 100% of the remaining
monthly recurring charges (if any) for months 1-12 of the Service Term, (iii)
50% of the remaining monthly recurring charges for month 13 through the end of
the Service Term; and (iv) to the extent not recovered by the foregoing, any
termination liability payable to third parties by Level 3 resulting from the
termination and any out of pocket costs incurred in constructing facilities to the
extent such construction was undertaken to provide the Services.

It may be seen in the attached aging that a partial payment was made on May 27,
2016, leaving a balance due. No further payments were received, so Level 3 sent
the attached disconnection notice to the customer on August 5, 2016.

Ms. Koch of Level 3 contacted ({5 i by phone on August 17,
2016, to discuss the need for payment on Billing Account 477535. (SIS

advised that she would submit payment that day through Level 3’s online portal.
No payment was received. The account was suspended on August 24, 2016.

The End Billing Date was August 31, 2016. Early Termination Liability charges
of $10,428.61 were applied to the account on September 6, 2016. Payment was
received on September 14, 2016, but at this point the process was too far
advanced to restore service. As explained to [ S once an account is
permanently disconnected, the service can only be reactivated by initiating a new
agreement.

A credit of $846.76 was applied to the account on the final October 1, 2016
invoice to cover charges billed on the September 1, 2016 invoice. Although the
billing reflected an August 31, 2016 termination date, for internal reasons the
physical disconnection was delayed until October 21, 2016.

Level 3’s legal team is discussing the matter directly with [S S lcgal
counsel and hopes to reach a resolution.

Diane L. Peters

Sr. Manager Regulatory Affairs
Level 3 Communications, LLC
(585) 255-1425
diane.peters@level3.com




Document No. DID-0000329064

Customer Information and Contract Specifications

Customer Name: N

Service Order

Service Address Description Order Term Qty Unit MRC| UnitNRC| Total MRC| Total NRC
Type (Months)
40236 STATE Internet Access - 1.5 Mbps New 36 1 $210.00 $0.00 $210.00 $0.00

HIGHWAY 10, DELHI,
NY 13753 USA

- Primary DNS (up to 10)

- Secondary DNS (up to 50)
Internet Transport 1 $543.77 $0.00 $543.77 $0.00
Site Readiness 1 $0.00 $0.00 $0.00 $0.00

- Transport = T-1

- Standard Delivery - To the MPoE
(Customer Provided)

Subtotal $753.77 $0.00

Totals $753.77 $0.00

Additional charges may be assessed and billing may otherwise commence if Customer causes a delay in installation or if
wiring is required between the service address and the network demarcation point.

Terms and Conditions Governing This Order
1. This confidential Customer Order may not be disclosed to third parties and is non-binding until accepted by Level 3 as
set forth in section 4.

2. Pricing is generally valid for 90 calendar days from the date indicated unless a different time period is otherwise
specified herein. Prior to installation Level 3 may give written notice to Customer (which may be via e-mail) of price
increases due to price changes by off-net suppliers. Customer has 2 business days following such notice to terminate this
Customer Order (without liability) otherwise Customer is deemed to accept the increase. Services may be provided by
Level 3 or its affiliates. If any aspect of the Services set forth herein is to be provided internationally, a Local Country
Agreement may be required.

3. If a generic demarcation point (such as a street address) is provided, the demarcation point for on net services shall be
Level 3's Minimum Point of Entry (MPOE) at such location (as determined by Level 3) and off-net demarcation points shall
be the off-net vendor's MPOE. If this Customer Order identifies aspects of services which are procured by Customer
directly from third parties, Level 3 is not liable for such services.

4. Customer places this Customer Order by signing (including electronic or digital signature) or otherwise acknowledging
(in @ manner acceptable to Level 3) this document and returning it to Level 3. The Service identified in this Customer
Order shall be governed by and subject to the Master Service Agreement(s) and Service Schedule(s) (if any) between
Level 3 and Customer (or its affiliate if expressly provided for under such affiliate Master Service Agreement) applicable to
such Service. If Customer has not executed a Master Services Agreement with Level 3 but has executed a services
agreement with an affiliate of Level 3 ("Affiliate Agreement"), then the terms of the most recent such Affiliate Agreement
shall apply to the Service herein (to the extent not inconsistent with this Customer Order) provided that in such cases, the
current standard Level 3 Service Schedule applicable to the Services shall apply. In the event that Level 3 and Customer
have not executed a Master Service Agreement and/or applicable Service Schedule(s) with respect to such Service and
have not executed an Affiliate Agreement, then Level 3's standard Master Service Agreement/Service Schedule(s) (as of
the date of this Customer Order) shall govern, a copy of which are available upon request. Notwithstanding anything in
any Affiliate Agreement to the contrary, Level 3's acceptance of this Order will be evidenced by (and this Order will be
binding on both parties upon) the earlier of Level 3's written delivery of a Customer Commit Date (“CCD”) (i.e. the
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Document No. DID-0000329064

projected installation date) or Level 3's delivery of the requested Service. If the Order is to renew or modify the Services,
Level 3's acceptance will be evidenced by its implementation of the renewal or modify rates or other changes set forth
herein.

5. Neither party shall be liable for any damages for lost profits, lost revenues, loss of goodwill, loss of anticipated savings,
loss of data or cost of purchasing replacement service, or any indirect, incidental, special, consequential, exemplary or
punitive damages arising out of the performance or failure to perform under this Customer Order. Customer's sole
remedies for any outages, failures to deliver or defects in Service are contained in the service levels applicable to the
affected Service.

6. All transport services ordered from Level 3 will be treated as interstate for regulatory purposes. Customer may certify
transport service as being intrastate (for regulatory purposes only) in a format as required by Level 3, but only where the
transport services are sold on a stand-alone basis, the end points for the service are located in the same state and neither
end point is a Level 3 provided IP port ("Intrastate Services"). Where Customer requests that services be designated as
Intrastate Services, Customer certifies to Level 3 that not more than 10% of Customer's traffic utilizing the Intrastate
Services will be originated or terminated outside of the state in which the Intrastate Services are provided. Such election
will apply prospectively only, and will apply to all Intrastate Services stated in this Customer Order.

7. Charges for certain Services are subject to (a) a property tax surcharge of 4.25% and (b) a cost recovery fee of 3% per
month to reimburse Level 3 for various governmental taxes and surcharges. Such charges are subject to change by Level
3 and shall be applied regardless of whether Customer has delivered a valid tax exemption certificate. For additional
details on taxes and surcharges that are assessed, visit www.level3.com/taxes.

8. Customer will pay Level 3's standard: (i) expedite charges (added to the NRC) if Customer requests a delivery date
inside Level 3's standard interval duration (which will be provided by Level 3 upon request and is currently available at
https://MyLevel3.net ) and (ii) ancillary charges for additional activities, features or options as set forth in Level 3's
ancillary charge summary, a copy of which is available upon request. If Level 3 cannot complete installation due to
Customer delay or inaction, Level 3 may begin charging Customer for the Service and Customer shall pay such charges
which will appear on Customer’s first invoice following the Service Commencement Date.

9. For colocation, data center and/or hosting services, pre-arranged escorted access may be required at certain locations,
and cross connect services are subject to whether facilities are available at the particular location to complete the
connection.

Additional Order Terms
As used herein, “Level 3” includes Level 3’s affiliates, including but not limited to tw telecom holdings, lic (“TWTC”), where
such affiliates are providing the Services identified in the Order.

Invoices

Single prices shown above for bundled Services, or for Services provided at multiple locations, will be allocated among
the individual services for the purpose of applying Taxes and regulatory fees and also may be divided on the Customer’s
invoice by location served.

Activation Support

If requested by Customer, and for an additional charge (see the then prevailing Time and Materials rates posted at
www.twtelecom.com), assistance with activating and/or configuring equipment on Customer’s side of the Demarcation
Point may be provided (“Activation Support”).

CPNI Disclosure Authorization

By placing this order through a third-party sales organization participating in an applicable Channel Sales program
(“Authorized Sales Rep”), Customer authorizes and directs Level 3 to disclose to the Authorized Sales Rep, through which
Customer has ordered services, confidential information about Customer’s services including, without limitation, all
Customer Proprietary Network Information (“CPNI”), as defined under federal law in in 47 U.S.C. 222 (as amended), the
regulations at 47 C.F.R. 64.2001 et seq. (as amended), and all state regulations addressing CPNI and/or confidentiality of
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Document No. DID-0000329064

customer information. Customer waives all claims of any kind against Level 3 arising from or related to the disclosure of
CPNI or other confidential information to the Authorized Sales Rep.

Equipment Recovery

Upon termination of a Service for any reason, Level 3 or its representative will contact Customer to schedule a mutually
acceptable time and date for retrieval of Level 3 Equipment located on Customer's premises. Alternatively, Level 3 may
request that Customer package Level 3 Equipment and return it, at Level 3's cost, to a location identified by Level 3. If
Customer does not provide Level 3 with access to its premises to allow Level 3 to recover the Level 3 Equipment within
thirty (30) days following Level 3's contact, or if Customer does not ship the Level 3 Equipment to Level 3 within the thirty
(30) days, then Level 3 may charge Customer and Customer shall pay for the replacement cost of such Equipment.

Signature Block

Signature:
Name:  [EREEHEE
Title: Partner

Customer and the individual signing above represent that such individual has the authority to bind Customer to this
Agreement.

Service Order Confidential Page 3 of 3



MASTER SERVICE AGREEMENT

This Agreement contains the general terms and conditions applicable to purchases of services (“Services”) from Level 3.

1. Service Delivery. Requests for Services will be on Level 3 orders (“Orders”) stating the pricing and term (“Service Term”) for which Services are
requested. The Service will continue on a month to month basis at the expiration of the Service Term at Level 3's then current rates. Level 3 will notify
Customer electronically or in writing (a) of acceptance of the Customer Order by delivering the date by which Level 3 will install Service (the “Customer
Commit Date”) and (b) when Service is installed (a “Connection Notice”), at which time billing will commence (“Service Commencement Date”). Unless
Customer notifies Level 3 within 3 days of the Service Commencement Date that Service is not working properly, the Service will be deemed accepted and
billing will commence on the Service Commencement Date. If Level 3 cannot complete installation due to Customer delay or inaction, Level 3 may begin
charging Customer for the Service and Customer shall pay such charges which will appear on Customer’s first invoice following the Service Commencement
Date. Customer will at its expense timely provide suitable access to non-Level 3 facilities and power for the installation, maintenance, upgrade and/or
removal of Level 3 network and equipment. If third party local access services are obtained by or for Customer, Customer will cooperate with Level 3 by
providing: (i) information (including firm order commitments (FOC)) to enable cross-connects to Level 3 Service(s), (ii) necessary authorizations and other
information respecting circuit grooming, and (iii) written third party disconnection FOCs where a related Service is disconnected. Title to all equipment and
software provided by Level 3 remains with Level 3. Level 3’'s then current Acceptable Use and Privacy Policies (available at www.level3.com) apply to
Customer’s use of Service.

2. Charges. Invoices are delivered monthly and due 30 days after the invoice date. Fixed charges are billed in advance and usage-based charges are billed
in arrears, partial months being prorated. Level 3’s standard charges apply to moves, adds or changes agreed to by Level 3.  Past due amounts bear
interest at the lesser of 1.5% per month or the highest rate allowed by law. Customer agrees to pay all Service charges, even if incurred as the result of
unauthorized use. If Customer disputes an invoice, Customer will pay the undisputed amount by the due date and submit written notice of the disputed
amount detailing the nature of the dispute and the invoices disputed. Disputes must be submitted within 90 days of the date of the invoice or the right to
dispute is waived. If a dispute is resolved against Customer, Customer will pay the disputed amounts plus interest from the due date within 30 days. Level 3
may require a security deposit of up to 2 months estimated charges as a condition to accepting an order or, for a) usage-based Services at any time; or b)
non-usage based Service if Customer fails to timely pay Level 3 hereunder or Level 3 reasonably determines that Customer has had an adverse change in
financial condition. If any change in applicable law or regulation affects the delivery of Service, Level 3 may pass any increased costs through to Customer
and Customer may terminate the affected Service without termination liability by delivering written notice to Level 3 within 30 days.

3. Taxes and Tax Like Fees. Except for Level 3's net income tax, Customer is responsible for all taxes, fees, surcharges, license fees, foreign withholding
(which will be grossed up) and other tax like charges imposed on or incident to the provision, sale or use of Service (whether imposed on Level 3 or its
affiliates). Level 3 may recover taxes, fees, and certain costs of administering the same through a percentage surcharge(s) on the Services. Valid exemption
certificates will be given prospective effect upon receipt by Level 3.

4. Termination. If (i) Customer fails to pay Level 3 any undisputed charges when due and such failure continues for 5 business days after written notice
from Level 3 or (ii) either party fails to observe any other material term of this Agreement and such failure continues for 30 days after written notice from the
other party, then the non-defaulting party may terminate this Agreement or any Order, in whole or in part, and subject to the limitations of this Agreement,
pursue any remedies it may have at law or in equity. If Customer cancels or terminates Service for convenience or Level 3 terminates Service for cause,
Customer will pay Level 3 a termination charge equal to the sum of: (A) if prior to delivery of a Connection Notice, (i) for “off-net” Service, third party
termination charges for the cancelled Service; (i) for “on-net” Service, 1 month’s monthly recurring charges for the cancelled Service; (iii) the non-recurring
charges for the cancelled Service; and (iv) Level 3's out of pocket costs (if any) incurred in constructing facilities necessary for Service delivery or (B)
following delivery of a Connection Notice, (i) all unpaid amounts for Service actually provided; (ii) 100% of the remaining monthly recurring charges (if any) for
months 1-12 of the Service Term; (iii) 50% of the remaining monthly recurring charges for month 13 through the end of the Service Term; and (iv) to the
extent not recovered by the foregoing, any termination liability payable to third parties by Level 3 resulting from the termination and any out of pocket costs
incurred in constructing facilities to the extent such construction was undertaken to provide the Services. In lieu of installation Service Level credits, if
installation of Service is delayed by more than 30 business days beyond the Customer Commit Date, Customer may terminate the affected Service without
liability upon written notice to Level 3, provided (i) such notice is delivered prior to delivery of a Connection Notice for the affected Service and (ii) this right
shall not apply where Level 3 is constructing facilities.

5. LIABILITY LIMITATIONS. NEITHER PARTY WILL BE LIABLE FOR ANY DAMAGES FOR LOST PROFITS, LOST REVENUES, LOSS OF
GOODWILL, LOSS OF ANTICIPATED SAVINGS, LOSS OF DATA, THE COST OF PURCHASING REPLACEMENT SERVICES, OR ANY INDIRECT,
INCIDENTAL, SPECIAL, CONSEQUENTIAL, EXEMPLARY OR PUNITIVE DAMAGES IN ANY WAY RELATED TO THIS AGREEMENT OR ANY ORDER.
LEVEL 3 WILL HAVE NO LIABILITY FOR ANY CLAIMS RELATING TO 911 OR OTHER EMERGENCY REFERRAL CALLS. LEVEL 3 MAKES NO
WARRANTIES OR REPRESENTATIONS RESPECTING THE SERVICE, EXPRESS OR IMPLIED, INCLUDING BUT NOT LIMITED TO ANY
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE.

6. Service Levels. The Service level commitments (“Service Levels”) for Services are stated in the applicable Service Schedules for each Service.
Maintenance of the Service may, but ordinarily will not, result in limited Service interruptions. Periods of force majeure and maintenance are “Excused
Outages”. If Level 3 does not meet a Service Level (based on Level 3’s records) applicable service credits will be issued upon Customer’s request to Level 3
Customer Service. Credits must be requested within 60 days after the event giving rise to the credit. Customer's sole remedies for any outages, failures to
deliver or defects in Service are contained in the Service Levels (if any).

7. Assignment. Customer may not assign its rights or obligations under this Agreement or any Order without the prior written consent of Level 3, not to be
unreasonably withheld. Customer may not resell Service provided pursuant to this Agreement but Customer may use such Service in the normal course of its
business. Customer will indemnify and defend Level 3, its affiliates and their agents against any claims arising from or related to Customer’s use of the
Service. Nothing in this Agreement, express or implied, confers upon any third party any right, benefit or remedy under this Agreement.

8. Miscellaneous. The terms of this Agreement and all information of a confidential nature acquired in performing this Agreement is confidential and shall
not be disclosed to third parties. Notices will be made in writing to the address below. If no Customer address is provided below, Level 3 may provide notices
under this Agreement to any address identified in an Order. Services may be provided by Level 3 or its affiliates and Level 3 may use third parties to provide
Services. This Agreement is the entire agreement between the parties respecting the subject matter hereof and can only be modified in a writing signed by
both parties. Neither party will be liable, nor will any remedy provided by this Agreement be available, for any failure to perform due to causes beyond such
party’s reasonable control. If either party fails to enforce any right or remedy under this Agreement, such failure will not waive the right or remedy. This
Agreement will be governed by and construed in accordance with the laws of the State of New York, without regard to its conflict of laws provisions. Each
party shall comply with all applicable laws, rules and regulations associated respectively with Level 3's delivery or Customer’s use of the Services under the
Agreement. With respect to Services provided in Latin America, Customer agrees that it (or its local affiliate) will enter into a separate local country
addendum/agreement (as approved by local authorities) (“LCA”) with the respective Level 3 affiliate which provides the local Service(s), and such Level 3
affiliate will invoice the Customer (or its local affiliate) party to the LCA for the respective local Service(s).
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Date: August 5, 2016

PLANO, TX 75093

IFYOU HAVE ALREADY MADE FULL PAYMENT, THANK YOU AND PLEASE
DISREGARD THIS NOTICE.

Dear Sir or Madam:

This notice is being provided by Level 3 Communications, LLC. Our records indicate
that there isatota past due amount of $2,485.92 on your account. This balanceis net of
disputestotaling $. As avaued customer, your business is appreciated and we want you
to continue to enjoy our services. Therefore, to avoid disconnection of your services, full
payment or payment arrangements satisfactory to us must be received by 5:00 p.m.
Mountain Standard Time, August 19, 2016.

If you have any questions, please contact Mera Koch at (636) 625-7037.

Please remit payment via overnight mail to:
WEells Fargo L ockbox
1700 Lincoln Street
Lower Level Three
Denver, CO 80274

Be sure to include your account number, (477535-TW) and invoice numbers on your
check to ensure proper handling.

Your prompt attention to this matter is appreciated and will prevent service interruption.
Thank you for your continued business.

Sincerely,

Level 3 Communications
MeraKoch

Collections Specialist I
(636) 625-7037
MeraKoch@level3.com



Invoice #

47229351
46483083
45783641
45126566
44392643
43787882
43198767
42630532
41954000
9344286

8963352

8771006

Invoice Date

10/1/2016
9/1/2016
8/1/2016
7/1/2016
6/1/2016
5/1/2016
4/1/2016
3/1/2016
2/1/2016
1/1/2016

12/1/2015

11/1/2015

Due Date

10/31/2016
10/1/2016
8/31/2016
7/31/2016

7/1/2016
5/31/2016
5/1/2016
3/31/2016
3/2/2016
1/31/2016

12/31/2015

12/1/2015

Prev. Bal

4181.68
3298.2
2461.38
1636.74
2449.02
1624.56
1624.56
1566.02
3168.76
2390.47
1636.7
0

Account 477535 - IP Living (INDIRECT)

Late

Payment Payment Credits/A AmtPast Current Payment Total Amt

Rec'd Date dj Due Charges Charge Due

9/14/16,

-4132.6  9/30/16 -846.76  -797.68 10497.96 0 9700.28
0 0 3298.2 846.76 36.72 4181.68
0 0 2461.38 812.28 24.54 3298.2
0 0 1636.74 812.28 12.36  2461.38
-1624.56 5/27/2016 0 824.46 812.28 0 1636.74
0 0 1624.56 812.28 12.18 2449.02
-812.28 3/2/2016 0 812.28 812.28 0 1624.56
-753.74 2/3/2016 0 812.28 812.28 0 1624.56
-2390.47 1/15/2016 0 778.29 812.28 -24.55 1566.02
0 0 2390.47 753.77 2455 3168.79
0 1636.7 753.77 0 2390.47
0 0 0 1636.70 0 1636.70



November 14, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: [N
1 [
Crown Point, IN 46307

FCCIC File Number: 1284080
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: November 2, 2016

Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications
Commission by (S S rcgarding XFINITY service.

On November 9, 2016 I spoke with [{SJJS§jJiil] and explained our records confirm the installation fees
assessed were chargeable. As a courtesy, on November 9, 2016 I applied $100.00 for the installation fees
and informed [{S{SJll the credits will appear on the billing statement to be issued on November 12,
2016. I apologize for any inconvenience and overall experience while attempting to resolve this matter.

I trust this letter provides your office with information required for resolution in this matter. I am
providing a copy of this letter, which includes my contact information, to [{S) (S should there be
additional questions or concerns.

Sincerely,

Tiffany H.

Executive Care Specialist
888-736-6711 Ext. 1351097

cc: N



December 2, 2016

SUBMITTED VIA FCC WEB PORTAL

Ms. Sharon Bowers, Chief

Consumer Inquiries and Complaints Division
FCC — Consumer & Governmental Affairs Bureau
445 12 Street SW

Washington, DC 20554

RE: [

Serve Ticket # 1284082

Dear Ms. Bowers:

Time Warner Cable (“TWC”) hereby submits its response in the above-referenced matter. Please note that
TWC is now part of Charter Communications, Inc.

A representative contacted [[SJJ{SJl] 2nd advised him that his promotion expired. As a result, our
standard rates applied. The representative applied a new twelve-month promotion to the customer’s
account that lowered his monthly billing rate. Standard rates will apply once this promotion expires. [{§jJ]
Il may contact Customer Care at 888-892-2253 with any further concerns. (6)

We regret any inconvenience [{SJiSJJl] may have experienced. Please do not hesitate to contact us if you
have any questions.

Respectfully submitted,
/s/

Jamie Boggio

Paralegal, Regulatory

Harlingen, TX 78552-2007



November 11, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: [N

Albuquerque, NM 87114

FCC IC File Number: 1284196
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 25, 2016

Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications
Commission by [ rcgarding XFINITY service.

On November 10, 2016, I contacted [ (S via c-mail to discuss all billing concerns and provided
an explanation about the monthly rate. It was explained to [ (S that Comcast was not charging
the associated taxes correctly in certain jurisdictions. We have now corrected this and the charges are
correct going forward. The taxing jurisdiction sets the tax rates for residents and businesses located within
its boundaries. These taxes can vary from jurisdiction to jurisdiction. Comcast applies the tax that has
been approved and mandated by the jurisdiction and passes it through to our customers. We extend our
apologies to (S} S for any inconvenience and overall experience while attempting to resolve this
matter.

I trust this letter provides your office with information required for resolution in this matter. I am
providing a copy of this letter, which includes my contact information, to [{SJJ{SjJilj should there be
additional questions or concerns.

Sincerely,

Liz V.

Comcast | Executive Customer Relations
1-888-966-7794 Ext. 3025518

cc: N



November 17, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: [N
L |
Redwood City, CA 94061

FCC IC File Number: 1284234
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 25, 2016

Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications
Commission by (SIS 2 authorized user on SIS s account, regarding XFINITY
service.

On October 31, 2016, I spoke with S S 2nd provided an explanation regarding the current and
previous internet speed tiers. On October 19, 2016, (SIS 2grced to our XFINITY Performance 25
internet only package. He was quoted a download speed of 10 Megabytes per second, however the correct
download speedis 10 Megabits per second. On October 23, 2016, (S S called and spoke with our
Loyalty Department at which time they upgraded (S Sl to our Performance Pro internet speed tier
with a hardwired download speed of up to 75 Megabits per second. They applied a credit in the amount of
$89.99 to NS s 2ccount to waive the install fees on October 23, 2016. On October 31, 2016, 1
applied a $49.99 courtesy credit on S S 's 2ccount. Both credits will reflect on the November 23,
2016 billing statement.

I apologized for any inconvenience and overall experience while attempting to resolve this matter.

I trust this letter provides your office with information required for resolution in this matter. I am
providing a copy of this letter, which includes my contact mformation, to [{SJJ{SHIl should there be
additional questions or concerns.

Sincerely,

Fabian R.

Executive Customer Relations
(888) 966-7794 Ext. 3025549

ce: MM



November 28, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
Consumer Services Division

445 12th Street, S.W.

Washington, D.C. 20554

Re: [N
Dillsburg, PA 17019

FCC IC File Number: 1284276
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 25, 2016

To the Commission:

This letter is in response to the above-referenced complaint submitted to the Commission by [[SJJiEl

In certain markets, Comcast has implemented a usage-based billing approach that relieves users who use
less Internet data from paying the same price as heavier end users, while enabling those heavier end users
to continue using as much data as they want without being subjected to a hard cap. This pro-consumer
policy helps to ensure that Comcast’s customers are treated fairly, such that those customers who choose
to use more Internet data can pay more to do so, and those customers who choose to use less, pay less.

Effective June 1, 2016, all of the data usage thresholds in the markets where we have implemented data
usage plans were increased from 300 GB to 1 TB. Our typical XFINITY Internet customer uses only 60
GB or 6 percent of 1 TB per month. Those very few customers who wish to use more than 1 TB per
month will be provided additional buckets of 50 GB for $10 each, with total overage charges capped at
$200 per month, or if they prefer to avoid unexpected overages, they can sign up for an unlimited data
plan for an additional $50 per month. Under this policy, which is described in detail online, customers are
given two courtesy months during which they will not be billed for exceeding their data usage threshold.
If the threshold is exceeded a third time, no further courtesy months will be provided.

When the data usage plan was implemented, affected customers were notified of the change via U.S.P.S.
mail and/or email approximately one month prior to its implementation and a reminder email was sent the
day of launch. New customers receive a link to the data usage policy via email during the first week of
their XFINITY Internet service. The policy and frequently asked questions are available for review
online.? Comcast also provides customers with the following methods of data tracking and notification:

e Anindividualized data usage meter for every XFINITY Internet account is available online upon
log in.?

! http://customer.comcast.com/help-and-support/internet/data-usage-plans-expansion
2 http://customer.comcast.com/help-and-support/internet/data-usage-plans-expansion
3 https://customer.comcast.com/secure/usagemeterdetail.aspx




e Automatic notification will be sent to customers who have reached 90, 100, 110 and 125 percent
of their data usage allotment.

Please be advised that Comcast has not implemented the XFINITY Terabyte Internet Data Usage Plan
in [N’ s arca. A list of locations that have this plan is available on our website.*

A Comcast Customer Security Assurance Technician attempted to contact (Sl to advise him of the
aforementioned information and address any other concerns. Unfortunately, the attempt was
unsuccessful. The technician left a message with his direct contact information should [ (Sl have

further questions regarding this matter.

I trust this letter provides your office with the information required in this matter. I am providing a copy
of this letter to [{SJ{SJI so We can be contacted with any further questions or concerns.

Sincerely,

Customer Security Assurance
720-616-7739

cc: [N

4 https://dataplan xfinity.com/fag/













November 16, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
Consumer Services Division

445 12th Street, S.W.

Washington, D.C. 20554

Re: [N
Peoria, IL, 61614

FCC IC File Number: 1284315
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 25, 2016

To the Commission:

This letter is in response to the above-referenced complaint submitted to the Commission by (S} SN
I

In certain markets, Comcast has implemented a usage-based billing approach that relieves users who use
less Internet data from paying the same price as heavier end users, while enabling those heavier end users
to continue using as much data as they want without being subjected to a hard cap. This pro-consumer
policy helps to ensure that Comcast’s customers are treated fairly, such that those customers who choose
to use more Internet data can pay more to do so, and those customers who choose to use less, pay less.

Effective August 1, 2016, Comcast implemented a data usage plan that establishes a usage threshold of 1
TB per month for all of its residential XFINITY Internet customers in [{SJ{SHI s arca. Our typical
XFINITY Internet customer uses only 60 GB or 6 percent of 1 TB per month. Those very few customers
who wish to use more than 1 TB per month will be provided additional buckets of 50 GB for $10 each,
with total overage charges capped at $200 per month, or if they prefer to avoid unexpected overages, they
can sign up for an unlimited data plan for an additional $50 per month. Under this policy, which is
described in detail online, customers are given two courtesy months during which they will not be billed
for exceeding their data usage threshold.! If the threshold is exceeded a third time, no further courtesy
months will be provided.

Affected customers were notified of the data usage plan policy via U.S.P.S. mail and/or email

approximately one month prior to its implementation and a reminder email was sent on the day of launch.
New customers receive a link to the data usage policy via email during the first week of their XFINITY

! http://customer.comcast.com/help-and-support/internet/data-usage-plans-expansion




Internet service. The policy and frequently asked questions are available for review online.? Comcast also
provides customers with the following methods of data tracking and notification:

e Anindividualized data usage meter for every XFINITY Internet account is available online upon
log in.?

e Automatic notification will be sent to customers who have reached 90, 100, 110 and 125 percent
of their data usage allotment.

I trust this letter provides your office with the information required in this matter. I am providing a copy
of this letter to [{S)J S so We can be contacted with any further questions or concerns.

Sincerely,

Customer Security Assurance
720-616-7739

cc: N

2 http://customer.comcast.com/help-and-support/internet/data-usage-plans-expansion
3 https://customer.comcast.com/secure/usagemeterdetail.aspx




December 8, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: [N
I
I
Frederick, Maryland 21702
FCC IC File Number: 1284379
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 25, 2016
Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal
Communications Commission by [{S} S 2 billing concern.

On October 27, 2016, I spoke with [{Sj S and confirmed that her rate increased due to her
Performance Internet promotional rate of $39.99 expiring on October 21, 2016. The rate rolled
over into a new promotional rate of $54.99 a month for Performance Internet Services.

As a courtesy, a credit in the amount of $120.00 was applied to the account on October 27, 2016,
for the Performance Pro Internet speed upgrade [{Sj S v 2s billed for at $10.00 a month for
twelve months. S o longer wants the internet speed upgrade. The monthly rate is
$39.99 a month, plus a $10.00 modem rental fee plus applicable taxes and fees. The credit will
appear on [[SJESI s billing statement, dated November 21, 2016. I apologized for any
inconvenience and overall experience while attempting to resolve this matter.

I trust this letter provides your office with information required for resolution in this matter. I am
providing a copy of this letter, which includes my contact information, to S (S should
there be additional questions or concerns.

Sincerely,

Darlene Pierre

Executive Customer Relations
(410) 931-5213

cc: M



November 18, 2016

Robin McCullough

Consumer Inquiries & Complaints Division
Federal Communications Commission

445 12" Street, SW, 5-A847

Washington, D.C. 20554

Re: Your reference: () (6) B Complaint ID 1284413
Dear Ms. McCullough:

We are in receipt of your letter dated October 25, 2016, regarding the informal complaint filed by Sy W<
have had the opportunity to investigate this Complaint and offer the following information.

Armstrong has provided a fast, reliable broadband experience for more than 15 years. Throughout that time,
Armstrong has annually invested millions of dollars into its network to ensure that Zoom customers continue to
experience a consistent, reliable Internet connection. Armstrong has increased the speed and enhanced the value of
Zoom many times since its inception. Additionally, Armstrong provides 24 / 7 technical support and service at no
additional charge.

Armstrong introduced data allowance plans to ensure that the Zoom experience continues to meet customer
expectations while requiring customers who use more to pay their fair share. At this time, more than ninety three
percent (93%) of Armstrong’s customers are not affected by this change. Armstrong updated its Terms/Conditions
on the company’s website on April 30,2013. It began notifying customers of the change in their May 2013 statements.
Armstrong provides a mobile app and online usage meter to help customers to monitor their usage. Customers are
also encouraged to contact our support team to better understand their usage and receive guidance on how to adjust
applications using the greatest amount of data. Since the new policy became effective, Armstrong has been
automatically crediting the first overage of every customer to ensure that all customers are well informed of the new
policy and their options to purchase additional data capacity. Our records indicate tha(jSjJiSylllilll is allotted 500
GB per month and Armstrong has credited [Sy{SHIl s account for two overages, once in August 2014 and again
in October 2015.

When the FCC enacted the Open Internet Order in 2010, Chairman Julius Genachowski openly acknowledged that it
was fair and reasonable for Internet Service Providers to establish usage limits to continue promoting investment in
the country’s broadband infrastructure as well as to ensure efficient use of existing networks. The FCC reaffirmed the
use of bandwidth caps as a reasonable bandwidth management tool in its Open Internet Order adopted on February
26, 2015. With that in mind, please note that Armstrong is not the first Internet Service Provider to establish data
usage limits. In fact, many of the largest Internet Service Providers in the country have established such limits in the
last few years and such policies are rapidly becoming industry standard.

Armstrong encourages [[SJ Sl to contact our Customer Service Center if he has any additional questions about
this program or if he has any internet issues. Thank you for your attention to this matter. Please feel free to contact
me should you have any questions or require further information.

Sincerely,

Agency Complaints Response Team

cc: [






FCC Appeals Bureau F: 281-664-5370

AT&T P: 1-800-288-2020
Room 1110.E3

308 S. Akard St. Dallas, TX 75202
Response to Notice of Informal Complaint (NOIC)

Date: 11/7/2016

Federal Communications Commission Complainant's Name: ([ G
Consumer & Government Affairs Bureau File No.: 1284450
Consumer Complaints Division Response Type: Billing

445 12th Street )

Washington, D.C. 20554 Service Date: 10/31/2016

INVESTIGATION SUMMARY:

AT&T received a notice from the Federal Communications Commission on behalf of
regarding billing concerns. AT&T records confirmed {SJJSIIll was authorized on the account
information provided.

On 11/01/2016, AT&T attempted unsuccessfully to contact (S} to acknowledge receipt of her
complaint and to confirm any additional details pertaining to her issue.

AT&T investigated and determined that the promotional offer applied to ’s U-verse account
expired on 09/11/2016 causing the price difference. AT&T’s attempts to contact between
11/01/2016 — 11/04/2016 were unsuccessful therefore voicemail messages were left to explain the
findings and requested a return call to discuss her concerns.

AT&T provided contact information should (Sl have any further questions or concerns. AT&T
regrets any inconvenience caused by this matter.

Please refer any additional questions, requests, or correspondence specific to this case to
AL1863@att.com or (317) 265-2044.

Sincerely,

Annette Lane

Manager - Office of the President
AT&T Services Inc.

Date Printed: 11/7/2016
Page: 1 of 1



November 3, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: S

] ] |
Broadview IL 60155
FCC IC File Number: 1284483
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 31, 2016
Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications Commission
by (S rccarding XFINITY service.

On November 1, 2016, I contacted [[SjJSJlll to discuss all concerns, as a courtesy I applied an adjustment towards
the account in the amount of, $120.00 to cover the EcoBill discount on October 24, 2016. The adjustment will
reflect on the November 17, 2016 bill statement. I apologized for any inconvenience and overall experience while
attempting to resolve this matter.

I trust this letter provides your office with information required for resolution in this matter. I am providing a copy
of this letter, which includes my contact information; to [[SjJjEjilild should there be additional questions or concerns.

Sincerely,
Tiffany H.

Executive Customer Relations
888-736-6711 Ext. 1351097



AT&T Mobility — Tele:866 562 6060
AT&T Office of the President ~ Fax: 214 761 4600

((

Response to Notice of Informal Complaint (NOIC)
November 08, 2016

Federal Communications Commission Complainant's Name:

Consumer & Governmental Affairs Bureau Agency's File Number: 1284521

Consumer Inquiries and Complaints Division Response Type: Other

445 12th Street Due Date: November 30, 2016

Washington, D.C. 20554 Company's File Number: CM20161101 119472606

AT&T Mobility ("AT&T") is in receipt of the above-referenced customer's complaint and appreciates the
opportunity to respond. (S S claims that she was not aware that a Transfer of Billing Responsibility was
processed and a new account was created in her name when her husband called customer service to add her as
an authorized user on his account. Because she was unaware of this new account, she ignored those bills which
led to service interruption. She is requesting for her account to be reactivated and late fees waived. As a matter
of record the account name reflects [[S SN

Research shows that [{S 'S scrvices were already restored. I spoke with [{SJ (S o» November 1,
2016 and apologized for any possible misinformation that was provided to her at the time of Transfer of Billing
Responsibility. As a one time courtesy, financial consideration was offered which was accepted byjiijjii
I s satisfied with this resolution and has my direct number if she has any addi¢&nal
questions or concerns in this matter.

Please feel free to contact me directly at 425-288-3489 if you have any additional questions or concerns in this
matter.

Respectfully,
Amrita Hogg

Manager Executive Response
AT&T



verizon’

290 W Mt Pleasant Ave.
01 Floor Room 1
Livingston, NJ USA 07039

November 29, 2016

Complaint

Sharon Wright

Acting Division Chief

Consumer Inquiries & Complaints Division
Consumer & Governmental Affairs Bureau
Federal Communications Commission

445 12th Street, S.W.

Washington DC 20554

M

lo!sw"e l! | !!01
Telephone:w
ICNumber:

Received: October 31, 2016

Dear Ms. Wright,

Thank you for referring the complaint of to our office for review. We appreciate this matter
being brought to our attention. expressed concern about being promised a credit adjustment for
a modem charge but the credit was never applied to her account.

Upon reviewing the Twitter Chat

H had with Verizon, it indicated she did not have to return the
modem and if she was billed for i, we would adjust the charges. On November 21, 2016, a credit
adjustment for the modem charge was alc)lplied to the final bill totaling $63.59 after taxes. The credit will
re *

ect on the December 19, 2016 revised final bill statement. | will receive a refund check of
the credit balance. I spoke with the customer and provided this information along with my direct number
should she have any further questions or concerns regarding this matter in the future.

We trust that this information will assist you in closing this complaint. We apologize for any inconvenience
that has experienced as a result of the above matter. Should the Federal Communications
Comimission have any questions, please contact S. Kashif using the contact information you have on file.

Sincerely,

Nyree White .
Verizon Executive Relations Team



November 24, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
Consumer Services Division

445 12th Street, S.W.

Washington, D.C. 20554

Re [N

I

Las Cruces, NM 88005

FCC IC File Number: 1284570

Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 25, 2016

To the Commission:

This letter is in response to the above-referenced complaint submitted to the Commission by [[S SN

In certain markets, Comcast has implemented a usage-based billing approach that relieves users who use
less Internet data from paying the same price as heavier end users, while enabling those heavier end users
to continue using as much data as they want without being subjected to a hard cap. This pro-consumer
policy helps to ensure that Comcast’s customers are treated fairly, such that those customers who choose
to use more Internet data can pay more to do so, and those customers who choose to use less, pay less.

On November 1, 2016, Comcast implemented a data usage plan that establishes a usage threshold of 1 TB
per month for all of its residential XFINITY Internet customers in ([} {E N s arca. Our
typical XFINITY Internet customer uses only 60 GB or 6 percent of 1 TB per month. Those very few
customers who wish to use more than 1 TB per month will be provided additional buckets of 50 GB for
$10 each, with total overage charges capped at $200 per month, or if they prefer to avoid unexpected
overages, they can sign up for an unlimited data plan for an additional $50 per month. Under this policy,
which is described in detail online, customers are given two courtesy months during which they will not
be billed for exceeding their data usage threshold.! If the threshold is exceeded a third time, no further
courtesy months will be provided.

Affected customers were notified of the data usage plan policy via U.S.P.S. mail and/or email
approximately one month prior to its scheduled implementation. New customers receive a link to the data
usage policy via email during the first week of their XFINITY Internet service. The policy and frequently
asked questions are available for review online.> Comcast also provides customers with the following
methods of data tracking and notification:

! http://customer.comcast.com/help-and-support/internet/data-usage-plans-expansion
2 http://customer.comcast.com/help-and-support/internet/data-usage-plans-expansion




e Anindividualized data usage meter for every XFINITY Internet account is available online upon
log in.?

e Automatic notification will be sent to customers who have reached 90, 100, 110 and 125 percent
of their data usage allotment.

On November 8, 2016, a Customer Service Representative spoke with (S S 2 d 2
credit in the amount of $100.00 was applied to the account on November 8, 2016 for receiving conflicting
information concerning his promotion. The credit will appear on the next billing statement, which will be
issued on December 3, 2016.

DI subscribes to the XFINITY Blast Pro internet service priced at $69.99 with a 12
month agreement effective October 24, 2016 through October 23, 2017 and after October 23, 2017
standard retail rates will apply. I apologized for any inconvenience and overall experience while
attempting to resolve this matter.

I trust this letter provides your office with the information required in this matter. I am providing a copy
of this letter to {5 so V< can be contacted with any further questions or concerns.

Sincerely,

Customer Security Assurance
720-616-7739

cc: DN

3 https://customer.comcast.com/secure/usagemeterdetail.aspx




December 8, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: [N
]
Brentwood, TN 37027

FCC IC File Number: 1284573
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 31, 2016

Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications
Commission by (S S rccarding XFINITY service.

On November 19, 2016, a Comcast Executive Customer Relations specialist spoke with [{SJ S to
confirm the equipment was changed to customer owned status in the billing system on October 26, 2016.
The modem was changed to customer owned in the warehouse system on November 19, 2016. Our
records indicate a credit in the amount of $10.00 for the modem charges and a billing adjustment of
$11.93 for the change of equipment was applied to the account on September 30, 2016. Both the credit
and the billing adjustment appeared on the next billing statement, which was dated October 22, 2016. I
apologized for any inconvenience and overall experience while attempting to resolve this matter.

I trust this letter provides your office with information required for resolution in this matter. I am
providing a copy of this letter, which includes my contact information, to (S should there be
additional questions or concerns.

Sincerely,

Rodney G.

Executive Customer Relations
615-231-7756

cc:



13820 Sunrise Valley Drive
Herndon, VA 20171

November 25, 2016

SUBMITTED VIA FCC WEB PORTAL

Ms. Sharon Bowers, Chief

Consumer Inquiries and Complaints Division
FCC — Consumer & Governmental Affairs Bureau
445 12 Street SW

Washington, DC 20554

RE: [

Serve Ticket # 1284591 (in rebuttal to Serve Ticket # 1070021)

Dear Ms. Bowers:

Time Warner Cable (“TWC”) hereby submits its rebuttal response in the above-referenced matter. Please
note that TWC is now part of Charter Communications, Inc.

Our previous response made the following statement:

Additional monthly credits will be placed on the customer’s account until December 1, 2016, when
his promotion expires in order to keep her monthly billing rate at $116.86.

We have honored this agreement. Her base monthly billing rate on the latest statement is as follows:

Bundled Services $99.99
Addtl Video Services  $28.00
TOTAL $127.99
ADJUSTMENT -$11.25
TOTAL FOR SVCS $116.74

The charges above the base rate that was agreed upon by S is for equipment, taxes, fees, and
surcharges. We are billing (S 2ccurately.

Please do not hesitate to contact us if you have any questions.

Respectfully submitted,
/s/

William C. Wesselman
Regulatory Compliance

Austin, TX 78754









Page 3 of 6 October 19, 2016

Account: 5260 16 158 0782900

Security Code: 5539

Contact Us
Visit us at twc.com/support

Or, call us at 855-70-SPECTRUM (855-707-7328)
8260 1600 NO RP 19 10202016 NNNNNYYN 01 022482 0098

Tax and Fees - This statement reflects the current taxes and fees for
your area (including sales, excise, user taxes, etc.). These taxes and fees
may change without notice.

Recovery Fee - TWC imposes surcharges to recover costs of complying
with its governmental obligations. Specifically, TWC chooses to impose
the State Cost Recovery Fee to recover the cost of TWCs Texas Margins
Tax liability.

Basic TV tier (Starter TV) -is $28.00

TV Equipment Charges (before discount and per device) - Set-Top
Box $11.75; CableCARD $2.50; Digital Adapter $3.25

Video Closed Captioning Issues - Experiencing technical issues with
closed captioning? Call 1-800-892-2253, email
closedcaption@twcable.com, or fax 1-877-430-1386. Address written
complaints to W. Wesselman, Legal, 13820 Sunrise Valley Dr., Herndon,
VA 20171, email ccissues@twcable.com, or fax 1-704-697-4935. To
follow up on a written submission only, call 1-877-276-7432.

Programming Changes - For information on any upcoming
programming changes please consult the Legal Notices published in
Austin American-Statesman on the 1st and 3rd Wednesday each month
and on twc.com.

Past Due Fee / Late Fee Reminder - A late fee will be assessed for past
due charges for service.

Authorization to Convert your Check to an Electronic Funds
Transfer Debit - If your check is returned, you expressly authorize your
bank account to be electronically debited for the amount of the check plus
any applicable fees. The use of a check for payment is your
acknowledgment and acceptance of this policy and its terms and
conditions.
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Contact Us
) 80 16 158 0782900 Visit us at twc.com/support
Account: 16158 07 Or, call us at 855-70-SPECTRUM (855-707-7328)
Security Code: 5539 8260 1600 NO RP 19 10202016 NNNNNYYN 01 022482 0098
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November 22, 2016

SUBMITTED VIA FCC WEB PORTAL

Ms. Sharon Bowers, Chief

Consumer Inquiries and Complaints Division
FCC — Consumer & Governmental Affairs Bureau
445 12 Street SW

Washington, DC 20554

RE:
Serve Ticket # 1284650

Dear Ms. Bowers:

Time Warner Cable (“TWC”) hereby submits its response in the above-referenced matter. Please note that
TWC is now part of Charter Communications, Inc.

A representative contacted S S 2nd arologized for any issues he experienced when transferring
services. Feedback was submitted to the original agents’ supervisors for additional training and coaching.
Credits for the transfer fees and prorated charges were applied to his account. SIS shou!d
contact Customer Care at 888-892-2253 with any further concerns.

We regret any inconvenience [{SJJ S M2y have experienced. Please do not hesitate to contact us
if you have any questions.

Respectfully submitted,
/s/

Jamie Boggio

Paralegal, Regulatory

Canoga Park, CA 91303



FCC Appeals Bureau F: 281-664-5370

AT&T P: 1-800-288-2020
Room 1110.E3

308 S. Akard St. Dallas, TX 75202
Response to Notice of Informal Complaint (NOIC)

Date: 11/2/2016

Federal Communications Commission Complainant's Name: ([N
Consumer & Government Affairs Bureau File No.: 1284659
Consumer Complaints Division Response Type: Internet
445 12th Street )

Washington, D.C. 20554 Service Date: 10/25/2016

INVESTIGATION SUMMARY:

AT&T received a notice from the Federal Communications Commission on behalf of Sl recarding
obtaining Internet service through the ACCESS discount broadband program. AT&T records confirmed
BEEN \vas authorized on the account information provided.

On 10/25/2016, AT&T contacted (S} to acknowledge receipt of his complaint and to confirm any
additional details pertaining to his issue.

AT&T investigated and determined that currently subscribes to Fast Access DSL Xtreme
service. On 10/25/2016, AT&T spoke with to review his account and advised him that he needs
to complete the online application for the ACCESS discount Broadband service. AT&T provided [{SEIH
with the website address and confirmed he completed the application. On 11/02/2016, AT&T spoke with
BEE ho confirmed his service through the ACCESS program is established effective 10/31/2016.

DG s issues have been addressed and AT&T provided contact information should he have any
further questions or concerns. AT&T regrets any inconvenience caused by this matter.

Please refer any additional questions, requests, or correspondence specific to this case to Scott Sims at
ss754x@att.com or (404) 541-4223.

Sincerely,

Scott Sims

Manager - Office of the President
AT&T Services Inc.

Date Printed: 11/2/2016
Page: 1 of 1






FCC Appeals Bureau F: 281-664-5370

AT&T P: 1-800-288-2020
Room 1110.E3

308 S. Akard St. Dallas, TX 75202
Response to Notice of Informal Complaint (NOIC)

Date: 11/3/2016

Federal Communications Commission Complainant's Name: ([ G
Consumer & Government Affairs Bureau File No.: 1284677
Consumer Complaints Division Response Type: Billing

445 12th Street )

Washington, D.C. 20554 Service Date: 10/25/2016

INVESTIGATION SUMMARY:

AT&T received a notice from the Federal Communications Commission on behalf of
regarding U-verse billing concerns. AT&T records confirmed (SISl was authorized on the account
information provided.

On 10/25/2016, AT&T contacted (SIS to acknowledge receipt of his complaint and to confirm any
additional details pertaining to his issue.

AT&T investigated and determined that [{SJJ S| requested disconnection of his U-verse service on
07/12/2016, however; due to error, it was not disconnected until 09/16/2016. On 10/28/2016, AT&T
contacted {SJJHI to review his account. AT&T confirmed {SJJSIIll's service is now disconnected
and an adjustment of $235.25 has been issued. AT&T explained via voicemail that the adjustment
amount is to cover the extended billing and September bill payment.

BEGE s issues have been addressed and AT&T provided contact information should he have any
further questions or concerns. AT&T regrets any inconvenience caused by this matter.

Please refer any additional questions, requests, or correspondence specific to this case to Barbara
Langhorne at bl7824@att.com or (404) 986-0870.

Sincerely,

Barbara Langhorne

Manager - Office of the President
AT&T Services Inc.

Date Printed: 11/3/2016
Page: 1 of 1






November 14, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
Consumer Services Division

445 12th Street, S.W.

Washington, D.C. 20554

Re: [N
I
Glassport, PA, 15045

FCC IC File Number: 1284714
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 25, 2016

To the Commission:

This letter is in response to the above-referenced complaint submitted to the Commission by [[Sj S

In certain markets, Comcast has implemented a usage-based billing approach that relieves users who use
less Internet data from paying the same price as heavier end users, while enabling those heavier end users
to continue using as much data as they want without being subjected to a hard cap. This pro-consumer
policy helps to ensure that Comcast’s customers are treated fairly, such that those customers who choose
to use more Internet data can pay more to do so, and those customers who choose to use less, pay less.

Effective June 1, 2016, all of the data usage thresholds in the markets where we have implemented data
usage plans were increased from 300 GB to 1 TB. Our typical XFINITY Internet customer uses only 60
GB or 6 percent of 1 TB per month. Those very few customers who wish to use more than 1 TB per
month will be provided additional buckets of 50 GB for $10 each, with total overage charges capped at
$200 per month, or if they prefer to avoid unexpected overages, they can sign up for an unlimited data
plan for an additional $50 per month. Under this policy, which is described in detail online, customers are
given two courtesy months during which they will not be billed for exceeding their data usage threshold.
If the threshold is exceeded a third time, no further courtesy months will be provided.

When the data usage plan was implemented, affected customers were notified of the change via U.S.P.S.
mail and/or email approximately one month prior to its implementation and a reminder email was sent the
day of launch. New customers receive a link to the data usage policy via email during the first week of
their XFINITY Internet service. The policy and frequently asked questions are available for review
online.? Comcast also provides customers with the following methods of data tracking and notification:

e Anindividualized data usage meter for every XFINITY Internet account is available online upon
log in.?

! http://customer.comcast.com/help-and-support/internet/data-usage-plans-expansion
2 http://customer.comcast.com/help-and-support/internet/data-usage-plans-expansion
3 https://customer.comcast.com/secure/usagemeterdetail.aspx




e Automatic notification will be sent to customers who have reached 90, 100, 110 and 125 percent
of their data usage allotment.

I trust this letter provides your office with the information required in this matter. I am providing a copy
of this letter to (S S so We can be contacted with any further questions or concerns.

Sincerely,

Customer Security Assurance
720-616-7739

cc: N






November 10, 2016
Sharon Bowers, Chief, Consumer Inquiries and Complaint Division
Federal Communications Commission

445 12t Street, S.W.
Washington, D.C. 20554

Rebuttal No.: 1284748
Received: November 8, 2016
Huntigton Beach, CA 92649

Dear Ms. Bowers:
Frontier Communications has received notification of a rebuttal from the above individual.
According to the rebuttal:
° F advises that Frontier stated his account was credited $79.99 for the time that
e was out of service. [ SJl] advises that he did not receive the credit of $79.99.
Frontier has investigated the above statements and offers the following response:
o Frontier reviewed [{JJiSJl} s account and determined that a credit of $79.99 was
requested on July 7, 2016 and approved, but never posted to the account balance.
e Frontier reissued the $79.99 credit on November 9, 2016.
e Frontier spoke to- on November 9, 2016 to confirm the credit has posted to his
account balance. He was pleased with the outcome.
If SIS has any additional questions, please contact the undersigned.
We trust that this information will assist the Commission in closing this complaint.
Sincerely,

Deron Ebersole
844.320.4445, Ext# 1122519






November 23, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: [N
L
Grosse Pointe Park, Michigan 48230
FCCIC File Number: 1284823
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: November 1, 2016
Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications
Commission by ([ S rcgarding XFINITY service.

On November 4, 2016, I contacted [{SjjigJl] to discuss all billing issues and explained that the current
Comcast promotional offer had expired on October 1, 2016 and standard rates were in effect. In an effort
to reach a satisfactory resolution, on November 4, 2016, 1 placed [[Sji§Jll s account into a new
promotional offer at a monthly rate of $39.99, plus applicable taxes and fees. The promotional offer is
effective from November 4, 2016 through November 4, 2017, at which time standard rates will apply.

Additionally, [l advised he did not wish to enroll in auto-payment so he did not qualify for the
$10.00 a month self-service discount. As a courtesy, On November 4, 2016, I applied a credit in the
amount of $120.00 to [SJEIN’ s account for 12 months of the self-service discount. The change of
service and credit will reflect on the next billing statement dated November 18, 2016. I apologized for any
inconvenience and overall experience while attempting to resolve this matter.

I trust this letter provides your office with information required for resolution in this matter. I am
providing a copy of this letter, which includes my contact information, to [[SjjjiEjJilij should there be
additional questions or concerns.

Sincerely,

Bethany A.

Executive Customer Care Specialist
(866) 642-4868 ext. # 3693794

cc: [N



November 17, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
Consumer Services Division

445 12th Street, S.W.

Washington, D.C. 20554

Re: [N
Berlin, CT 06037

FCC IC File Number: 1284827
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 25, 2016

To the Commission:

This letter is in response to the above-referenced complaint submitted to the Commission by (S SN
Il Please be advised that [[SJ{SJll is not a Comcast customer, and his complaint does not raise any
redressable issues concerning XFINITY Internet service or Comcast’s application of its usage-based
billing policy.

In certain markets, Comcast has implemented a usage-based billing approach that relieves users who use
less Internet data from paying the same price as heavier end users, while enabling those heavier end users
to continue using as much data as they want without being subjected to a hard cap. In the markets where
we have implemented a usage-based approach, the standard XFINITY Internet data plan is set at 1 TB.
Our typical XFINITY Internet customer uses only 60 GB or 6 percent of 1 TB per month. Those very
few customers who wish to use more than 1 TB per month are provided additional buckets of 50 GB for
$10 each, with total overage charges capped at $200 per month, or if they prefer to avoid unexpected
overages, they can sign up for an unlimited data plan for an additional $50 per month. This pro-consumer
policy helps to ensure that Comcast’s customers are treated fairly, such that those customers who choose
to use more Internet data can pay more to do so, and those customers who choose to use less, pay less.

Pursuant to Comcast’s Agreement for Residential Services (Agreement) and Comcast’s Acceptable Use
Policy, it is the responsibility of the subscriber to manage their personal devices and home network.'
Comcast provides a list of compatible cable modems to subscribers wishing to purchase their own
equipment for use on Comcast’s network.?

I trust this letter provides your office with the information required in this matter. Please contact us
directly if you have any questions or require additional information.

Sincerely,

! http://www.comcast.com/Corporate/Customers/Policies/SubscriberAgreement html
2 http://mydeviceinfo.comcast net/




Customer Security Assurance
720-616-7739

cc: M



December 1, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: [N

L ]
Chicago Ridge, IL 60415

FCCIC File Number: 1284832
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: November 1, 2016

Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications
Commission by [ S rcgarding XFINITY service.

I'made several attempts to contact [{SJJ S vsing all available contact methods. While my attempts
were unsuccessful, our records indicate [[SJJ (S s account was not disconnected properly on August
9, 2016 due to an order entry error. Due to this error, S (Sl was billed incorrectly until the account
was disconnected on September 2, 2016. On October 13, 2016, the account was sent to collections for an
unpaid balance of $245.48.

On October 25, 2016, a credit in the amount of $245.48 was applied to the account for the disconnection
billing error and the early termination fee, leaving a zero balance. The credit reflected on November 14,
2016 billing statement. The collection agency was notified of the cleared balance on October 26, 2016.
Accordingly, (S} should receive a confirmation letter from the collection agency within 30
business days. The Comcast equipment on [{SjJ{SJIllll s account has not been returned and in order to
avoid any further collection notices regarding the unreturned equipment, the Comcast equipment must be
returned. | apologized for any inconvenience and overall experience while attempting to resolve this
matter.

I trust this letter provides your office with information required for resolution in this matter. I am
providing a copy of this letter, which includes my contact information, to Sl should there be
additional questions or concerns.

Sincerely,

Rashea C.

Executive Care Specialist
(888) 736-6711 ext. 1351006

cc: MG









FCC Appeals Bureau F: 281-664-5370

AT&T P: 1-800-288-2020
Room 1110.E3

308 S. Akard St. Dallas, TX 75202
Response to Notice of Informal Complaint (NOIC)

Date: 11/1/2016

Federal Communications Commission Complainant's Name: (S EEIEEEN
Consumer & Government Affairs Bureau File No.: 1284945
Consumer Complaints Division Response Type: Billing

445 12th Street .

Washington, D.C. 20554 Service Date: 10/25/2016

INVESTIGATION SUMMARY:

AT&T received a notice from the Federal Communications Commission on behalf of
regarding the monthly U-verse equipment fee. AT&T records confirmed Complainant Name was
authorized on the account information provided.

On 10/25/2016, AT&T contacted (S to acknowledge receipt of his complaint and to confirm any
additional details pertaining to his issue.

AT&T investigated and determined that [{SJ Sl subscribes to U-verse HSIA 18 Internet service and
uses his own equipment that he purchased. On 10/28/2016, AT&T contacted SIS to review his
account. AT&T left a detailed voicemail message offering a discount promotion offsetting
the additional charge. On 11/01/2016, AT&T placed an order adding the new 12-month promotion to [{§JJj
I s account and waiving the monthly equipment fee. AT&T contacted SIS via voicemailap
advise him of the new promotion and informed him of the new monthly rates.

's issues have been addressed and AT&T provided contact information should he have any
further questions or concerns. AT&T regrets any inconvenience caused by this matter.

Please refer any additional questions, requests, or correspondence specific to this case to Bruce
Bankston at bb9392@att.com or (404) 986-9171.

Sincerely,

Bruce Bankston

Manager - Office of the President
AT&T Services Inc.

Date Printed: 11/1/2016
Page: 1 of 1



November 21, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: [N
Fairfield, CA 94533
FCC IC File Number: 1284981
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 26, 2016
Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications
Commission by Charles Stokes regarding XFINITY service.

On November 4, 2016, I communicated with S (Sl Via ¢-mail and provided a detailed explanation of
the overall bill. Our records reflect [[S S reconnected his Comcast services on September 9, 2016
and made a payment in the amount of $221.30 for the past due balances. Prior to the disconnection
request, the October billing statement was generated and mailed on October 4, 2016 for next billing cycle.
On October 7, 2016 [N rcquested to disconnect his service which was completed effective as of
September 9, 2016. However, due to an order processing error, the 30 day money back guarantee was not
properly applied to the account.

On October 11, 2016, a credit in the amount of $56.80 was applied to the account to honor the 30 day
money back guarantee, leaving a zero balance. A final billing statement was generated on November 7,
2016 reflecting the zero balance. I apologized for any inconvenience and overall experience while
attempting to resolve this matter.

I trust this letter provides your office with information required for resolution in this matter. I am
providing a copy of this letter, which includes my contact information, to [{SjJ{SJJll should there be
additional questions or concerns.

Sincerely,

Toby O.

Executive Customer Relations
(888) 966-7794 Ext. 3025547

cc: M






FCC Appeals Bureau F: 281-664-5370

AT&T P: 1-800-288-2020
Room 1110.E3

308 S. Akard St. Dallas, TX 75202
Response to Notice of Informal Complaint (NOIC)

Date: 10/27/2016

Federal Communications Commission Complainant's Name: (G
Consumer & Government Affairs Bureau File No.: 1285037
Consumer Complaints Division Response Type: Internet
445 12th Street )

Washington, D.C. 20554 Service Date: 10/26/2016

INVESTIGATION SUMMARY:

AT&T received a notice from the Federal Communications Commission on behalf of
regarding concerns with data usage. AT&T records confirmed (SISl was authorized on the
information provided.

On 10/27/2016, AT&T contacted (SIS via voicemail to acknowledge receipt of her complaint and to
confirm any additional details pertaining to her issue.

AT&T investigated and determined that the monthly data plans have been in place for all AT&T high-
speed internet customers since 2011. The new program is designed to help keep internet service
affordable for AT&T’s broad base of customers given the rapidly increasing volume of data-rich internet
traffic. AT&T has implemented data usage tracking as technology has evolved to the point where we can
now measure and track IP data usage. AT&T anticipates that most customers will rarely go over their
monthly data plan. AT&T sends multiple email notifications to advise when 65%, 90% and 100% of the
data allowance is used. AT&T sent notification of the changes via email. AT&T verified that a credit was
issued on 10/24/2016 in the amount of $30.00 for the data charges. AT&T advised [ S of the
findings via voicemail and email.

BEGE s issues have been addressed and AT&T provided contact information should she have any
further questions or concerns. AT&T regrets any inconvenience caused by this matter.

Please refer any additional questions, requests, or correspondence specific to this case to Cindy Munoz
at cb7731@att.com or (210) 283-1293.

Sincerely,

Cindy Munoz

Manager - Office of the President
AT&T Services Inc.

Date Printed: 10/27/2016
Page: 1 of 1






October 28, 2016

Sharon Bowers, Chief, Consumer Inquiries and Complaint Division
Federal Communications Commission

445 12t Street, S.W.

Washington, D.C. 20554

Complaint No.: 1285119
Received: October 27, 2016
Walnut, CA 91789

Dear Ms. Bowers:
Frontier Communications has received notification of a complaint from the above individual.

According to the complaint:
e BIENN is disputing his bills from Frontier.

Frontier has investigated the above statements and offers the following response:

e Frontier reviewed ’s account and determined that the applicable promotion
code for the service was quoted was not activated on his account.

e Frontier advises that the account has been disconnected.

e Frontier has issued $87.51 in credits to the account for the overbilled Internet charges
and a late fee on the October 7, 2016 bill statement.

e Frontier advises that credits for service after the date of disconnection of October 24,
2016 will appear on the November 7, 2016 bill statement.

If {EIl has any additional questions, please contact the undersigned.
We trust that this information will assist the Commission in closing this complaint.
Sincerely,

Austin Bailey
1-877-433-3806, Ext# 0071



verizon’

P.O.Box 3190
Chandler, AZ 85244

November 07, 2016

Sharon Wright

Acting Division Chief

Consumer Inquiries & Complaints Division
Consumer & Governmental Affairs Bureau
Federal Communications Commission

445 12th Street, S W.

Washington DC 20554

Re: Name and address:

en Allen 059
Serve ticket#: 1285142
Service date: 10/25/2016

Dear Ms. Wright,

This letter is in response to the above-referenced complaint. Thank you for referring it to our office for
review. In his complaint, states that his sons’ data usage has increased in recent months and
there has been no usage change. He believes the billing is inaccurate.

Upon receipt ofm s concern, we performed a thorough investigation on his two son’s phone
numbers: 804-5 and 804-543-7697.

: was on the MORE Evervthing 20GB plan until July
25, 2016, when he changed to the NEW Verizon Plan arge 24GB. ﬁl‘would remain on this

plan until September 29, 2016, when he changed to the New Verizon Plan . The chart below shows his
monthly account usage, broken down by each line:

[ Bill Cycle|[804-240-4586]|[804-385-7415|[804-543-2336|[804-543-7697|[804-678-8167|  All MDN|
03/29-04/28 0.950 2.287 6.176 3.634 6.091 10.138
04/29-05/28 0.115 2474 7.280] 2.749 4648 17.266|
05/29-06/28 1.131 3.070 5.087] 4534 4515 18.337]
06/29-07/28 0567 3.135 5910 3235 7.108 20.955

[ 07/29-08/28 1.444 2.093 8320 8.253 6.952 27.062

[ 08729-09728) 979 1859 2737 16.503]| 3287 28.432]

As shown above, the usage for phone number _ fluctuates on a month to month basis. The

usage begins to decrease on the June bill before ncreasme on the August bill, and decreasing again on the
September bill. The usage for phone number # begins to increase starting with the August bill
and continues to increase on the September bill.

they are from Facebook (including Instagram), Datacamp S.R.O.,

roup. A large amount of the content available today for mobile users is

transmitted through CDNSs; this includes e-commerce, live and on-demand video streaming, and popular
social networking sites. Unfortunately, CDN records available to Verizon do not display t e name of the
specific app that a customer is using on his or her device, but common examples include Netflix, Snapchat,
Facebook, and Amazon.

After a deeper level of investigation, we were able to confirm the top three sources of data utilization on
meﬁom EdgeCast Networks, Facebook (including Instagram), and Google. For phone
number

Highwinds Networ

As mobile Internet sites and a]i)Jpllcatlons continue to evolve, customers may consume significantly more
data. This 1s caused primarily by better quality images, hlgh definition video, auto-play features, and the
like. As a result, a similar usage habits may incur substantially more data.




| discussed the findings with on November 2, 2016, and he understood what contributed to the
increased data usage. We disCu e New Verizon Plan heis currently on and the new features available
such as Safety Mode and Carryover Data. We also discussed FamilyBase, an additional tool that would
allow him to set data caps on hislines of service to help prevent data overage.

Customers who elect Safety Mode are not charged for overage. Instead, Safety Mode customers who use up
their monthly data allowance see reduced data speeds but can continue using their mobile devices.
Customers in Safety Mode who want faster connection speeds are able to purchase a*“Data Boost” for
$15/(?]B for the remainder of their bill cycles. Any unused portion of the Data Boost carries over to the next
month.

In addition to limiting m s use of appsthat drive data usage, | recommended that he may reduce
his data usage even further by taking the following steps:
- Decrease live or on-demand video streaming when not connected to WiFi.
- Turn off WiFi Assist, which isadevice setting in Apple devices that automatically switches to cellular
network data when there is apoor WiFi connection. _
- Sign up through My Verizon to be alerted when 50 percent and 75 percent of his monthly data
alowance has been used.
- Optimize installed apps:
- Facebook — Disable auto play for video
- Twitter — Disable autoplay for video _ _
- Instagram — Disabl e preloading pics and videos — click the “use less cellular data’
- YouTube —Make sure “play HD video only on WiFi option is clicked”
- SnapChat — Enable Travel mode

The Executive Office of Verizon Wireless appreciates the opportunity to research and address 'S
concerns. Sh_ouldq have any additional questions or concerns, or if heisinterested in making any
changesto his service plan, he may call 800-922-0204.

Should the Federal Communications Commission have an%/ questions, please contact S. Kashif using the
contact information you have on file. Should ave any questions or concerns, | may be reached
at 800-779-2067 ext. 2220207 between 10:0 - /.00 PM MST, Monday - Friday.

Sincerely,

Jason R.
Executive Relations



FCC Appeals Bureau F: 281-664-5370

AT&T  anoa.
Room 1110.E3 P: 1-800-288-2020

308 S. Akard St. Dallas, TX 75202
Response to Notice of Informal Complaint (NOIC)

Date: 11/21/2016

Federal Communications Commission Complainant's Name: _

Consumer & Government Affairs Bureau File No.: 1285143
Consumer Complaints Division Response Type: Billing

445 12th Street
Washington, D.C. 20554 Service Date: 10/26/2016

INVESTIGATION SUMMARY:

AT&T received a notice from the Federal Communications Commission on behalf of
regarding DIRECTV promotion and billing concerns. AT&T records confirmed was
authorized on the account information provided.

On 11/9/2016, AT&T contacted_ to acknowledge receipt of this complaint and to confirm any
additional details pertaining to this issue.

DIRECTYV investigated and determined records did not support a $200.00 Visa prepaid card was
included in H DIRECTV order. However, as a courtesy in recognition of any possible
misunderstanding that may have occurred, DIRECTYV offered to order a $200.00 card or provide a
$200.00 bill credit toward the DIRECTV account to honor the offer. F accepted the $200.00
bill credit, which was applied to the DIRECTV account on 11/10/2016 and sent to AT&T for inclusion on
a bundled statement on 11/12/2016. DIRECTV reviewed [SJJSJlll' D'RECTV billing and confirmed
the new customer offer is being honored and the billing is accurate. AT&T also contactedm
to address her AT&T billing, and on 11/16/2016, an order was placed to separate the bundle

and AT&T billing. Please allow up to one to two bill cycles for this to be completed.

F’ issues have been addressed and AT&T provided contact information should she have any
urther questions or concerns. AT&T regrets any inconvenience caused by this matter.

Please refer any additional questions, requests, or correspondence specific to this case to Deborah Kitto
at 1-866-785-5535 extension 26394.

Sincerely,

Deborah Kitto
Manager - Office of the President
AT&T Services Inc.

Date Printed: 11/21/2016
Page: 1 of 1



November 18, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
Consumer Services Division

445 12th Street, S.W.

Washington, D.C. 20554

Re: [N
I
Blue Springs, MS, 64015

FCC IC File Number: 1285162
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 25, 2016

To the Commission:

This letter is in response to the above-referenced complaint submitted to the Commission by [[Sj SN

In certain markets, Comcast has implemented a usage-based billing approach that relieves users who use
less Internet data from paying the same price as heavier end users, while enabling those heavier end users
to continue using as much data as they want without being subjected to a hard cap. This pro-consumer
policy helps to ensure that Comcast’s customers are treated fairly, such that those customers who choose
to use more Internet data can pay more to do so, and those customers who choose to use less, pay less.

On November 1, 2016, Comcast implemented a data usage plan that establishes a usage threshold of 1 TB
per month for all of its residential XFINITY Internet customers in [{Sj (SN s arca. Our typical
XFINITY Internet customer uses only 60 GB or 6 percent of 1 TB per month. Those very few customers
who wish to use more than 1 TB per month will be provided additional buckets of 50 GB for $10 each,
with total overage charges capped at $200 per month, or if they prefer to avoid unexpected overages, they
can sign up for an unlimited data plan for an additional $50 per month. Under this policy, which is
described in detail online, customers are given two courtesy months during which they will not be billed
for exceeding their data usage threshold.! If the threshold is exceeded a third time, no further courtesy
months will be provided.

Affected customers were notified of the data usage plan policy via U.S.P.S. mail and/or email
approximately one month prior to its implementation. New customers receive a link to the data usage
policy via email during the first week of their XFINITY Internet service. The policy and frequently asked
questions are available for review online.> Comcast also provides customers with the following methods
of data tracking and notification:

! http://customer.comcast.com/help-and-support/internet/data-usage-plans-expansion
2 http://customer.comcast.com/help-and-support/internet/data-usage-plans-expansion




e Anindividualized data usage meter for every XFINITY Internet account is available online upon
log in.?

e Automatic notification will be sent to customers who have reached 90, 100, 110 and 125 percent
of their data usage allotment.

A Comcast Customer Security Assurance Technician attempted to contact [[S S to advise him of
the aforementioned information and address any other concerns. Unfortunately, the attempt was
unsuccessful. The technician left a message with her direct contact information should [N
have further questions regarding this matter.

I trust this letter provides your office with the information required in this matter. I am providing a copy
of this letter to (SN so We can be contacted with any further questions or concerns.

Sincerely,

Customer Security Assurance
720-616-7739

cc: N

3 https://customer.comcast.com/secure/usagemeterdetail.aspx




November 22, 2016

SUBMITTED VIA FCC WEB PORTAL

Ms. Sharon Bowers, Chief

Consumer Inquiries and Complaints Division
FCC — Consumer & Governmental Affairs Bureau
445 12 Street SW

Washington, DC 20554

RE: [N

Serve Ticket # 1285183

Dear Ms. Bowers:

Time Warner Cable (“TWC”) hereby submits its response in the above-referenced matter. Please note that
TWC is now part of Charter Communications, Inc.

A representative contacted [{SJSJJll]l 2nd downgraded his account to Internet service only per his
request. (S s new monthly base billing rate is $39.99. He should contact Customer Care at 888-
892-2253 with any further concerns regarding his account.

We regret any inconvenience [SJ{SIll may have experienced. Please do not hesitate to contact us if
you have any questions.

Respectfully submitted,
/s/

Jamie Boggio

Paralegal, Regulatory

Anaheim, CA 92806






verizon’

Verizon Executive Relations Team
290 W. Mt. Pleasant Ave

FLR 1

Livingston, NJ 07039

November 01, 2016

Complaint

Sharon Wright

Acting Division Chief

Consumer Inquiries & Complaints Division
Consumer & Governmental Affairs Bureau
Federal Communications Commission

445 12th Street, S W.

Washington DC 20554

“
Fairfax VA 22030

Telephone:
ICNumber:
Received: October 26, 2016

Dear NS

Thank you for referring the comp
being brought to our attention.
changed as he requested.

laint of to our office for review. We appreciate this matter
expressed concern about his billing address not being

Please be advised the billing address was updated on October 26, 2016 to 10627 Jones St 201 A Fairfax VA

22030.

We trust that this information will assist you m closing this complaint. We aIpologize for any inconvenience

that — has experienced as a result of the above matter. Should the Federal Communications

Commission have any questions, please contact S. Kashif using the contact information you have on file.

Sincerely,

Lisa Morse

Verizon Executive Relations Team
(301) 282-9212









November 28, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: IO
I
Chester, VA 23831
FCC IC File Number: 1285367
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 27, 2016
Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications
Commission by (S S rcgarding XFINITY service.

On October 28, 2016, I spoke with S S and a credit in the amount of $80.00 was applied to the
account due to the loss of internet service experienced. This credit appears on the next billing statement,
which was issued on November 14, 2016. I confirmed with Sl the internet issue was resolved on
October 22, 2016 after the technical team replaced the outside cable line causing the concern.

I apologized for any inconvenience and overall experience while attempting to resolve this matter.

I trust this letter provides your office with information required for resolution in this matter. I am
providing a copy of this letter, which includes my contact information, to [{SJJ (Sl should there be
additional questions or concerns.

Sincerely,

Jacqulyn Smith

Executive Customer Relations
(410) 931-5231

cc: N






November 22, 2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
Consumer Services Division

445 12th Street, S.W.

Washington, D.C. 20554

Re: (IO
I
Mitchell\, IN, 47446
FCC IC File Number: 1285440
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: October 27, 2016

To the Commission:

This letter is in response to the above-referenced complaint submitted to the Commission by [{Sj SN
B Plcase be advised that [[SJ S is not a Comcast customer, and this complaint does not raise
any redressable issues concerning XFINITY Internet service or Comcast’s application of its usage-based
billing policy.

In certain markets, Comcast has implemented a usage-based billing approach that relieves users who use
less Internet data from paying the same price as heavier end users, while enabling those heavier end users
to continue using as much data as they want without being subjected to a hard cap. In the markets where
we have implemented a usage-based approach, the standard XFINITY Internet data plan is set at 1 TB.
Our typical XFINITY Internet customer uses only 60 GB or 6 percent of 1 TB per month. Those very
few customers who wish to use more than 1 TB per month are provided additional buckets of 50 GB for
$10 each, with total overage charges capped at $200 per month, or if they prefer to avoid unexpected
overages, they can sign up for an unlimited data plan for an additional $50 per month. This pro-consumer
policy helps to ensure that Comcast’s customers are treated fairly, such that those customers who choose
to use more Internet data can pay more to do so, and those customers who choose to use less, pay less.

I trust this letter provides your office with the information required in this matter. Please contact us
directly if you have any questions or require additional information.

Sincerely,

Customer Security Assurance
720-616-7739

cc: N



June 22, 2017

VIA Mail

United States Government

Federal Communications Commission
Consumer and Government Affairs Bureau
Consumer Inquiries and Complaints Division
445 12t Street, SW

Washington D.C., 20554

Re: (IS +1334381

We are in receipt of your letter dated 11/30/2016 regarding the above customer of WOW! Internet, Cable
and Phone.

Following each issue is the resolution or the attempt, from WOW!, to resolve. According to the complaint
received from your department, the customer has the following issues.

Complaint: Cable, internet & phone bundle provider has gone to paperless billing. | have registered to
receive an email for monthly billing. My first email has been received for the bill, however | am not able to
view the bill. The message states | must have my email address registered with the FCC for 30 days. The
company cannot correct this problem. | would like to see a detailed statement in order to make the
appropriate payment.

Findings: In a continued effort to go green and save on resources, WOW! has implemented a Paper
Statement Fee for mailing a paper bill. The 1$ per month fee for the paper statements is effecting all of
our customers- new and existing alike. WOW's goal is to eliminate paper dependency by the end of 2017.
Customers can avoid that fee by setting up paperless statements.

Sincerely,

Ashley Smith

Executive Response Team
WOW! Internet, Cable and Phone
866-740-0119

719-388-1038 — FAX



December 27,2016

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
445 12th Street SW

Washington, DC 20554

Re: [N

Ipswich, Massachusetts

FCC IC File Number: 1334415
Response Type: NOIC-Notice of Informal Complaint
Date of Notice: December 1, 2016.

Dear Sir/Madam:

This letter is in response to the above-referenced complaint submitted to the Federal Communications Commission
by [EYNEM rcgarding XFINITY service.

On December 15, 2016, I contacted [|SyI{Syllll to discuss all billing issues and explained that the current Comcast
promotional offer had expired and regular rates were in effect. However after a review of her account we have
decided as a courtesy to add the promotional offer for the Performance Internet Service back to her account for 12
months. [[SN{SMIM accepted this offer which was added to the account on December 15, 2016, but was backdated to
August 15, 2016. The promotional offer has a monthly price rate of $49.99 per month, effective August 15, 2016
through August 14, 2017. [SyN{Sylll is aware that the change of service, and prorated adjustments of $99.80 will be
reflected on her billing statement dated January 8, 2017. I apologized for any inconvenience and overall experience
while attempting to resolve this matter.

I trust this letter provides your office with information required for resolution in this matter. I am providing a copy
of this letter, which includes my contact information, to [jJfEjllild should there be additional questions or
concerns.

Sincerely,

James Collins

Executive Customer Relations
(978) 848-5348





