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Proceedings

BEFORE THE PUBLIC UTILITIES COMMISSION OF OHIO

In the Matter of the
Complaint of:

Terry Sky Glendening,
Complainant,
vS. : Case No. 12-1968-TP-CSS

Cincinnati Bell Telephone
Company, LLC,

Respondent.
PROCEEDINGS
before Mr. Daniel Fullin, Attorney Examiner, at the
Public Utilities Commission of Ohio, 180 East Broad
Street, Room 11-D, Columbus, Ohio, called at 11 a.m.

on Friday, December 14, 2012.

ARMSTRONG & OCKEY, INC.

222 East Town Street, Second Floor
Columbus, Ohioc 43215-5201
(614) 224-9481 -~ (800) 223-9481
Fax - {6l1l4) 224-5724

Armstrong & Okey, Inc., Columbus, Ohio (614} 224-9481




; P.U.C.0. Case Number 12-1968-TP-CSS me[ﬂ%%
& 1

Opening Statesment

Last Fall | began to have problems with the services provided by Cincinnati Bell,
including excessive phone static and sporadic internet failures. When a service
call with their Internet Division failed to resolve the issues, | tried the strategies
suggested on the company’s automated message. When those efforts failed to
fix the problem, | called to schedule a repair visit. The repair appointment was
set at the convenience of Cincinnati Bell. The time and date of the appointment
chosen by the utility company was 12/27/11 between 12:30 p.m. and 4:30 p.m.
The company specified that it was necessary for an aduit to be on the premises
in order to provide access to the inside of the home. More specifically, the
representative explained that the repair technician would call beforehand, and

unless he could confirm my presence ahead of arrival, he would not show up.

i kept that appointment on December 27th. Cincinnati Bell did not. When the
technician did not show up during the scheduled time, | contacted CBT to ask
how soon | could expect him. Further delay could affect my work schedule.
CBT stated that he was not coming. The Utility had cancelled my appointment

without contacting me.

CBT stated that a repair technician had shown up on 12/24/11. This occurred
without my knowledge or consent. Contrary to the policy expressed by CBT
when scheduling the appointment, he did perform work while no adult was
available on the premises, and in so doing, he completely disconnected my
service. So, not only did he neglect to fix the original problem; he also created a
new one. There is no dial tone, no caller i.d. data, nothing. No communication
is possible by phone or internet. The technician left no notice that he had been

there, and CBT did not contact me to cancel our appointment on the 27th.
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CBT agreed to have someone come out to try to fix the problem on 12/28/11,
despite my acknowledged lack of availability to be on the premises. Since CBT
had assumed the original problem could be fixed without inside access, and
since the complete disconnect occurred from the outside, it seemed logical that
the technician could correct whatever he did wrong without inside access. |
suggested that he may not have made adequate connections when replacing the
bad wiring. The CBT representative agreed. So | trusted CBT to take care of the
situation on the 28th.

The representative first suggested that if the problem wasn’t resolved on the
28th, | should call to let them know. After | reminded her that | WOULD NOT BE
ABLE TO CALL under those conditions, she changed the plan. | was to wait 24
hours after the technician was there on the 28th, and then if the problem WAS
resolved, | was to call and let them know. Therefore, unless | called to notify
CBT that the problem WAS resolved, CBT would know that it was NOT resolved.

Obviously, the issue was not resolved, and | patiently waited for a letter of
explanation. Instead | received a bill with full charges for the time both before
and after the repair attempt. My questions were left unanswered and new
questions arose. Since then | have tried to get answers to several questions,

but CBT has been uncooperative.

Throughout this process CBT has acted unreasonably, in ways which are unfair
and exploit the customer. In addition to furthering the resolution of my own
concerns, | am here to present information in the hopes that other customers
will not have to endure the same frustrations. |1 am hoping to inspire a review

of Cincinnati Bell’s policies and practices in the interest of the consumer public.
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Repair Altempt

CBT has neglected to give adequate explanation for the actions taken in the repair attempt.
Consider the following statements in CBT correspondence, and the resulting issues raised:

2/23/12 - ™“Cincinnati Bell’s repair department ran a test on the line on 12/20/11,
however, it was not determined if the problem was on the inside or the
outside of the home.” (paragraph 2)

Questions:

1. If the location of the problem could not be determined, why send a
technician 3 days early when CBT is not able to reach the customer and
therefore had access only to the outside of the home?

2. Why not walt until the scheduled appointment on 12/27/11, when CBT
required the customer to be present so as to provide inside access?

2/23/12 - "“Since the test showed undetermined,... a repair technician was being
dispatched on 12/24/11 to replace the aerial drop.” (paragraph 3, lines 1-2)
Questions:

1. Doesnt dispatching a technician on 12/24/11 "since the test showed
undetermined” contradict CBT's statement of 2/14/12, which read “We
are not able to repair phone line until we determine if the trouble is on
the inside or the outside. We will need for someone to allow our repair
technicians access to your premise.”? (lines 4-6)

2. When the technician realized that the N.1.D. was located inside the home
and that he would therefore not be able to complete the replacement of
the aerial drop, why did he continue? Why not wait until the scheduled
appointment on 12/27/11, when the customer was available to provide
inside access?

3. Even if he started the job on the 12/24/11, he knew that finishing the
replacement of the aerial drop would require a return visit to obtain
inside access, so why not finish the job on the 27th?

2/23/12 - ™No one was home for him to check for a dial tone on the inside.”
(paragraph 3, last line)

Questions:

1. Did CBT expect the customer to be home on Christmas Eve in order to
allow the technician to check the dial tone on the inside, even though
CBT was not able to contact the customer and there was no appointment
scheduled that day?

2. If the technician had no way to check for a dial tone on the inside and
therefore had no way to complete the job, why did he start the job?

3. Why not wait until the scheduled appointment on 12/27/11 or at least
return on that day to complete the job?



2/23/12
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P.U.C.O. Case Number 12-1968-TP-CSS

“Cincinnati Bell has attempted to correct any repair issues outside the home.”
(page 2, line 1)

Comment: Not true (see diagram). CBT has refused to check the
connections of the wire exiting the outdoor N.I1.D. (This wire is the
remainder of the aerial drop which was suppased to be replaced). A check
of this wire was supposed to occur on 12/28. I inquired about this issue in
my letters of 1/22/12 (item 6) and 2/6/12 (item 3), but CBT didn‘t
respond in its 2/14/12 letter.

After I requested disconnection on 2/17/12, CBT finally responded by stating
“... a visit was scheduled for 12/28/11. Another call was made to the
residence advising that we were sending a technician. A technician went
out and again no one was home to let him in. He left a note on the door
for you to call our repair department and reschedule the visit. He checked
the SNI and was getting a dial tone.”

Questions:

1. Was it a reasonable practice to call the residence when CBT knew there
was no phone service at the residence due to CBT’s actions on 12/24?

2. Is it a fair trade practice to say "again no one was home to let him in”
(seeming to imply customer negligence)? The customer WAS home
during the scheduled appointment on 12/27/11. The dates the customer
was not horme include 12/24/11 (when she didn't know CBT was there),
and 12/28/11 (when CBT knew she was not available).

3. Was it reasonable to instruct the customer to “call our repair department”
when CBT had already been advised an multiple occasions that she had
no personal phone service?

4. Why didn’t the technician check the connections of the wire exiting the
N.1.D. installed on the 24th, as discussed on the 27th?

CBT’s reason for not checking that exit wire became clear in a letter stating,
“CBT has made multiple tests and trips to your home to verify that service
to the NID is working properly... CBT is responsible for providing service to
the NID. Service beyond the NID is considered inside wire and is the
responsibility of the property owner. While you state that you have not had
service since December 24,2011, CBT's tests have indicated that service is
working to the NID... CBT can test a customer’s inside wire, but access to
the home is needed to do this. As you have documented, you have not
provided inside access since the NID was instalied.” (paragraph 2)

Questions:

1. Is it a fair trade practice for CBT to avoid replacing aerial drop wire which
CBT had determined was faulty by installing an extra N.I1.D. and claiming
the remaining faulty wire is “the responsibility of the property owner?”

2. Is it a fair trade practice to lie by denying that the customer provided
inside access after 12/24? (The customer did provide inside access on
the scheduled appointment date; CBT chose not to show up to finish
replacing the aerial drop or to check for a dial tone inside the home.)
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“"Because inside wire is the customer’s responsibility, service credits are typically
not warranted Iif service trouble is caused by inside wire (paragraph 3)

Questions:

1. Is it a fair trade practice to use the strategy of transferring responsibility
for aerial drop wire in order to avoid giving service credits for the time
the system was in need of service before the repair visit?

2. Is it a fair trade practice to likewise use that strategy after the botched
repair attempt in order to continue to charge for services not rendered?

*... CBT scheduled a repair appointment for December 27, 2011. Because
CBT had a technician availabie earlier and reasonably believed that the
repair could be made from outside the home, a technician replaced the
aerial drop... and installed a new NID on the outside of the house on
December 24, 2011. Service was working up to the new NID at that time.”
(page 1, item 1, lines 2-6)

Questions:

1. How is it that CBT now claims to have "reasonably believed that the repair
could be made from outside the home” when on 2/14/12, CBT had already
stated, “We are not able to repair phone line until we determine if the
trouble is on the inside or the outside. We will need for someone to
allow our repair technicians access to your premise.”? (lines 4-6) Is it
a fair, non-deceptive trade practice to give contradictory explanations
based upon whichever is convenient at the time?

2. Is it a fair and non-deceptive trade practice to claim CBT “repiaced the
aerial drop” when in fact CBT avoided replacing a portion of the faulty
aerial drop by: (1) Installing an unnecessary N.I1.D.; (2) Claiming the
remaining portion is the responsibility of the customer; and (3) avoiding
the opportunity to finish replacing that remaining portion by neglecting
to keep the scheduled appointment?

3. If the repair technician believed that replacing only a portion of the
faulty aerial drop on 12/24 was sufficient and that it was reasonable to
cancel the appointment on 12/27, why didnt he leave notice on the
door telling the customer about the cancellation so the customer would
not be waiting for someone who wasn't going to show up?

4. Since the technician determined that the aerial drop was faulty, and since
he clearly knew that the existing N.I.D. had to be inside the home, how
could he 'reasonably believe’ that he could finish the job without inside
access? He needed to replace the remainder of the fauity aerial drop! As
documented by the Commission (letter of 5/22/12, paragraph 4),
“"Because he was unable to confirm if service was working inside
your home it would be company policy for the technician to leave
a No Access card that instructed you to contact them and make
arrangements for access.” No such card was left. Ironically, I had
already made arrangements to provide inside access. That was the
12/27/11 appointment which CBT scheduled but neglected to keep.
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7/23/12 - "“CBT denies that it has transferred responsibility to Glendening for the
portion of the drop wire leading to the original N.1.D. inside her house.
Glendening has denied CBT access to that portion of the drop wire and
prevented it from diagnosing any problem with that wire or repairing it.”
(Answer to Formal Complaint, Item 7)

Questions:

1. Doesn't this statement directly contradict the above statement that
“CBT has made multiple tests and trips to your home to verify that
service to the NID is working properly... CBT is responsible for providing
service to the NID. Service beyond the NID is considered inside wire
and is the responsibility of the property owner.” (letter dated 4/18/12)

2. Is it a fair trade practice to lie by claiming that I have denied CBT access?
I DID provide access to that portion of the drop wire, and I DID grant
CBT the opportunity to diagnose any problem with it and/ or repair it. I
did so on 12/27/11, during the appointment time dictated specifically by
CBT! If CBT had not changed that appointment to 12/24 without
contacting me or if CBT had shown up to finish the job on 12/27, CBT
would have had inside access as planned by CBT.

7/23/12 - “CBT has the right to establish the demarcation point at Glendening’s home
at the new N.I.D. and... to maintain service only to that point.” (Answer to
Formal Complaint, Item 11, lines 4-6)

Question:

1. Does this statement not directly contradict the one in the previous
item in which CBT denies transferring responsibility?

2. If the Utility does have the right to change the demarcation point without
revealing just cause for said act, then why have I not been provided with
documentation of this right?

CBT argues that I have acted unreasonably by not scheduling ancther appointment for the
job to be finished. Yet given the above experiences, it seems reasonable for the customer
to seek answers to her questions prior to scheduling another repair appointment. CBT is
negligent in: (1) Leaving the repair job unfinished; and (2) failing to complete the job
during the established appointment which CBT scheduled. CBT refuses to address the
significance of the missed appointment. What is unreasonable is requiring a customer’s
presence for a repair, then showing up when the customer isn’t home and failing to
complete the repair, then failing to leave a No Access card or to show up for CBT's
scheduled appointment. Without providing an explanation or taking responsibility for

its actions, CBT expects the customer to make whatever sacrifices are necessary to be
available yet again. As documented by the Commission (letter of 5/22/12, paragraph 4),
"It does not explain why the appointment was moved from December 27, 2011,
or why it was not kept.” Cincinnati Bell responded neither to the customer’s inquiries
nor to the Commission’s directives. That is unreasonable, plus it appears to viclate O.R.C.
4927.20. Therefore, the delay in finishing the repair was not caused by customer refusal to
grant access; it was caused by the Utility’s negligence and unreasonable practices.
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221 E. Fowrth St
R.Q. Box 2301
Cincinnati, Ohio 45201-2301

February 23, 2012

Dr. Terry Glendening
19 Apple Lane
Milford, Oh 45150

RE: 513-248-2476
Dear Dr, Glendening:

Cincinnati Bell is responding to your letier dated February 17, 2012, | have forwarded
your letter to a repair manager to review. The repair history shows that your first call
was on 12/16/11 reporting loud static on the line. The repair visit was scheduled for
12/27/11. We received another call on 12/17/11 requesting a credit be made to your
account. The repair representative advised you that a credit could be issued once the
problem was resolved and the repair ticket closed.

Cincinnati Bell’s repair department ran a test on the line on 12/20/11, however, it was not
determined if the problem was on the inside or outside of the home.

Since the test showed undetermined, we called your home to advise you that a repair
technician was being dispatched on 12/24/11 to replace the aerial drop. This is the line
that runs from the pole to the (SNI) the grey box on the side of your home. The line

test was good and there was dial tone from the cutside when the technician was finished.
No one was home for the technician to check for a diai wne on the instde.

Repair had another ticket that was put in on 12/27/11 showing that a visit was scheduled
for 12/28/11. Another call was made to the residence advising that we were sending a
technician. A technician went out and again no one was home to et him in. He left a note
on the door for you to call our repair department and reschedule the visit. He checked the
SNI and was getting a dial tone. This led him to believe that the problem was inside.

Our technicians had no way of knowing that you did not have dial tone since we were
unable to check the inside wiring.

[ had our repair manager run another test on the line today. At this time we will need
to speak to you to make arrangements for access to the home.



Cincinnati Bell has attempted to correct any repair issues outside the home. We will not be
able to issue credits to your account until we have determined what the problem is.

Please contact me at 513-565-6005 and ! will work with repair to arrange a technician
visit. If you choose to disconnect service please call 513-565-2210. Cincinnati Bell
needs verification of the last (4) digits of your social security number and a final billing
address. Your Zoomtown modem will need to be returned to a Cincinnati Bell Retail
store.

You are a valued customer of Cincinnati Beil. As a courtesy, the late fees totaling $7.41
have been adjusted from your account. 1hope you will aliow us the opportunity to resoive
YOUI Yepair issue.

Respectfully yours,

Sue
Executive Care Representative

Cincinnati Bell Telephone
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221 E. Fourth St.
£0. Box 2301 .
Cincinnati, Ohic 45201-2301

February 14, 2012

Terry Glendening
19 Apple Lane
- Milford, Ohio 45150

RE: 513-248-2476
Dear Terry:

Cincinnati Bell is responding to your letter that was sent on February 6, 2012 concerning
your phone outage. We attempted to contact you twice and left a message on your voice
mail, which you confirmed you retrieved from a different location. I left my name and
number for you to contact me to schedule a repair visit. We are not able to repair phone
line until we determine if the trouble is on the inside or outside. We will need for someone
to allow our repair technicians access to your premise.

Please furnish us with a valid can be reached number and we will be happy to contact you
to set up a repair visit.

You can also contact our repair department at 513-566-1511 or 513-565-6005 and ask for
Sue.

Respeciluliy,

S

Sue
Executive Care Representative
Cincinnati Bell Telephone
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Terry Glendening
19 APPLE LANE
MILFORD, OH 45150
513 248-2476

January 22, 2012

Cincinnati Bell Telephone
Custemer Service Manager
P.O.Box 693

Cincinnati. Ohio 45201-0693

Dear Cincinnati Bell,

i am in receipt of your bill dated January 8, 2012. Please explain why 1 have been sent a bill, given that your service
department disconnected my phone and internet services over a month ago. | have been waiting for a letter ex-
plaining why the problem has not been corrected, and instead | have received a bill for services not provided. In
fact, 1 am owed a significant refund! 1 paid ahead in good faith for December, and my service has not been restored
since the repairman replaced the faulty outside lines.

Apparently, a review of the situation is in order. Here are the issues:

1. The problem with static-ridden phone reception was evident when | consutted the service department for my
internet. Your representative commented on the static, as it made our conversation difficult. | asked that the
recording of that specific conversation be reviewed in order to document the loss of adequate phone service.
Obviously the problems began prior to that consult, but that date indicates the first PROOF of an awarengss
of the issue by a Cincinnati Bell representative,

2. The static became worse and the internet connection became sporadic, so | called the service department
again. Your recording said to try unplugging all the cables and then piugging them back in after a while. 1
tried that on multiple occasions and in various weather conditions. Nothing worked.

3. }called to talk to an actual person, at which time 1 made an appointment for repair on December 27th. It was
a long wait over the holiday season just to get an appointment. | remained available at home between 12:30
PM and 4:30 PM as scheduled. Be aware that this meant driving home from work, waiting for your service
person, and then driving back to work. That was a sacrifice of five hours of billable service time, which cost
me between $750 and $875 of potential income. Yet your repair person never bothered to show up!!!

4. | called shortly after 4:30 PM to inguire as to their whereabouts and was informed that they were not coming.
The repair person had come and replaced the outside lines on December 24th, confirming that the problem
was with the outside lines rather than the inside lines. The problem is that he disconnected the service alto-
gether. Now there isn't even a dial tonet So why didn’t someone come to finish the job on the 27th, when we
already had an appointment set?

5. According to the customer service representative, the repair person was unaware that he had disconnected
the service, so he thought the repair was complete. | notice that he installed a grey box on the side of my
house, which has a jack in it. | assume that he got a clear signal by piugging into that jack, so he thought
everything worked. Yet obviously he must have inadequately connected the inside lines to that box.

6. Since he created the new problem while working outside the house, it seems reasonable to assume that the
problem can be fixed from the outside as well. So | agreed to allow someone to come back on December
28th instead of the 27th, even though ! would be unavailable and there would be no access to the inside of
the house. | had made it absolutely clear that | would not be there. Yet when | got home from work, there was
anly a yellow note saying the repair coufdn’t be done without access to the inside. There was absolutely no
explanation as to what the service person had done outside 1o try to correct the problem that was created
outside. Did he simply piug somaething into the outside jack? We already knew that wouid work! He needed
to correct the connection of the inside lines to that jack. Did he try that?

7. Why was that grey box instalied on the side of my house anyway? There is no security to prevent someone
from plugging something in outside and using my service without my knowledge or permission. 1n addition,
the repairman drilled holes through the siding and into the walis of my home in order to install it. Water can
get into those holes! If there is some need for that gray box, it should have been installed inside the home on
the 27th!



To sum up, the phone and internet are still in disrepair, I'm out $800 from waiting for your people to show up, and the side of my
home has been damaged. Instead of getting an explanation, | have gotten anather bill! This is ridiculous! Please send a letter of
explanation and a plan for adeguate correction of this situation. | hope your plan will not suggest that | once again wait for your
service person while sacrificing my income. Your negligence on December 27th has cost me a lot aiready.

In the letter, please be sure to include a direct explanation of what was done on December 28th. Did the service person examine
the connection of the inside tines to that cutside box, or did he simply plug semething into the outside jack which we already knew
was not the problem? The problem was created from the outside; why would it not be able to be fixed frorn the outside?

Sincerely yours,

Terry Glendening



Dr. Terry Glendening
19 APPLE LANE

MILFORD, OH 45150
Account # 513 248-2476

February 6, 2012

Cincinnati Bell Telephone
Gustomer Service Manager
P.O.Box 693

Cincinnati. Ohio 45201-0693

Dear Cincinnati Bell,

I have not yet received a letter of response t0 my correspondence of January 22, 2012. It has, however, come to my attention
that a message was left on voice mail, which | retrieved from an outside location. Please be aware that your service man
disconnected rmy phone and internet completely on December 24th. | HAVE NO SERVICE iINSIDE MY HOME. It may take days
before | am in a position to retrieve messages or emails from a remote location, so communicating through those media are not
effective. Please respond by mail!

Please address the following issues:

1. When | spoke with your Zoomtown representative in late November or early December, he specifically spoke about the
static on the phone, as it made our communication difficult. This represents the first acknowledgement of the problem by
a company reprasentative. | requested a review of that recording so that proper credit be given. This is especially
important because the improved internet service only lasted for a few days before it began failing again. That’s how tong
my service has been inadequate to the point of significantly impairing communication. The problems actually began prior
to that consult, but that date indicates the first PROOF of an awareness of the issue by a Cincinnati Bell representative.

Question 1: Was that recording reviewed as requested, so that the most accurate credit will be given?

2. When | called to make an appointment for repair on the phone lines, it was a iong wait before an appointment was
available. The appointment was set for December 27th. | was told that it was necessary for me to be available at the home
in order to provide access to the inside of the home. More specifically, 1 was toid that the repair people would call prior to
arriving and that my appointment would be cancelled if they were unable to verify that | was at home. Yet someone
showed up instead on December 24th, when | was not at home.

Question 2: If it was truly necessary for me to be home during the repair, why did a service person show up on
December 24th, knowing that | was not there to provide indoor access?

Question 3: If it was not necessary for me to be home, then why was | told that it was? | had to take five hours off
waork {including travel time home and back) in order to be available. | would not have done that if it was not
expressly demanded by Cincinnati Bell.

3. The repair person replaced the faulty lines outside my home. Unfortunately, after he disconnected the inside lines from the
faulty outside lines, he didn't effectively connect the inside fines to the new outside lines. Now there is not even a dial tone.
Keep in mind that the original problem was excessive phone static and sporadic internet outages. At that point there was
still a dial tone, and the caller i.d. was able to register incoming calls. Yat now there’s nothing! So, the formerly inadequate
service in the home is now compleately unusable! This disconnect occurred during the repair.

Question 4. Since the complete disconnect occurred from work completed outside the home, would it notbe
fixable from outside the home?

Question 5: If correcting the problem cannot be done from outside the home even though the problem was created
from outside the homs, then why didn’t someone show up to complete the job on December 27th, when
we had our appointment?

Question 6: If the repair person thought the job was successful on the 24th, why was there no notice to cancel the
appointment on the 27th?

4. Please be aware that being available as directed from 12:30 p.m. to 4:30 p.m. on the 27th required a sacrifice of 5 hajr: of
billable service time, which cost me between $750 and $875 of potential income. Making the appeintment on December
27th established a contract between us: That | would be available at my home and that your repair personnel would show
up during the established time period. That contract was breached when nobody from Cincipnati Bell showed up.

Question 7;: How does Cincinnati Bell intend to compensate me for my loss?



-

5. Another difficult situation involves the installation of the grey box outside my home. The installation included drilling
through my vinyl siding and into the walls of my house. Although the screws are tight, water can seep through those holes,
as they compromise the surface integrity of the wall. In addition, since the box contains an easily accessible phone jack
which allows it’s unauthorized use, the box should have been installed inside the home, where it would be secure. Removal
of the box will ieave holes in the wall and require replacement of a section of the siding. Matching the color of that siding
will be nearly impossible, and it will cost time and money to get the job done.

Question 8: Given that you specifically required me to provide access to the inside of my home on the day of our
appointment, why was the box installed outside my home on a different day, without my permission?

Question 9: How can the problem of the location of the grey box be solved?

6. When | called the customer service representative shortly after 4:30 p.m. on the 27th (to inquire about the missing repair
person), she stated that no one was coming. She indicated that someone had stopped by on the 24th, verified that it was
the faulty outside lines creating the problem, and then replaced those lines. Apparently the repairman thought the service
was successful. He was unaware that he had not effectively linked the inside lines to the new outside lines. Please
understand that | do appreciate the attempt to complete the job three days early, but clearly it has become a disaster. Had
Cincinnati Bell waited until 1 was home, | would have told the repairman not to install an unsecured phone jack outside the
home; he could have installed it inside. He would also have been able to verify that the service had been restored inside
the home, rather than rendered defunct. Since the current problem was created from the repairman’s work outside the
house, it seems reasonable to assume that the problem can be fixed from the outside as well. So | agreed to allow
someone to come back on December 28th instead of the 27th, even though | would be unavailable. 1 made it absolutely
clear that | would not be there and that there would be no inside access. 1 am not about to sacrifice more income by
taking further time off work -- not without compensation for the loss incurred from Cincinnati Bell’s negligence on the 27th.
The customer service representative said she would inform the repair person that they would only have outside access on
the 28th. Yet when | got home from work that day, there was only a yellow note saying the repair couldn't be done without
access to the inside. There was absolutely no explanation as to what the service person had done outside to try to correct
the problem. Did he examine the connection of the inside lines to the outside lines, or did he simply plug something into
the outside jack? Assuming the original repairman plugged something into the outside jack before he left on the 24th, we
aiready knew that wasn't the issue.

Question 10; What exactly did that person do on the 28th to attempt to fix the problem?

7. So | paid for service during the entire billing periods of 11/8/11-12/7/11 and 12/8/11-1/7/12. That second payment was
made in good faith with the assumption that my service would be restored and that | would receive adequate credit. Yet
instead of an anticipated letter of explanation, | received another bill! | am already owed credit for the previous lack of
services, Plus, the service has never been fixed!!!

Question 11: Knowing that my service has been inadeguate since late November or early December, and also
knowing that | have had absolutely no service inside the home since December 24th, why on earth
would you send me a bill instead of an explanation?

Question 12: Knowing that | have had absolutely no phone or internet service inside the home since December 24th,
why on earth would you attempt to correspond through those media?

Question 13: What is your proposed plan to restore my service and to compensate me for the losses resulting from
Cincinnati Bell's mishandling of the situation??

Please review my letter of January 22nd, as well as this one. Hopefully the format of the current letter will allow you to examine all
the issues and to provide an adequate response, Let me reitarate that | still do not have any phone or internet service inside my
home, so please do not try to contact me through those media. | will await your written response. In the mean time, please
correct the billing errors and make sure | am not sent any further bills until this matter is resolved.

Sincerely,

Dr. Terry Glendening
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Dr. Terry Glendening
19 Apple Lane
Milford, Ohio 45150

February 17, 2012

Cincinnati Bell Telephone
Customer Service Manager
P.O.Box 693

Cincinnati, Ohio 45201-0693

Dear Cincinnati Bell,

As you know, the telephone and internet service in my home has been in disrepair for
over two months, and completely disconnected since December 24th. Nevertheless,
you continue to send bills for services you are not providing. | have spent much time
and effort in an attempt to resolve the matter and to have the service restored. To date |
have not received return correspondence for either of my letters, one dated 1/22/12 and
one dated 2/6/12. The only things that have shown up in my mailbox are bills for
services you are still not providing! Enough is enough.

At this point, it would appear that Cincinnati Bell has no plan to resolve this matter any
time soon. In my letter of January 22, 2012, | specifically asked for a letter of
explanation. | received none. Eventually | went to a remote location to receive any
messages and discovered that you had left a voice mait asking me to call, with no
further explanation. | do not understand why you would attempt to contact me by
phone, since you know | have no service in my home and since | specifically asked for a
return letter. | do not make personal phone calls from my work phone, and pay phones
are hard to find these days. If your repairman had showed up for our scheduled
appointment, there would be no problem. It would appear that Cincinnati Bell does not
want to respond to the issues | raised in the letter. So | wrote & second letter to add
clarity to the situation. Yet still | get no explanation of the issues raised.

We had a repair appointment on December 27, 2011. Your personnel failed to show.
Your customer service representative acknow!edged that the problem was the outside
lines. The problem now is that when the repairman replaced those lines on December
24th, he completely disconnected those lines from the inside of the home. There's not
even a dial tone, and the caller L.d. doesn't register calls. Therefore | don't even know if
anyone called unless | go to a remote location. You haven’t answered my question as
to what the person who came by on the 28th did to examine the connections made on
the 24th. You haven’t answered my question about the installation of an unsecured
phone jack on the outside of my home. You haven't explained why someone came by
on the 24th when { wasn't home to provide inside access, given that it's a requirement
to obtain an appointment. You haven't addressed the issue of the loss of potential
income | incurred as a result of waiting for your personnel to keep our appointment. You
haven't addressed a lot of things.



Requiring someone to be home for a repair, then showing up when they aren’t home
and completely disconnecting the service in the home, then failing to show when there
was a scheduled appointment, then leaving a voice mail on a system that has not been
restored to the home instead of providing a letter of response... all seems like an
ineffective way to go about things. it would appear that no one has returned to check
the connections made on the 24th, even though that was the plan for the 28th. You
come to my house to do work outside when | have not given permission, yet you decline
to do so when | do give permission and when your customer service representative
agrees to it. To me it would seem that Cincinnati Bell is avoiding the issue. Perhaps
you are hoping to wait to get inside the home sc as to claim the problem is within, even
though your personnel already confirmed that it was the outside lines, and even though
the line went from static to dead as a result of the work done outside.

The bottom line is, your repairman disconnected my phone and internet service at this
end in December. Now is the time to disconnect it at your end as well. | had hoped to
continue with Cincinnati Bell, as | have been a loyal customer for years. Even when
more reasonably priced services became available elsewhere, | continued to stay loyal
to you. | even paid ahead in December out of good faith that you would respond
properly and that | wouid receive the refunds to which |1 am entitled. None of that has
occurred. Instead | continue to get charged, with late fees added despite not having
phone or internet services in my home at all! Cancel the already nonfunctional service,
correct the billing data, and send my refunds. All charges from the last two statements
will obviously need to be removed. | will need instructions for returning the modem.

That should solve the problem of Cincinnati Bell continuing to charge for services not
provided. The other issues addressed in my correspondence will still need to be
resolved. Cincinnati Bell will still need to take responsibility for my losses incurred due
to the company’s mishandling of the situation. The next step is to seek assistance from
outside sources to help resolve this matter.

Sincerely,

Dr. Terry Glendening



(& Ccincinnan Beir

221 E. Fourth St.
P.O. Box 2301
Cincinnati, Ohio 45201-2301

April 18,2012

Dr. Terry Glendening
19 Apple Lane
Miiford, OH 45150

RE: PUCO Complaint
Dear Dr. Glendening:

I am in receipt of your complaint to the Public Utilities Commission of Ohio (PUCO), and I have
reviewed your concerns and service history with Cincinnati Bell Telephone’s (CBT) service
escalation and repair teams. Based on this review, CBT cannot address your concerns without
access to your home to test the inside wire.

CBT has made multiple tests and trips to your home to verify that service to the NID (network
interface device) is working properly. As may have been explained to you, CBT is responsible
for providing service to the NID. Service beyond the NII is considered inside wire and is the
respousibility of the property owner. While you state that you have not had service since
December 24, 2011, CBT’s tests have indicated that service is working to the NID. This result
indicates a potential inside wire problem. CBT can test a customer’s inside wire, but access to
the home is needed to do this. As you have documented, you have not provided inside access
since the NID was installed. Thus, CBT has been unable to diagnose any problem.

Second, because inside wire is the customer’s responsibility, service credits are typically not
warranted if service trouble is caused by the inside wire. Because the trouble appears to be
inside wire, CBT will not issue any credits unless it can access the inside of your house to test
the inside wire and the tests identify a problem in CBT’s network.

Regarding the SNI, a CBT Repair Supervisor inspected the installation, and the NID is a
standard installation with standard security features. The supervisor did not identify and issues
with the quality of the installation, the location where the NID was installed, or any damage to
the home. The NID is part of CBT’s network and is instailed outside the home so that CBT
technicians can readily access it. This is a standard industry practice and typical of thousands of
homes in CBT’s service area. While CBT regrets that you were not present when the NID was
installed, the installation is proper and does not warrant change.



Finally, repair appointments must be made by phone because CBT provides repair appointments
in real time and requires confirmation from the customer at the time the appointment is
scheduled. If you want to pursue this matter, you must either provide CBT with a contact
number so that CBT can contact you to schedule a repair appointment or you may schedule an
appointment directly by calling CBT Repair at 513-566-1511. You may also set up a repair
appointment by contacting Sue, the Executive Care Representative who was corresponding with

you, by calling 513-565-6005 and asking for Sue.
e ,.«f:%”»n

Robert W. Wilhelm Jr
Regulatory Pricing Manager

Slncerel

u
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Cmncinnati Bell
Eﬁl%ENDENWG Invoice Dats: 1/8/2012 Account # 513-248-2476 551 Page: 1of 2
MILFORD OH 45150 Total Amount Due: $98.91
Due Date: January 29, 2012
To make a payment or gei additional If payment received aftar January 28: $104.58
information about your bill,
contact us: Previous Charges
www.clncinnatibell.com LastMon’thTotatD\m oo 59377
513-565-2210 Payment Recsived (thiough Jan 10,2012) §BBTICR <
Current Adjustments ihrough Jan 10, 2012)“ S 4 $0.00 §
PestDuCharges %00 =
Covers tha period: Jan 8, 2012 - Feb7, 2012
See following page(s) for delalls
 Welcome Current Charges
e _ ' LocaISarvloes :
ol localSarvioo Taxes  mx
This month's total $68.91
* Perscnalized service anytime, day or night.
* Manage your Home Phone, internet Total Amount Due $98.91
and Wireless services
s Check your minutes usage
» Check the status of an order
» Viewand pay your bitt
Go to wwwitlncinnatibell.com and dlick My Account,
_______ - o Please raturm this remittance slip with your payment 1236

Cmncinnats Bell

#BWNKCBJ
HEWW SWSE XNOX NKS#
AV 01 015383 17440B 66 A**5DGT
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TERRY GLENDENING

19 APPLE LN

MILFORD OH 45150-1601

Account #: 513-248-2476 551

Total Amount Due on January 20; $98.94
If payment received after January 29: $104.58

Your Payment:

$

nllI'I'ni"ul'hmi’l“l'l‘l'l"'li-m_'"'l'I"lli*l'lniul'

PO BOX 748003
CINCINNATI OH 45Z74-8003

5132442475511 2 »xBO0OXXXX*0O00LO4580000094819)


http://www.cincinnatibell.com
http://www.cinclnnatibeH.com

Cmcinnat: Bell

sk R _
Invoice Date: 1/8/2012 Account # 513-248-2478 551 Page: 2 of 2
Local Services
Home Phone Quantity Description Amount
and Intemet o "911ch5}g}am“ o s
Cincinnati Boll S A e ; ;
_ Relay/TDD Service Surcharge ... %002
_ Lifeline Recovery Surcharge %035
. Rosidenceline .. %000
 Foderal Access Charge ¥z
Complote Connections e
 Unfisted Phone Number .
CBT Voice Messaging ] . %000
~ ZoomTown High Speed Intemat SR 1.
 Universat Service Fund o o
Total $54.55
Local Service Taxes TaxforRoguetedSenices  Fed $146 Sl $200  _ #3
- _ Total

$4.36

Payment Procedures

Ploase tear off the ramittance sheet and plass A, aiong with your payment, in the return envelope and mall 1t to Cincinnati Bell, PO Box 748003, Cinti, OH 45274-8003. iFyour payment is not
receivad on or before the dus date, & late paymant charge of 1.5% wilt be assessed on your next bill ($5.00 minimum charge spplies for local felephona setvice and fesfures in Ohio and Indiang,
if the balance forthese services Is $25 or more). Pay your hill orfine or via phone. Vit waw.cinginnatibed.com o call $13-565-2210 to find out how,

Alf charges must be pald every month to keep your account cumment.

Question/Compiaint Procedures

If you think you have been mcorrectly bifled, you should cat Cincinnati Bell at ihe following numbers within 60 days. A call to the Business office-will initiate a billing review.

Irivoices for nen-reguiated setvices not disputed within 60 days may not be subject to dispute thereafter.

Resldence customers can call Cincinsiat] Bell at 513-565-2210 or 1-866-565-221C toll free; while business customers can call 513-566-5050 or 1-866-279-9322 1ol free. TTY customers can call
513-241-2888 or 1-800-261-8837 {ofl fres. [f after contacting our Business Office, you are unable to resoive your concem, or for communications concaming disputed amounts, Including an
insttument tendered as full safisfaction of the debt, you may write us at Customer Sarvice Manager, P.O. Box 693, Cintf., OH 45201-0693 or call 513-565-6005 (1-800-768-3147),

Jryour complaint ls nol resolved after you have eafied Cincinnatl Bell, or for goneral ulility information, Chio residential and business customers mey cottact the Public Utikties Commisston of
Ohio for assistance at 1-500-666-7826 {toll fres} ar for TTY at 1-800-585-1570 (loll free) from B:00 a.m. to 5:00 p.m. weakdays, or al www.puco.olio.gov. Resldential customers may also
contact the Ohio Consumers Coungel {OCC) for assistance with complaints and ulitty issues at 1-877-742-5622 {toll free) fram 8;00 a.m. to 5:00 p.m. weekdays, or at www.pickoce.org.


http://www.cinoinnatibell.cQm
http://www.puco.ohto.gov
http://www.pickocc.org

Pay vmediately 1o @ooes nomiinbe sabey o 0t anvves, Cmcinnalt: Beill

LE;I:;; ﬁENDEN'NG " lnvoice Dats: 218/2012 Account #; 513-248-2476 551 Page: 1 of 2
MILFORD OH 45150 Total Amount Due: $204.90
Due Date: February 29, 2012
To make a payment or get additional I payment received afler February 20: $210.60
information about your bil,
contact us: Previous Charges
cincinnatibell.com et gy
§13-565-2210 - PaymentReceved fhough Feb$,2012) %000
Cument Adustments through Feb$,2012) %000
PastDue Charges  Plestse Pay Muw e e

Covers the period: Feb 8, 2012 - Mar7, 2012
Sea following page(s) for detalls

Welcome X - Current Charges

- © localServices
- to My Acg " HomeProreanditemet 5ot
> LocalSemceTsxes ' " T Tgasa
' ' ' ~ Thismonth'stotl ~ $10599

e Personalized service anytime, day or night,

* Manage your Home Phone, intarnat ; Total Amount Due $204 .00
and Wireless services

+ Check your minutes usage
* Check the status of an order
» View and pay your bill

Go to www.cincinnatibell.conr and click My Account.

_ i Plaage retumn this remittance slip with your payment 1244
Cincinnat Bell Account #: 513-248-2476 551 |

Total Amount Due on February 29: $204.90
If paymert received after February 29: $210.80

#BWNKCBJ

HBWW SWSE XNIX NKS# Your Paymeant:

AV 01 018245 312488 71 A**5DGT
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TERRY GLENDENING o _

19 APPLE LN apepsghrissga s Es kol by elbesE{ b [Qyony bty o2 s

MILFORD OH 45150-1601 vorprpe byl s affJafyf fyeteck{lhanba [l i ged o] ||

: PO BOX 748003 ’ :
CINCINNAT] OH 45274-8003

5132482475511 2 *DOOOXXXX*x000021060000020470


http://www.cincinnatibell.com
http://www.cinclnnatlbell.com

Cincinnat: Bell”

Invoice Dats: 2/8/2012 Account # 513-248-2476 551 Page: 2of 2
-ocal Services

Homs Phon? Qumity Dosofon . Anam
i . OtiChe e

| RelyTODSevkeSwehage 500
_ Lifeling Recovery Surcharge . $03
.. Resiencelie L %W
_ Complete Connections . W%
(Unlted Phone Number %

 UnversaiSeviosFud e
_letePeymentfee %%

-ocal Service Taxes TaxiorRogusledSevioes  Fed §164  Swe 200 - ©u
- . Total $4.54
(8()‘0) 2BL - E5)15 = O ﬂ‘ff@rﬂey Cagntral
C’FL? P ¢ 317 B Ut t\'+7 I"el@:}ac( ;,5 Ly e-S)

PU}JI;(, Urli+6 Commssion & Ohio - GOU~GRE- TB2E
Mu‘;??mj Address

130 £ Bread ST el ibivel /fwf'mij
Colom Lmj.&f OH MB2I15-379¢ , y’, égn%c, Seeord

FaX b iH - 752 €35
Payment Procadines
Please tear off the remittance sheet and place it, alony itk your payment, in the return envelope and mall it to Cincinnati Bell, PO Box 748003, Cintt, OH 45274-8003. If your paymeant is not

recaived on of befors the due date, a iale payment charge of 2% will be assessed on your next bi# ($6.00 minimum charge appiles for fucal talophone sefvice and fastures if the balance for
these senvices |6 $25 o mare), Pay your bil oniine or via phone. Visit www.cincinnatibeli. com or calt $43-565-2210 to find out how,

Al tharges must be paid every month {o keep your account currant.

Question/Complaint Procedures

If you think you have beer incomrectly billed, you should call Cincinniati Bel at the following numbars within 60 days. A call to he Business office will initiate a billing reviow.

Invaices for non-regulated services not disputed within 60 days may not be subject 1o dispute thereatter,

Residence customats san call Cincinnett Bell al 513-565-2210 or 1-865-565-2210 tofl free; while budinesa customers can call 513-566-5050 or 1-866-270-0322 toll free. TTY customens can call
593-241-2808 or 1-800-261-0837 toll free. I afier contacting our Business Office, you are unabie 1o rescive your congern, of for communications conceming dispwied amounts, Inctuding an
instrument fendered as full satisfaction of the dett, you may write us at Customer Sexvice Manager, P.O. Box 693, Cintl,, OH 45201-0683 or cafl 513-565-6005 {1-800-768-3147),

If your compiaiid is not resolved afier you fave called Cinclnnati Bell, or for general utliity informatios, Ohvio residential and business customers may contact the Public Utiiities Commisaion of
Ohio for assistance at 1-B00-686-7826 {toll free) or for TTY at 1-800-686-1570 (lok free} from 8:00 a.m. 16 5:00 1.m. weekdays, or &l wew.puco.chio.gov. Residential customers may alse
cantact the Chio Comumers Counsel (OCC) for aseistance with compliaints and ulility iscues st 1-877-742-5822 (toff fro) from B:00 a.m. Lo 5:00 p.m, weokdays, or at www pickocc.org.

Ohio Consymers Cocrse| Goveracrsy Obfice St Represearative or
Ma;!fnjz Address \ GlH-Hes 3555 State Stactor

; ‘ FO0~-28 2?25
Res, deatial  Utilety Consmds /‘G‘W‘wﬁt goo 3 &£25%


http://www.pucaohio.gov
http://www.ptekocc.org

itinn of servioe. Gincinnaty Bell
TQEE‘:LTEﬁENDEN‘NG Invoice Date: 3/8/2012 Account #: 513-248-2476 551 Page: 1 of 2
MILFORD OH 45150 Total Amount Due: $304.38
Due Date: March 29, 2012
To make a payment or get additional If payment received after March 29: $310.28
information about your bil,
contact us: Previous Charges
www.cincinnatibeil.com Last Month Total Due o 320490
513-565-2210 PaymentReceived (throughMar 12,2012) Um0 .
Cument Adustments (through Mar 12, 2012) | SIHICR
Past Due Charges  Plaase Pay Mow W74 o

" Yechnical support for il your electronic needs
for just $14.99 a month,

Premiam Tachnizal Supportis availabla for up-3e 3 PCs aad unfimited dbvicas i your home network.
Sarvicas it remotetroudleshotting for PCs, home networking. compuler security, new sabiware, 2nd
peripharal devices for a monthly fes of $14.89 per month, A cne-year commitment is required o awid early
cancellation Soes. Torminatioa of sovvica bafore the one-paat bomimitrsent period may restitin #o early
termingtion 18, Pramium Tecknical Suppart i 8 best citor service; we Satiot guaranitee we'll be ablz to
Hagnose or resalve yau! issue. Dincinnatt Ball specifinally disclaims any represaatatian that it will
sittessfubly comoct sny at all problems or issubs with any sodtwore, hardware, o system or that the
aperation of anyhardwaes, software of tystam Ml}ba wninterrupted or erros free. Further, you agree hat
Cincinnat Bell is oot for loss of ation of your deta andicr
softwaze and that the bmitations of ability set forth in the ZoomTown/Fiaplics Yerms of Service are
2applicable by the pariod diaing which you secelve fechrical support.

Cmcinpat Bell

#BWNKCBL
H#BWW SWSE XNOX NK5#
AV 01 016452 453978 71 A**5DGT
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TERRY GLENDENING

19 APPLE LN

MILFORD OH 45150-1601

Covers the period: Mar 8, 2012 - Apr7, 2012
See following page(s) for details

Current Chafges
" Home Phone and Intemet §$102.35
Local SemceTaxes N B 8454
. Thismonthstotal  $106.89
Total Amount Due $304.38

. . . . Cn e i . PR
Do rgera serr pnoweninisgry 5 Sterer, gl BEedl A e e et 3Ry Gyt S piTig it
CORNTE R RO ORI Ll o mRE ey ORI A Ay

Ploase retum thls remltanca » Slip with your payment

1238

Account #: 513-248-2476 551

Total Amount Due on March 29: $304.38
it paymant recelved after March 29: $310.28

Your Payment:

$

Illlllllllll!'lII'III!IIIIIIllI[III!]I!II[IIl’ll]l;lll]tlllllllll

PO BOX 748003
CINCINNATI OH 45274-8003

5324824765511 2 *0000XXXX*0000D31028000030%34


http://cincinnatibell.com

Cimincinnat: Bell’

Invoice Date: 3/8/2012 Account # 513-248-2476 551 Page:20f 2
Local Services
Home Phone Quantity Description Amount
_ Relay/TDD Service Surchorge ~~  §002
_LHoline Recovery Surcharge . 508
_Residenceline ... %000
. FederslAcoess Charge . BT
 Complete Connections . B8
_ Unlisted Phone Number W%
~ CBTVoiceMessaging ~~ ~ §00
_ ZoomTown High Speed intemet ~~~ §M46
 Universal Sevies Fund - $0s
LatePgymentFee . ¥
Total $102.35
Local Service Taxes TaxforRogueledSovioss  Fed $164  Swe ®200 M
Total $4.54
mportant Messages Effective April 15, 2012, the price for Local Directory Assistance, National Directory Assistance, Business Category
Search, and Reverse Search Assistance calls will be $2.99. For questions, please cali 513-565-5487.
Payment Procedures

Pleasa tear off thie remittance sheet and place it, along with your payraent, In the relum envelope and mait it to Cinclrneti Belt, PO Box 748003, Cinti, OH 45274-8003. If your payment Is not
received on or befors the due dafe, a late payment charge of 2% will be assessed on your next bill {$6.00 minimurn charge applies for local lelephone service and featurss if the balance for
these servives is $25 ar more). Pay your bill online or via phone. Visit www.cincinnatibett. com or call 543-565-2210 to find out how.

Ali charges must be paid every month to keep your account cument.

Procedures
If you think you have been incorrectly billed, you should call Cincinnati Bell at the following numbars within 60 daye. A call to the Business office will inftiate a billing review.
Invoices for non-regulated services nof disputed within 60 days may not be sublect to dispute thereafter.
Residence customers can call Cincinnati Bell at 513-565-2240 or 1-866-565-2210 tofl free; while business customens can call 513-566-5050 or 1-866-270-8322 toll free. TTY customers can call
513-241-2600 or 1-800-261-0837 dokt free. if after contacting our Business Office, you are unable fo resoive your concem, or for communications conceming disputed amounts, including an
instrument tendered as full satisfaction of the debt, you may write us at Customer Service Manager, P.0. Box 693, Cinti., OH 45201-0683 or call 513-565-6005 (1-800-768-3147).

I your complaint is not resvived after you have called Cinginnatl Bell, or fur general ufitity information, Ohilo residentlal and business customers may contact the Public Utiities Commission of
Ohlo for assistance at 1-800-686-7826 (tolf free) or for TTY at 1-800-686-1570 {toll free) from 8:00 a.m. to 5:00 p.m. weskdaye, or at waww.puco.ohie.gov, Residential customers may also
contexct the Chio Consumars Counsel (OCC) for assislance with complaints and uliiity ssues at 1-877-742-5622 (tofl free) from 8:00 a.m. to 5:00 p.m. weekdays, or at www.pickocc.org.


http://www.clncinnatibell.com
http://www.puco.ohto.gov
http://www.ptokocc.org

Commiss ion Steven D, Lesser

Andre T. Porter
John Kasich, Governor ‘\f& \_2. Lynn Staby
Todd A. Snitchler, Chairman

May 22, 2012

Ohio l Public Utilities C"\W@Wgﬁ% copmsna

Terry Glendening
18 Apple Ln
Milford, OH 45150

CASE ID: TGLE040212PL
Dear Dr. Glendening:

Thank you for contacting the Public Utilities Commission of Ohio (PUCO) regarding
Cincinnati Bell Telephone Company LLC. (CBT)

In your complaint you stated that CBT has been unwilling to resolve a service issue. A letter
and attachments dated March 29, 2012 included a summary of your concerns, which follow.

1. Unauthorized installation of an Network Interface Device (NID) box on December 24,
2011.

2. Damage to your home.

3. An unsecured NID box.

4. Failure to keep an appointment scheduled for December 27, 2011.

5. Inproper disconnection of your service on December 24, 2011.

6. Changing explanations about company actions.

7. Lack of responding to your concerns.

8. Billing you for services not being provided.

I contacted CBT on April 3, 2012 and inciuded the correspondence which you sent to our
office. | requested CBT to specifically answer the following questions; has service been interrupted
since December 24, 2011; were there any repair calls prior to December 16, 2011; did a technician
damage the home; and were there any scheduled repair appcintments that were missed. On April
18, 2012 our office received a response. it included a copy of a letter that was addressed to you
and it appears that the position of the company has not changed. They still want you to provide
them with a contact number so an additional repair appointment can be made which would require
access to your home. They deny that damage to your home occurred and that the instaliation of
the equipment was standard and includes standard security features.

The response confirms what was reported in your letter to our office. A repair technician
was there on December 24, 2011. He verified service was working to the NID. Because he was
unable to confirm if service was working inside your home it would be company policy for the
technician to leave a No Access card that instructed you to contact them and make arrangements
for access. It does not explain why the appointment was moved from December 27, 2011, or why
it was not kept.

On May15 | received your letter dated May 7, 2012. You referenced the appointment of
December 27, 2011 and CBT's failure to keep the appointment. In this letter you mentioned that

180 East Broad Street (614} 466-3016
Columbus, Ohio 43215-3793 www.PUCO ohio.gov



CBT installed a second NiD to your home when CBT was at your home on December 24, 2011. |
met with the Telecommunications Manager of my department, and asked that he review the
information which you sent our office. He contacted CBT and instructed the company to return to
your home to confirm why a second NID was installed. The company reported on May 18, 2012
that there is only one NID. There is another box that provides cable service. CBT's final response
to our offices states that two No Access cards were left at your home, requesting that you contact
them to make access arrangements.

In your letter you inguired about an objective third party assisting you. At this point you have
the option of filing a Formal Complaint at the PUCO. I've enclosed the packet which you can
review. The process could ultimately lead to a hearing in our offices.

I hope you find this information helpful. Should you have further questions regarding this
jssue or any other utility-related matter, please call the PUCO Consumer Hotline at
1-800-686-PUCO (7826). For more information regarding the PUCQ, visit us on the web at
www.PUCO.ohio.gov.

Sincerely,

Stephen Watson
Customer Service Investigator
Service Monitoring and Enforcement Department

Enclosure: Formal Complaint


http://www.PUCO.ohio.gov

Network Interface Device

Cincinnati Bell’s behavior is aiso elusive regarding the reasons for installing the N.I.D.

P.U.C.0. Case Number 12-1968-TP-CSS v J? ﬁ
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It took 5 consecutive letters in which I discussed the issue before CBT even responded.
- 1/22/12 (item 7)

2/06/12 (item 5)

2/17/12 (page 1, paragraph 3, lines 8-9)

2/23/12 (page 3 of attachment, item 6; page 4 of attachment, item 7)

3/13/12 (paragraph 1)

Question: Is it reasonable to expect a customer to write five letters before addressing
the concern raised in those letters? When the Utility refuses to respond to
customer concerns, is it reasonable to accuse the customer of causing delay?

L]

t

When CBT did finally respond, the explanation included false information. CBT states that
the N.I.D. was installed within regulations. The letter reads “The Network Interface is to
be located, in most cases, 12 inches inside the customer’s premises. When following the
12 inch rule is not possible, due to physical limitations, the Network Interface will be
jocated within a point of reasonableness.” (3/22/12, paragraph 3, lines 1-4)

Comment: If the repair technician had shown up for the appointment which the Utility
scheduled on 12/27/11, he could have followed the 12 inch rule. Therefore,
there was no reason to install an extra N.1.D. on with an outside wali! Thus,
the applicable regulation which CBT quoted was NOT followed.

Throughout this process, I have expressed serious concerns about the installation of the

extra N.I.D., to which CBT has shown blatant insensitivity.

1. There are security concerns. The box contains an easily accessible phone jack and
nothing to prevent someone from using my service without my awareness. This could
include vandals, drug dealers, stalkers, and even perpetrators of terror or violence.
Perhaps CBT personnel have never been victimized through such behaviors. 1 have;
many of my patients and clients have. The concern is realistic. This is especially true
since the house next door has been empty for years and has been vandalized. Though
a hasp on the side of the box wouid allow for a small lock {(which CBT will not provide),
even an expensive lock of such small size could be cut with a strong set of metal
cutters. Plus, the lock would rust and need periodic replacement.

2. The instatlation involved drilling holes through my vinyl siding and into the wall of my
home, creating a potential water problem, especially over time. The holes were drilled
in a2 wall which angles slightly upward, on the southwest side of the house. This is the
worst location for vulnerability to weather. Although the screws are tight, water can
seep through those hoies, as they compromise the surface integrity of the wall. The
holes need to be plugged with weather proof caulk, which requires maintenance. I
would not have consented to this arrangement, as it creates permanent damage to the
wall and will require extra work on the part of the customer.

Question: Even if CBT's lack of concern for public welfare doesn’t violate any laws, is it
reasonable to accuse the customer of causing delay when the Utility refuses to
respond to serious concerns repeatedly raised by the customer?
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The Public Utility Commission “instructed the company to return to your home to confirm
why a second N.I.D. was installed.” (letter dated 5/22/12, page 2, lines 3-4) The Utility
lied in its response of 5/18/12, denying the existence of a second N.1.D. (referenced in
P.U.C.O.)s ietter to me dated 5/22/12, page 2, lines 4-5). CBT knew there were two N.1.D.s.
1. Obviously, CBT’s technictan was aware that he was installing a new N.L.D. rather than
replacing an existing one. He had to know there was already an existing one.
2. I addressed the issue in muitiple letters, most intensively in my letter of 3/13/12
(paragraphs 1 and 3).

Questions:

1. Is it unreasonable to consider lying to the customer and to P.U.C.0. an ‘unfair and
deceptive trade practice’? Does it not also vioiate O.R.C. 4927.207?

2. If CBT somehow claims a lack of awareness, would such a claim reflect reasonable
practices or professional negligence?

Comments:

1. CBT has never complied with the above quoted P.U.C.Q. directive to “confirm why a
second N.I.D. was installed”. The Utility simply repeats its claim that the installation is
in accordance with regulations, without verifying any necessity of the installation.
While an outdoor N.I.D. affords CBT more convenience, that doesn’t make it necessary.

2. Despite CBT's claims to the contrary, the Utility did have access to the inside of the
premises (12/27/11). Therefore, if the existing N.I.D. does, in fact, need replacement,
CBT had the opportunity to maintain the existing system rather than to impose material
changes (without notice) which adversely affect the customer.

Regarding of the installation of the extra N.1.D., I asked CBT to identify the applicable
regulation and it's source (interrogatories..., item10). The Utility referred me to the
Federal Communications Commission regulation 47 CFR 68.105.

Comments:

1. There is nothing in the regulation which permits the Utility to instali a 2nd N.1.D. at all.
This fact challenges CBT's existing claims that the N.I.D. is within regulation. It may
have been within regulation if it was an INITIAL installation, but because the Utility
had already established the demarcation point when installing the original one, it is
unreasonable to alter the established practice without cause. It is most unreasonable
because: (1) CBT made the change without notice; and

(2) CBT had scheduled access to the demarcation already established by CBT.

2. The regulation does stipulate that “The provider of wireline telecommunications
services shail make available information on the location of the demarcation point
within ten business days of a request from the premises owner... must make this
information freely available to the requesting premises owner.” As previously stated, it
took multiple requests and much more than 10 days to get a response.

I further asked CBT to provide “written verification from a source outside of CBT that the
above regulation applies specifically to the installation of a second N.I.D. despite CBT
having scheduled access to an existing one, rather than to the installation of an
initial N.I.D.” (... Request to Produce Documents, item 11).

Comment: CBT referenced the same reguiation, which does not address this issue at all!
Question: Does this not constitute a failed answer in Discovery?
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Terry Giendening
19 Apple Lane
Milford, Ohio 45150

February 23, 2012

Cincinnati Bell Telephone
Customer Service Manager
P. O. Box 693

Cincinnati, Ohioc 45201-0693

Dear Sue,

Thank you for your correspondence dated February 14, 2012. Unfortunately, it still does
not address the issues raised in my letters. Enclosed please find a copy of a letter |
have drafted in order to receive proper assistance from one or more outside sources. |
am still willing to work with Cincinnati Bell on this matter, but not without having each of
the issues raised in my letters taken seriously and addressed specifically. ‘

Sincerely,

Terry Glendening



Terry Glendening
19 Apple Lane
Milford, Ohio 45150

February 21, 2012

Public Utilities Commission of Ohio
180 East Broad Street

Columbus, Ohio 43215-3796

Fax: 614-752-8351

Dear P.U.C.O. Representative,

The purpose of this letter is to request your assistance in resolving a residential service
issue with Cincinnati Bell. The basic issue is as follows. While replacing fauity lines
outside my home on December 24, 2011, a repairman disconnected my telephone and
internet service. There is absolutely no service inside my home, not even a dial tone.
Nobody has returned to reconnect the service. Instead, they continue to send me biils for
the services they accidentally left disconnected. | do not make personal calls or emails
from my work phones, and | do not carry a personal cell phone. Therefore, | have been
without those personal communication media since Cincinnati Bell disconnected the lines
outside my home. In addition, the company has chosen to ignore multiple requests for a
jetter of expianation. | hope you can help. The enclosed letters of correspondence will
provide a more comprehensive account of the situation. Here are some of my concerns:

First, Cincinnati Bell invokes its own policy in an inconsistent and opportunistic manner. In
order to schedule a repair appointment, the company requires an adult to be present at the
home on the scheduled day. The company states specifically that unless the repair
technician is able to call and confirm that the customer is home, the technician will not keep
the appointment. Despite this explicitly stated policy, the company apparently sends
technicians to customers’ homes on non-scheduled appointment days. When the work
done outside the home then creates new probiems, the company refuses to send someone
to correct whatever was done unless the customer arranges to be at home. The company
switches over to suddenly following this policy even though:

1. Clearly they have already viclated the policy by showing up unexpectedly, without
the customer’s knowledge or consent;

2. They have previously failed to show up for a scheduled appointment while the
customer waited, thus costing the customer time and a lot of money in lost income;

3. The new problems were created when the technician performed activities outside
the home in the customer’s absence, so it is likely that the technician can correct the
problem under the same conditions;

4. They have not compensated the customer for the loss incurred due to their failure o
show up at the appointed time, and it would cost the customer even more time and
money to make second appointment.

Not only does this inconsistent implementation of an established policy exploit the
customer, but it may also may reflect an intent to avoid taking responsibility for the
company’s mistakes. ‘



Second, the company’s communication style also seems to suggest the possibility of an
intent to avoid responsibility.

1.

2.

When a customer specifically requests written communication, the company
chooses to ignore the customer’s request.

Knowing that the repair technician completely disconnected the customer’s service,
the company leaves residential voice mail on a system that the customer
cannot access from the residence. Apparently, the company expects the residential
customer to travel to a remote location in order to retrieve residential messages.
Even if pay phones were still readily available, this idea seems unreasonable,
especially when the customer has specifically requested to communicate by mail.
Not everyone carries a personal cell phone.

The company also asks the customer to contact them by phone, knowing that
the customer’s service has been disconnected. | found this out indirectly. In an
unrelated event, | was informed of an important message that had been left on my
residential voice mail. At the time | had no idea whether | could even retrieve
messages from a remote location, given that | had received no explanation from
Cincinnati Bell. The company has never explained what the technician did on
December 24th to create the new problem or what the technician did on the 28th to
try to correct it. It would appear that he did nothing. Despite the inconvenience, |
did go to the extra trouble of investigating the possibility and retrieving my residential
messages from a different phone. | was surprised to discover a message from
Cincinnati Bell. The message identified the caller and simply asked me to call her
back to discuss the problems I've been having with the services. In other words,
knowing that my telephone service is not functioning, Cincinnati Bell expected me to
use that medium through which to make contact with them.

I immediately sent a follow-up letter, once again requesting written correspondence
and asking for an explanation of the related issues. To date they have avoided
addressing the Issues raised in my letters. | finally sent a third letter telling them
to disconnect the service at their end as well, since they don't seem interested in
correcting the probiem or taking responsibility for their actions. It seems that the
company'’s intent is to continue to charge for services not provided. Persistent
avoidance of customer concerns is not good business.

These apparent avoidance tactics raise the issue of the public’s ability to trust in the
company’s motives and integrity.

Third, there are other factors specific to my case which raise the question of trust.

1.

In today’s mail | finally received written correspondence from a representative
named Sue. The letter claims that her voice mail requested that | contact her “to
schedule a repair visit”. This statement is inaccurate. When | retrieved my personal
messages from another phone, | recorded them so that | could wait to listen to them
unti! | returned home. So | still have that recorded message, which was nonspecific.
The message does not specify anything about scheduling another repair visit. The
statement is therefore untrue.



. The letter also states “We are not able to repair phone line until we determine if the
trouble is on the inside or outside. We will need for someone to allow our repair
technicians access to your premise.” Incorrect grammar aside, this statement
directly contradicts past actions. Our repair visit for the original problem was
scheduled for December 27th. However, a technician showed up when | was not
home on the 24th, when he did not have access to the premises. Yet he did repair
the original problem. So again, the statement in today’s correspondence is untrue.

. When repairing the original problem, the repair technician confirmed that the faulty
lines were outside the home rather than inside the home. Despite the history of not
needing inside access to accomplish the repair, despite the company’s failure to
show up for a scheduled appointment, and despite the fact that the current problem
was created outside the home, Cincinnati Bell refuses to simply come out and check
the status of the connections made on the 24th. Customer service had agreed to
send someone out on the 28th to check those connections, but the company has
since avoided answering questions as to what actually occurred on that date.

. Without compensating me for the losses | incurred due to the company’s negligence,
Cincinnati Bell expects me to make another repair appointment and thus incur
additional losses. They want to impose this expectation without even confirming that
my presence is needed. Given the specifics of the situation, the need for my
presence seems unlikely. While repairing the original problem, the technician
confirmed that the problem was NOT on the inside. Subsequently, the current
problem resuited from work done outside. So why would the technician suddenly
need access to the inside of the home in order to repair a problem created outside?
This question becomes especially poignant when one realizes that the company
charges the customer for problems inside the home.

. In some ways it seems that the company is avoiding the acknowledgment that the
current problem is separate from the original problem. | don't know why that
distinction would matter, but in case it does, let me clarify. The original problem
involved sporadic interruption of the internet connection and static on the phone line.
Both of these symptoms suggested faulty wiring. Cincinnati Bell confirmed that the
faulty lines were outside the home rather than inside. The repair was completed
when the technician replaced those outside lines. In contrast, the current problem
involves having no connection whatsoever. There is no internet connection at all;
the caller i.d. doesn’t register information; there isn't even a dial tone. This new
problem resulted from work done by the technician on the outside of the home. My
hypothesis is that when the technician installed an outside jack, he didn't adequately
connect the lines coming from inside the house to that jack. As stated above,
Cincinnati Bell has neglected to follow through with the agreement to check those
conhections. The company has also avoided giving an explanation for this failure.

. Without notifying or obtaining consent from the customer, the company allows its
technicians to install a freely accessible phone jack on an ouiside wall when the
customer is not at home. Given the increase of security concerns in our couniry
over the last decade, this practice seems disturbing. Anyone could piug something
into that jack!



7. Installing an outside jack involves drilling holes into the wall of the home, thus
damaging the home itself. In the case of my home, holes were drilled through vinyl
siding as well. None of this would have happened had Cincinnati Bell adhered to it's
policy of requiring confirmation of the customer’s presence before performing work.
To date the company has offered no possibie sotution to this problem.

Additional concerns are specified in my ietters to Cincinnati Bell. | suspect that | am not the
only customer to have had a negative experience, given the pervasive nature of some of
the company dynamics described herein. | think it is important to require businesses to
operate through integrity and fair practices. Please help me to achieve a satisfactory
resolution to this problem. 1 still need Cincinnati Bell to reconnect whatever the repair
technician disconnected on the December 24th. The issue of the unsecured outside jack
installation must be addressed. The issue of the erroneous bills and proper credit must
also be resolved. Thank you very much for your time and consideration.

You can reach me at the above address. As previously mentioned, | have no personal
telephone or internet service at this time. If | set up new residential phone or internet
services through another company, 1 will forward that information to you.

Sincerely,

Terry Glendening

CC: Cincinnati Bell Telephone
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19 Apple Lane
Milford, Ohio 45150
March 13, 2012

Cincinnati Bell Telephone
Customer Service Manager
P. O. Box 693

Cincinnati, Ohio 45201-0693

Dear Sue,

When the technician showed up on 12/24/11, there was no existing gray box on the side of my
home. You can verify that fact by checking the transcript of the conversation | had with the
customer service representative while setting up the repair appointment. In order to install that
gray box properly, the technician would have to make two successful connections. He would have
to connect the wire that comes from inside the home, through the wall to the outside, to the gray
box. He would also have to connect the aerial drop to the gray box. The connection in question is
NOT the aerial drop, but the other one. On the 28th, the technician was supposed to check the
connection of the inside line to the box, not simply plug something into the jack. We already knew
that connection worked! So, of course the line test was also good if you are only checking the
aerial drop! | specifically addressed this issue in my very first tetter. Has anybody specifically
tested the connection of the other line to the gray box? Is the wire connected to the correct points
within the box? Is there insulation around the wire compromising the integrity of the connection?
Has anybody bothered to check this out instead of just rechecking the good connection?

Your letier of February 23, 2012 states “Cincinnati Bell’s repair department ran a test on the line
on 12/20/11, however, it was not determined if the problem was on the inside or outside of the
home.” It further states that on 12/24/11, “No one was home for the technician to check for a dial
tone on the inside.” If the job could not be completed on those dates, then someone should have
shown up to finish the work on 12/27/11, when we had the scheduled repair appointment! It is
unacceptable to expect a customer to repeatedly sacrifice income in order to be available when
Cincinnati Bell breaches the established contract by not showing up and then avoids taking
responsibility for this negligence. It is also unreasonable to continue to expect the customer to
again make that sacrifice without addressing the issues raised in correspondence, such as
checking the CORRECT connection or making reparations for the previous breach of contract.

In addition, you seem to be avoiding the issue of the installation of the gray box itself. It has been
suggested to me that | report the matter to the Department of Homeland Security, since this
careless practice allows unrestrained access to a key element of our country’s infrastructure
(communication media). To date | have received no response regarding that issue even though | have
discussed it in multiple letters.

At this point, it seems futile to continue to raise the same issues over and over. | am still awaiting
a response to several of the issues raised in my previous correspondence. For example, none of
the questions specified in my February 6th letter have received adequate response. Please give
this matter the attention it deserves, rather than restating a pat answer which is incomplete and
suggests deliberate avoidance of key elements.

Sincerely,

Terry Glendening
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221 E, Fourth St.
PO, Box 2301
Cincinnati, Ohio 45201-2301

March 22, 2012

Terry Glendening
19 Apple Lane
Milford, Oh 45150

RE: 513-248-2476
Dear Ms. Glendening:

We received your letter dated March 13%, 2012 requesting our assistance in resolving
your repair issue, It has been difficult trying to correspond through letters. We are
unsure as to why you will not contact our repair department as I have suggested in my
previous letters.

I contacted the Repair Manager and it was decided that we dispatch a Repair Foreman to
your residence today, 03-22-12; to make sure everything was still connected at the SNI

All lines being installed are connected to the Network Interface jack. The Network
Interface is to be located, in most cases, 12 inches inside the customer's premises. When
following the 12 inch rule is not possible, due to physical limitations, the Network
Interface will be located within a point of reasonableness. This is the Grey box that was
installed on the outside of your home. They found no problem with the outside
connection.

The Foreman has advised me that he left a note on your door letting you know that he had
been there today.

At this point, there is nothing else that Cincinnati Bell can do to correct your problem 1f
you still are without dial tone. We have done all that we can to make sure your
connection is good on the outside.

Again, we ask that you contact our repair department at $13-566-1511 and schedule a
repair vistt if you are without service.

We had contacted our collections department and added a 30 day hold so that your
account would not be disconnected for non-payment. Our records indicate that the hold



will expire on 03-28-12. The last payment that we received was on 12-28-11. Withouta
payment arrangement or a payment, your service will be disconnected on 03-28-12. We
are unable to make adjustments to your account due to your service outage until the issue
is resolved.

Please feel free to contact me at 513-565-6005. I will be happy to assist you.

Sincerely,

&

- f A
/ -~ "Cu
Sue
Executive Care Representative
Cimncinnati Bell Telephone
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Case No, 12-1968-TP-CSS

Before the
PUBLIC UTILITIES COMMISSION OF OHIO

Inthe Matter of:  The Complaint of Terry Sky Giendening vs.
Cincinnati Beli Telephone Company LLC

Terry Sky Glendening submits the following lnierrogatories and Requests for the

Production of Documents to Cincinnati Bell Telephone Company LLC (“*CBT"), pursuant to
the Ohio Administrative Code. The Interrogatories are to be answered separately and fully
in writing, under oath, signed, and served upon Terry Sky Glendening within twenty days
after service hereof. A written response is to be made to the Requests for the Production of
Documents within twenty days after service hereof.

1. Did a representative of CBT come onto my property at 19 Apple Lane on or about
July 13, 20127 If so, identify the intended purpose of that activity, the specific actions
taken, and the outcome of those actions.

2. Has any representative of CBT come onto my property at 19 Apple Lane at any other
time since March 22, 20127 If so, identify the intended purpose of that activity, the specific
actions taken, and the outcome of those actions.

3. When scheduling a repair, CBT expresses a policy requiring its ability to confirm the
presence of an adult on the premises prior to doing any repair work. Produce any written
version of this policy.

4, Was the service call of October 5, 2011 ever recorded? f so, what is the current
disposition of that recording? if the call was recorded but has since been eliminated,
identify the date it was eliminated and the process through which that occurred.

5. Produce copies of any recordings CBT has made of conversations with Dr. Glendening.

6. Produce copies of any voicemail, answering machine or other electronically stored
messages you have of any calls received from or directed to Dr. Glendening.



7. Specify any inguiries or investigations conducted by CBT designed to assess Terry Sky
Glendening’s usage of telephonic or electronic media since December 24, 2011, Identify all
information obtained through those activities. For each point of any data obtained, identify
the source of information for that data.

8. What is CBT’s policy with regard to refunding customer payments during periods of time
when setrvice is below expected standards, such as the period between a customer report
of a problem and the scheduled repair appointment? Produce any refated written policy.

9. What efforts does CBT take to inform the customer of the policy discussed in item 67

10.CBT claims that the superfluous N.1.D. was installed within regutation. Specify any title,
number, and other identifying information of the applicable regulation, as well as it’s source.

11. Provide written verification from a source outside of CBT that the above regulation
applies specifically to the installation of a second N.L.D. despite CBT having scheduled
access to an existing one, rather than to the installation of an initial N.L.D.

Respectfully submitted,

Terry Sky Glendening
19 Apple Lane
Milford, OH 45150

CERTIFICATE OF SERVICE

i certify that on this 17th day of November 2012, | served the foregoing Interrogatories and
Requests for Production of Documents on Douglas E. Hart, 441 Vine Street Suite 4192,
Cincinnati, Oh., 45202, by U.S.mail, postage prepaid.
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Request to- Reference Zoomtoww Sevvice Call

Another Discovery answer which seems evasive is CBT's response to my inquiry about the
service call with its internet division. Item 4 of the discovery documents I served reads:
"Was the service call of October 5, 2011 ever recorded? If so, what is the current
disposition of that recording? If the call was recorded but has since been eliminated,
identify the date it was eliminated and the process through which that occurred.” The
Utility’s answer reads: "CBT has no recording of this call and does not know if this cail

was ever recorded.” Notice that CBT does not indicate whether anyone tried to reference
the call in response to my inquiry. Notice that CBT offers no insight as to the recording
process itself within the company, including whether recorded calls are discarded over time.
It occurs to me that CBT may be considering Zoomtown to be independent and therefore
simply asserting that CBT has no record of the call, rather than investigating the matter.

12/16/11

While scheduling repair appointment, asked customer service representative
to reference that call because the service person directly commented on the
phone static and that it made communication difficult.

- The point of this request was to establish on record the date upon which a
CBT representative acknowledged tangible proof of the problem. I was NOT
requesting immediate credit. The point was to document a more accurate
date of onset of the problem so that proper credit could be given once the
repair was completed.

- After I clarified the purpose of the request, the service representative
directed me to call back the following day and speak to a manager.

- The customer service representative did NOT inform me that CBT doesn’t

give refunds for the time between documentation of a service problem and

completion of the repair.

12/17/11

I called as directed and spoke to a manager. He repeated the policy that
credit is not given until after the repair is complete. Apparently he had the
same misperception as the representative on the 16th had -- that I was
asking for immediate credit.

- 50, as with the call on the 16th, I had to clarify the purpose of the request.
- The manager acknowledged the clarification.

- CBT again chose NOT to inform me that CBT doesn’t give refunds for the
time between documentation of a problem and completion of the repair.

1/22/12 Because CBT representatives had misperceived the purpose of the request
mulitiple times while trying to communicate by phone, I elected to clarify the
request and document it in writing. Item 1 of the letter addresses the issue.
- CBT ignored the request and neglected to offer any explanation whatsoever.
- CBT again chose NOT to inform me that CBT doesn’t give refunds for the

time between documentation of a problem and completion of the repair.
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2/6/12 - Item 1 of this letter presents the issue once again in written form. Specific
questions were numbered and given a bold font in an attempt to make it
easier for CBT to understand and respond.

- CBT again ignored the request and neglected to offer any explanation.
- (BT again chose NOT to inform me about the refund policy.

3/13/12 - The final paragraph of this letter expresses the frustration that none of the
issues raised in the letter of 2/6 have received adequate response.
- No related response from CBT. :

3/29/12 - The ietter to P.U.C.0. addresses the issue (page 2, paragraph 2, lines 3-11).
- CBT responds in its letter of 4/18/12 by stating that service credits are not
warranted for problems related to inside wire. Yet the probiem wire, which
had already been identified by the CBT technician on 12/24/11, was part of
the original aerial drop wire. By installing an extra N.I.D., CBT was thus
attempting to transfer responsibility for this wire to the customer.

5/7/12 ~ Page 3, Paragraph 1 reiterates the issues and explains why timing of the
inquiry could be important. If recorded messages are discarded after a
certain period of time, the data is lost.

- CBT continues to refuse to act upon my request. Five months have passed.

5/22/12 - PU.C.0.s letter explains that CBT was specifically directed to address the
issue (page 1, paragraph 3, line 3).
- CBT ignored P.U.C.0O.'s directive.

7/2/12 - The issue was included in the Formal Complaint.
(Page 1 of Attachment, paragraph 5)
(Page 4 of Attachment, final paragraph, 7th item)

*After these 9 attempts to get CBT to honor a simple request in order to more accurately
document the problem, the Utility had stili not acted upon the request.

8/14/12 - When questioned directiy at the settiement conference, Mr. Wilhe!lm revealed
-the date of the service call but offered no other information.

I have struggled to get a direct answer throughout this process. Referencing the internet
service cail would have given the most accurate information regarding the onset of the
original problem. By neglecting to act in a timely manner CBT may have allowed data to
be discarded, such as if the recordings are programmed on a time loop. Not following
through allowed CBT to establish 12/16/11 as the date of onset for the problem, rather
than determining the truth and providing appropriate credit once the repair is complete.
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COVV( o Terry Glendening
&{\ ﬂ l 18 Apple Lane
g Milford, Ohio 45150

March 29, 2012

Public Utilities Commission of Ohio
180 East Broad Street

Columbus, Ohio 43215-3796

Fax: 614-752-8351

Dear P.U.C.O. Representative,

The purpose of this letter is to request your assistance in resolving a residential service issue with
Cincinnati Bell. For your review, | have enclosed copies of the related written correspondence.
Unfortunately, the matter remains unresolved, as Cincinnati Bell refuses to address significant
issues. Here is a synopsis of the matter as it stands:

On 12/24/11, without my knowledge or consent, a Cincinnati Bell technician came to my
home not only to replace faulty aerial drop wires, but also to install an SN! box on the
outside wall of the home. A representative claims that the company informed me of this
activity. However, | was away from home all day on Christmas Eve, so there is no way
anyone could have spoken with me to obtain my consent. Accordingly, the company has
failed to produce any recording or transcript of such a conversation with me.

To install the SNI box, the company’s representative drilled holes through my vinyl siding
and into the wall of my home, creating a potential water problem, especially over time. The
holes were drilled in a wall which angles slightly upward, on the southwest side of the house.
This is the worst possible location for vulnerability to weather. | would not have consented to
this arrangement, as it created permanent damage to the wall. Despite multiple inquiries on
my part, Cincinnati Bell has neglected to address this issue or to propose possible solutions.

The SNI box, which cannot be locked, has a working phone jack within it. Once the service
is restored, any individual will be able to access that jack and use it for his/her own interests.
This careless practice on the part of Cincinnati Bell thus creates a significant security issue.
Clearly, the box should have been installed inside the home rather than outside. We had a
scheduled appointment on 12/27/11, during which the technician would have had access to
the inside of the home. The SNI box could have been securely installed in the basement on
that day. Plus, the technician could have checked the status of the setvice prior to leaving.

Nobody from Cincinnati Bell showed up for our appointment on 12/27/11, even though the
timing of that appointment was dictated exclusively by the company. |did not request that
date, that day, or that time. | arranged my schedule around the appointment determined by
the company, sacrificing significant income to do so. Yet Cincinnati Bell failed to show up,
thus breaching our agreement. Without compensating me for the losses incurred as a direct
result of that breach, the company expects me to sacrifice even more income to set up
another appointment. The technician could potentially fail to show up again!

While installing the SNI box and replacing the faulty wiring on 12/24/11, the repair technician
completely disconnected my service. Prior to that evemt, | had been experiencing static on
the phone line and inconsistency with the interet connection. Yet there was a dial fone, and
the caller i.d. still registered incoming calls. Since that event, however, there has been
absolutely no dial tone, no internet connection, and no data coming through to the caller i.d.
Whatever the technician did on 12/24/11 apparently created a completely new problem!



» Cincinnati Bell has conveniently changed explanations when trying to justify the company’s
actions. One example is the justification for missing the scheduled repair appointment on
12/27/11. First, a representative stated that the repair technician determined the original
probiem to be caused by the faulty outside wires. He therefore did not need access to the
inside of the home and chose not to keep the appointment. Later, to justify a different
situation, a representative stated that the original job could not be completed without
access to the inside of the home. | responded to this new claim by pointing out that if
completing the job required inside access, there was no excuse for skipping the scheduled
appointment. Thus, | pointed out that the company acted in a negligent manner regardiess
of which argument they choose. Since then, Cincinnati Bell has avoided the issue.

e The company avoids other issues as well. Despite multiple requests for direct responses to
specific concerns raised in my letters, the company deliberately ignores important issues in
order to avoid taking appropriate responsibility. For example, in order to accurately
document the date upon which Cincinnati Bell first acknowledged an awareness of the
problems with my service, | specifically requested that a review be made of the conversation
! had with its Zoomtown representative in late November or early December. That person
specifically commented about the problematic static on the phone line. It hampered our
ability to hear each other. As far as | can tell, my request for that review has never been
honored. The repair history that the company reports does not begin untit 12/16/11, which is
later than the actual date of first awareness. This verification is important with regard to
establishing proper credit and returning the correct amount of money due me in refunds.

¢ Not only has Cincinnati Bell refused to determine the appropriate refund they owe me, the
company has chosen to bill me for services not provided. In fact, the company has actuaily
sent a letter of intent to disconnect my service for nonpayment! This notice seems ironic,
since the services were already disconnected at my home on December 24, 2011. [tis also
ironic because | formally requested disconnection from the company’s end in my letter of
February 17, 2012. That request was denied. Disconnection will finalize one element of the
overall matter, but it does not resolve the outstanding issues. The company continues its
refusal to address those issues directly.

To achieve a resolution, therefore, | need your help. Please review the enclosed material, and
respond to me at the location listed above. Unfortunately, since my service has never been
restored after the technician disconnected it on 12/24/11, we will have to communicate through the
traditiona! postal service. If | establish new service through another company, | will forward the
new phone number to you. Currently, | have no plans to establish a new service, as | hope to get
this matter resolved first.

Thank you for your consideration. | look forward to hearing from you soon.

Sincerely,

7iy ety

Terry Glendening
CC.: Cincinnati Bell



Addendum:

| have just received a follow-up letter from Cincinnati Bell (dated 3/22/12, received 3/29/12). The letter
states that the SNI box is typically located 12 inches inside the customer’s premisss. It then states: “When
foliowing the 12 inch rule is not possible, due to physical limitations, the Network Interface will be located
within a point of reasonableness. Two relevant points in thig situation include:

1. it WAS possible to follow the 12 inch rule! We had a scheduled appointment on 12/27/11, at which time
the technician would have had access to the basement if he bothered to show up.

2. 1 don't think a freely accessible phone jack on an outside wall which gets permanently damaged by the
installation process constitutes “a point of reasonableness”, especially when there was a scheduled
appointment three days later allowing inside access!

A foreman was sent out on 3/22/12 “to make sure everything was still connected at the SNI. Of course
everything was still connected! The question is not whether the connection with the inside line exists, but
whether it is sound! There is no confirmation that the Cincinnati Bell representative evaluated the Integrity
of the connection between the inside line and the SNI box.

You'll notice that the letter of intent to disconnect, dated 3/11/12, states that Cincinnati Bell may disconnect
the service on or after 3/20/12. You'll also notice the most recent ietter, dated 3/22/12, claims that a thirty
day hold was put on that date. A thirty day hold would extend to 4/19/12. Yet the letter, which | did not
receive until 3/29/12, states that | must respond by 3/28/12. So, even if the company had not disconnected
the service on 12/24/11 and | still had a static-filled connection to call from and let Cincinnati Bell hear for
itself, | would have received their letter too late.

You'll also notice that Cincinnati Bell is unsure as to why | do not contact them by phone. | have explained
to them on multiple occasions that their technician completely disconnected the service at my home on
12/24/11. | do not make personal calls from work. i do not carry a personal cell phone, as they are
medically contraindicated for some people. Think aboutit: If | had a different phone available for personal
use, | wouldn’t have any nseed for the one in my home! Cincinnati Bell seems unable to grasp that concept.

The fact remains, | had a dial tone and cafler i.d. data prior to 12/24/11. The internet connection had
sporadic difficulty and there was extreme static on the phone line. Yet there was a connection. Whatever
the technician did on 12/24/11 severed the connection completsly, rendering me without any phone or
internet service since that date. Nevertheless, Cincinnati Bell has charged me for the services which
Cincinnati Bell discontinued!

The bottom line is as follows: Cincinnati Bell charges for services not rendered. Cincinnati Belt neglects to
make appropriate refunds owed to the customer. Cincinnati Bell damages customers’ homes even when
absolutely unnecessary and then refuses to take responsibility for those actions. Cincinnati Bell thus puts
customer security at risk. Cincinnati Bell changes its story and refuses to reveal evidence which would go
against the company’s interests. Cincinnati Bell manipulates evidence so as to exploit the customer.
Cincinnati Bell refuses a customer request for disconnection of its services, then charges the customer for
services not rendered, and then disconnects the same services because the customer does not pay the
bogus charges!

Cincinnati Bell needs to at least restore things to the state they were in prior to the actions of 12/24/11. If
hecessary, | can get a bid from a contractor for the wall damage. | am also owed refunds for payments
made in good faith while the company was supposed to make repairs. |1 hope to hear from you soon at the
above address. Thank you.
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Mr. Stephen Watson

Public Utilities Commission of Ohio
180 East Broad Street

Columbus, Ohio 43215-3796

Fax: 614-752-8351

Re: TGLE040212PL

Dear Mr. Watson,

Terry Glendening
19 Apple Lane
Milford, Ohio 45150

May 7, 2012

Thank you for your letter of 4/3/12. 1do not know if Cincinnati Bell responded to you as instructed,
but | have received a response from the company. The response indicates that Cincinnati Bell has
no intention of correcting the NID installation problem. It also claims that | have not provided
inside access since the NID was installed, which is untrue. The appointment for which CBT
neglected to show up was subsequent to the installation. In addition, CBT continues to ignore
some of the concerns | raised in my letters, despite your recent directive to address my concerns.
Therefore, in order to decide how to proceed in this matter, [ must request some specific

information from you.

First, to summarize the NID matter in question:

- An appointment was set for 12/27/11 between 12:30 and 4:30 p.m., the date and time

chosen by CBT;

- CBT specitied that | must be present, and that no work would be conducted unless the
representative was able to confirm my presence ahead of arrival.

- On 12/27/11 as scheduled, | kept our appointment. Keeping that commitment cost me
approximately $800, as previously explained. During that appointed time, as directed by CBT,
| DID, In fact, provide access to the inside of my home. | did so at great expense to
myseif. Therefore, CBT DID have access to the NID. There was no need to install a second
one, especially without preapproval. The company chose not to utilize the access | provided to
the inside of my home. CBT chose aiternative actions at its convenience which raise

concerns of both personal security and public trust.

- Without notifying me, CBT failed to keep our appointment. Despite multiple requests by
me to address the matter as well as your directive that CBT address my concerns, the
company continues to ignore the issue. CBT expresses no intention to take responsibility for
this negligence, despite the losses which resulted directly from it.

- Furthermore, CBT appears to expect me to set another appointment in order to AGAIN give
the company inside access. CBT thus expects me to sacrifice an additional $800 without
compensating me for the previous $800 and without any guarantee that a representative

would show up for a second appointment!



- Instead of keeping our appointment, at which time | did provide access to the NID, CBT
chose to show up without contacting me on 12/24/11, when | was not at home and did not
expect anyone. This action clearly violates the company’s expressed policy of requiring
verification of the customer’s presence prior to conducting any work.

- Cincinnati Bell’s letter states that “CBT is responsible for providing service to the NID. Service
beyond the NID is considered inside wire and is the responsibility of the property owner.” By
neglecting to keep our appointment on 12/27/11, CBT has failed to meet its responsibility
for providing service to the NID which existed at the time the appointment was made.

- On the 24th, CBT trespassed on my property, and without notifying me, made alterations
to the existing system. The company drilled holes into my wall and installed a second
NID outside the home. .

- Not only is the second NID unnecessary and unapproved, it provides unrestricted access
to anyone who would choose to plug in to the jack. Unauthorized users could inciude drug
dealers, delinguents, and others who engage in unseemly activities. In this post 911 era,
allowing free access to our infrastructure in ways which put the public at risk is unwise.
Given that the house next to mine has been vacant for several years, my location is especiaily
vuinerable. | cannot use a system which gives strangers unauthorized access to my services.

- Notice that by installing a second (unnecessary, unapproved, and unsecured) NID outside the
home, CBT is attempting to transfer responsibllity for the portion of the aerial drop wire
between the existing NID and the unapproved extra NID to me! Keep in mind that the
company already determined that the wire is faulty, which is why CBT replaced a portion of it
on the 24th! The company now claims that it is no longer responsible for the final portion of
the fauity aerial drop wire and that said faulty wire will now be considered inside wire.

- CBT states that it is justified in continuing to impose charges as long as service to the NID is
restored. The company DID NOT restore service to the NID which existed when the repair
appointment was made! The company WAS provided access to that NID on the 12/27/11,
when | waited for a repair technician to show up for the scheduled appointment.

- An important consideration which continues to be ignored is that | had service prior to CBT'’s
unauthorized work on 12/24/11. Since 12/24/11, | don’t even have a dial tone. Obviously,
something that was done on the 24th rendered the system Iinoperable. This is another
concern which CBT has failed to address. CBT created the problem while outside the home
yet refuses to offer an explanation as to what may have happened. 1t is not clear why CBT
would need access inside the home to undo whatever was done outside the home. It seems
more likely that the company is hoping to avoid accountability for damaging the system
while making unauthorized changes to it.

- One potential explanation for the complete loss of service since CBT did the unauthotized
work on the 24th is that the connections for the final portion of the aerial drop have insulation
under the screws, which prevents adequate transmission. Although CBT made multipte trips
to examine the NID installation, notice that the criterion used for evaluation is simply to get a
dial tone at the jack. The company specifically states in its most recent letter that the
multiple trips to my home were only to verify service going to the NID. The connection
in question, which now leaves the unapproved NiD and goes inside, is apparently considered
my responsibility. It is important to acknowledge that this section of wire Is part of the
aerial drop which CBT cut off in order to relabel it as inside wire and attempt to transfer
responsibility to me! The company could have finished verifying the restoration of service by
showing up on the 27th, when | provided access to the established NID inside the home.



In addition to the NID issue, other concerns remain. One example is the company’s refusal to
check the recording from the Zoomtown repair, which documented that a Zoomtown
representative specifically commented on the static. Doing so would have given the most
accurate information regarding the onset of the original problem. While a representative stated
that a credit could not be given at that time, | clarified that my goal was to get an adequate history
of the problem. If the company did not act in a timely manner and the recordings are programmed
on a time loop, that data could get lost. It appears that CBT chose to avoid that responsibility.

This resolution process has been extremely frustrating. To begin with, notice that just to get a
response regarding the bogus charges took multiple letters from me and a directive from you. My
first request for a response was in my letter of 1/22/12! This history exemplifies a general pattern
of ignoring many of my concerns and only addressing a chosen few. Also notice thatin my CBT
correspondence of 2/23/12 (in my draft to outside help), | acknowiedged that CBT has changed
stories on multiple occasions. The attempt to transfer responsibility for a section of the aerial drop
to me suggests a willingness to deliberately exploit the customer. In my previous letter | pointed
out that | received CBT's letter of intent to disconnect on 3/29/12; the letter gave me a deadline of
3/28M12. It came after the company had declined my request to discontinue services altogether,
which seems suspicious. There is also a question as to why the company continues to charge for
service even after the disconnection. | know the disconnection went through, because people
stopped by to make plans for Easter and said they couldn’t get through. | have also received word
through the mail verifying that the emai! is not in service. Yet CBT continues to charge.

If the company takes responsibility for the losses | incurred on the 27th due to its negligence, |
would be willing to set another appointment. However, it would need to be predetermined that
CBT's responsibility was to provide service to the existing NID, not to the unapproved one it
instalied on the 24th. The company already determined that the final section of wire needs
replacement; that wire was part of the aerial drop for which CBT is responsible. | wouid also be
willing to hire an independent electrician to finish CBT’s job and have CBT pay him or her. That
person could give an independent evaluation of the situation and assess what was done on
12/24/11 to render the system inoperable.

In conclusion, | would like to find out from you as to whether the practices described herein and in
my previous letters to CBT are permitted by P.U.C.O. The issues of personal security and public
trust are paramount. Whiie the lack of access to personal telephone and internet services has
been inconvenient, the implications of CBT’s business practices are much more problematic.
CBT’s choice to avoid verifying the history of the problem with Zoomtown, the absenteeism for the
scheduled appointment, the changes in story, altering the system structure without notice in a way
which exploits the customer and puts the customer at risk are all important issues. Restoring the
functionality of the service itself Is aiso important, but | don’t want the most important issues to be
discarded. Please advise me as to any possible avenues of resolution from this point forward. 1
would be willing to participate in a meeting with an objective third party if necessary. | would ask
that CBT be required to provide transcripts of all calls and voice mails between the company and
me so that full evidence is available.

Thank you for your consideration. ! look forward to hearing from you soon.

Sincerely,

Terry Glendening



PU.C.O. Case Number 12-1968-TP-C3S
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Improper charges have been an issue throughout this process. Consider the following
history of the disconnection of the services in my home.

12/24/11

2/17/12

2/23/12

3/29/12

4/8/12

5/8/12

CBT's repair technician somehow disconnected the telephone and internet
service in my home. Instead of taking responsibility for those actions, the
Utility continuously refused to address the questions raised in my
subsequent correspondence.

I wrote a letter requesting termination of services. CBT did not honor
that request.

CBT responded by directing me to contact them by telephone in order to
arrange termination of services (page 2, paragraph 2, lines 2-4). Notice
that the representative did not explain why those arrangements couldn‘t
be carried out at a retail store while I returned the modem. Knowing that
I had been without personal phone service due to the actions of their
repairman since 12/24/11, they required me to contact them specifically
through that medium.

1 received a letter from CBT dated 3/22/12.
- The letter advised me that unless I paid the bill (with exclusively
contested charges), my services wouid be terminated on 3/28/12.
- Despite the 3/22 date, it was postmarked on 3/26 and 3/27.
Since the 3/8/12 bill covered the period of 3/8/12 - 4/7/12 and CBT said
they would terminate all services on 3/28, one would expect to see some
of those charges removed from my account.

I received another bill with invalid charges. No charges had been removed
from the previous period. In addition, CBT continued to charge for the
period from 4/8/12 - 5/7/12, despite having terminated all services prior
to the onset of that billing cycle.

Despite having terminated all services, CBT continued to charge for the
period from 5/8/12 - 6/7/12.

The company continued to charge for over two months after 3/28/12, the day CBT said it
would terminate my service. It took filing a formai complaint with P.U.C.O. before CBT
stopped charging for services not rendered. This is certainly an unfair trade practice.
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Py imediately to avold possitle ntarruption of sorvico, Cincinnat: Bell

TERRY GLENDENING
19 APPLE LN

MILFORD OH 45150 | Total Amount Due: $304.38
| Due Date: March 29, 2012

Invoice Date: 3/8/2012 Account #: 513-248-2476 551 Page: 1 of 2

To make a payment or get additional : If payment received afler March 29: 5310.28
information about your bill, ‘
contact us: -~ Previous Charges
cincinnatibell.com s Taoe T T s
513-565-2210 - PaymentRecsived (voughMer 2202 00
Curert Adustments (fwough Mer 122010~~~ ¥4IR
PastDue Charges _ Flgase Paybow  $9#®

Covers the period; Mar 8, 2012 - Apr 7, 2012

See folfowing page(s) for details
Current Charges
Local Services - - -
Home Phone and Intemet $102.35
G - Local Service Taxes B 7171
st ol P Bt e e This month's total $106.89
Techoical suppart for all your electronic needs :
for just $14.99 a month.
Total Amount Due $304.38
Premiun Tochnical Support is availabla for up-to 3 PGs and umlimited dévices in your bowme network,
Sarvivas include rampte troubleshooting for PCs, hoine aatworkimg, compuler sectvity, new softwars, and
poripliecal covices for a moatty e of $14.99 per monit. A ore-year commitmont s required to avoid aariy
connaliabion fees. Terminalion of servica befere th one-yaar commitiment pasiod [may result in an aarky
teirination fae. Pramicm Tocheieal Suzport (54 bes? effort service; we carot gustardtes we'll be able tn
diagnoss or rasole your ssoe. Circinnatt Bell specifically disclzims any eepresantation that it wilt
sucoessfully coyrest any or all problatas or issues with any software, hatdwars, or system or that the
peraion of any hrdware, sbHwane or system wiil be unintesrpbed or armor frea. Further, you agres that :
Ciceianati Bell i ot ido e iy ¢ for loss o2 cormuption af our data andior : e e e her e s ey 2 Foll SRE o e s n e s T ey
saftware and that I leaitabions of iabitky set Fath 1 s ZoorTowniFiaptics Terms of Sevvice are : PRI SR B LT R AR R R SRR R e
applicable to the period during which you racaive technicel suppert. :
. _Pleasa return this rmittance slip with your payment 12

Total Amount Due on March 29: $304.38
if payment received after March 20: $310.28

#BWNKCBJ .

#BVWW SWSE XNaX NK5# Your Payment:

AV 01 015452 453978 71 A**5DGT

Ill‘llilllllll'll'lllIl'llll’ll‘lt’l!il[lll‘l"ll!l']ll]Illll’lll $ .

001 011 087 E———

TERRY GLENDENING

mﬁ:’g’égg; 451501601 ORI TR TR O N 11T 11 AR TR e
PO BOX 748003
CINCINNAT! OH 45274-8003

513248247R55%) 2 x0000XXXX*000031028000030438


http://www.cincinnatibell.com
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Cincinnat: Bell’

Invoice Date: 3/8/2012 Account #: 513-248-2476 b51 Page: 2 of 2
Locatl Services
Home Phone Quantity Description A |
and Internet U eonmwe T e
. Relay/TDD Servico Surcharge = %@
| Lfeline Recovery Surcherge 8%
. Residenceline U .-
Fodoral Access Charge ~~~~  ®7&
- Complete Convectons ... W%
. CBTVoceMessaging . %
LatePaymentFee . . U&
Total $102.36
Local Service Taxes TahrRegusledSevioes  Fed S1B4  Sme S290 s
Total $4.54
Important Messages Effective Aprit 15, 2012, the price for Local Directory Assistance, National Directory Assistance, Business Category
Search, and Reverse Search Assistance calis will be $2.99. For questions, please call 513-565-5487.
Payment Procedures

Piease tear off the remittance sheet and place i, along with your payment, in the return envelope and mai it to Cincinnati Bell, PO Box 748003, Cinti, OH 46274-8003. If your paymment is not
recaived on or befors the due date, a late payment charge of 2% wili be essessed on your next bilt ($6.00 minimum charge applles for lotal telephone service and featises if the balance for
{hese services is 525 or more). Pay your bill ortine or via phone. Visl www.cincinnatibell.com or call 513-565-2210 1o find ou how.

At charges must be pald every monih o keep your account cusrent.

Procedures
If you think you hava been incomectly billed, you should calt Cincinnati Bell at the following numbers within 60 days. A call i the Business office wili intiate a billing review.
Invoices for non-reguiated services not dispuled within 60 deys may nol be subject to dispute thereafler.
Residernca customars can call Cincinnati Ball at 513-565-2210 or 1-866-565-2210 {of! free; while husiness customars can cafl 513-566-5050 or 1-866-278-0322 toll free. TTY customers can call
543-244-2800 or 1-800-261-0837 {oll fres. |f after contacting our Business Office, you ars unable to resolve your concem, o for communications cancerrting disputed amounts, including an
ingtrument tendered as full satisfaction of the debt, you may write us at Customer Service Manager, P.0. Box 693, Cinti., OH 45201-0693 or call 513-565-8005 {#-800-768-3147).

If your compiaint is not resolves affer you have called Cincinnati Betf, or for generat ufiiity Information, Ohio residential and business customars may contact the Public Uliities Commission of
Ofilo for assistanca at 1-800-686-7826 (toll free) or for TTY af 1-800-686-1670 {oll frae) from 8:00 a.m. to 5:00 p.m. weekdaye, or at www.puco.chio.gov. Residentlal customers may alsc
contact the Ohio Consumers Counsel (OCC) for assistance with compialnts and 1tility issues at 1-877-742-5622 (lof free) from 8:00 a.m. to 5:00 p.m. weekdays, of 4l www.glckoss.ong.
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i -3 BEE N S ot %jg gg‘é §
mimnediately to avond o s prslaryiintion oF sovvice, Ciincinnatr Bell
E;EE'EIE?NLENDEN'NG Invoice Date: 4/8/2012 Account #: 513-248-2476 551 Page: 10f 2
MILFORD CH 45150 Total Amount Due: $412.15
Due Date: April 29, 2012
To make a payment or get additional If payment received afier April 26: $418.05
information about your bill,
contact us: Previous Charges
www.cincinnatibell.com Last Month Total Due $304.38
513-565-2210 Payment Recsived (though Apr 11,2012 5000
Curent Adiustments (tvough Apr 11,2012) $000
PastDue Charges  Pfaase Pay Now §304.38

“Technical éﬁbport'f-éfal't ;(6wxeié|':\t‘rolr;ir: needs
for just $14.99 a month,

Pramium Tachaical Suppuet is available far 1n-to 3 #Gs and unlimited davices in yanr bamme natwork,
Services lackude temata troubleshooling for PCs, home natworking, computer security, new software, and
paripharal devices for 3 momhly feo of $14.99 per morth. A ana-year cemmitment is required to aveid eay
cancollation faps. Ternvination of servics befara the one-year commitinant paed mey resslt iv as aarly
tonminztion dee. Fremivm Techrical Susportis a best effort service; we cannot guarartue well be able o
diagnose or resolie yuur issue, Gingianati Bell specifically disclaims any represantation that it wilt
successhuily corect any of 5!l problems or i8sues With sny software, hardware, & systern arthat tha
apgration of any hadware, stitware ar system witl be hintecrupbed or ermor Iree. Fariber, you agrea that
Circinnati Bell is %ot responcible under any cireumstances for lots of comuption of vour data andor
scftware 2nd that the imitsifons of liatiiity set farth in the ZoomTown/Fiapiles Terms of Service are
apphcable to the paciod diing which you racaive techaical support.

Covers the period: Apr 8, 2012 - May 7, 2012

Ses foltowing page(s) for detalls
Current Charges )
Home Phone and Irrtemet $103.23
This month's total $107.17
Total Amount Due $412.15
'€. ¥ (RS 4 1 vkl g
Pleaze return this remitance siip with your payment 1z

Cincinnati Bell

HBWNKCBJ
HEWW SWSE XNOX NK5#
AV 01 015750 607288 69 A**EDGT

l“llll"l“"l"""'I"I“"lIlll"ll’l‘“"l”lplllIlll‘l"ll

001 011 087

TERRY GLENDENING
19 APPLE LN

Account #: 513-248-2476 551

Total Amount Due on April 29: $412.15
It payment received after April 26: $418.05

Your Payment:

$___ .

MILFORD OH 45150-1601

|I|If|||||||l|||||||l||||l:lt|]|II||||i||l||l|||ll|||l|||l|!l|!||

PO BOX 748003
CINCINNAT! OH 45274-8003

51324624765511 2 *0O0O0XXXX*000041,405000041215


http://www.clnclnnatibell.com

Cincinnat: Bell

Invoice Date: 4/8/2012 Account # 513-248-2476 551 Page: 2 of 2

Local Services
Home Phone Quantity Doscription Amount
and Internet D éﬁcné@ T I T T e e e e 3012
_ Relay/TDD Service Surcharge 0w
. _Lifefine Recovery Swrcherge o W
. Residonceliee . %%
. FodemlAccess Charge ~~~~ ~~ ~ $Z
Unlisted Phone Number
_ CBYVoiceMessagng %0
- ZoomTown High Speed Inteet 5485
~ Unversal ServiceFund  ~  $&
Total $1.n
Local Service Taxes ToforRoguetedSovioes  Fod $164  Swe 200 us
Total $4.54

Payment Procedures

Please {ear off the remittance sheet and place i, along with your payment, in the retum envelope and mail i to Cincinnati Bell, PO Box 748003, Ginti, OH 45274-8003. IFyour payment is not
received on of before ihe dus date, a lale payment charge af 2% will ba assassed on your next bl ($6.00 minimum charge applles for local telephone service and featunes if the balance for
these services is 525 or more). Pay your hill online or via phone. Visit www.cincinnatibsil.com or call 513-565-2210 o find out how.

All changes must be paid every month o keap your account current,

Question/iComplaint Procedures

If you think yous heve been incomectly billed, you should cafl Cincinnati Belt af the following numbets within 60 days. A call to the Business office will infliate a biing review.

Invoices for non-regulated services not disputed within 60 days may not be subject to dispute thereafier,

Residence customers can calt Cincinnati Bell at 513-565-2210 or 1-866-565-221C 1ol free; while business cusiomers can calf 513-566-5050 or 1-866-278-0322 {olt free. TTY customens can call
513-241-2899 or 1-800-261-0837 toll free. If after contacting our Business Office, you are unabie 1o resolve your concem, oF for communications conceming disputed amounts, inchuding an
ingtrument fendered as full satisfaction of the debt, you may write us at Customer Service Manager, P.0. Box 683, Cintt., OH 45201-0693 of call 513-565-6005 {1-800-768-3147).

¥ your compiaint Is not resolved after you have called Cinginnati Bell, or for generat ity information, Ohie residential and business customers may contact the Public Utilities Commission of
Ohio for assisiance et 1-800-686-7826 {toll free) or for TTY at 1-800-686-1570 {toll free) from 8:00 a.m. to 5:00 p.m. weekdays, or at www.puico.ochio.gov. Residential customers may also
contact the Ohic Consumers Courmet (OCC) for asgistance with complaints and ulility issues at 1-877-742-5622 (toll free) from 8:00 a.m. to 5:00 p.m. weekdays, or at www.pickoce.ong.


http://www.cinclnnatibell.com
http://www.puco.ohto.gov
http://www.ptokocc.ag

Poy e negiat

Cmincinnatr Bell

TERRY GLENDENING
19 APPLE LN
MILFORD OH 45150

To make a payment or get additional
information about your bill,

contact us:

www.cincinnatibell.com
513-565-2210

Invoice Date; 5/8/2012 Account #: 513-248-2476 551 Page: 10f 2

Total Amount Due: $520.75

Due Date: May 29, 2012

If payment received afler May 29: $527.65

Previous Charges

Payment Received (ihroughMay 0,202 %000
Cument Adustments (through May 10,201) ~~ ~ $000
PastDuo Charges Plewse Pay bew 2%

Covers the peried; May 8, 2012 - Jun7, 2012

Ses following page(s) for detalls
Current Charges
Home Phone and Intemnet $104.08
 Oe Time Charges and Credits - 90IeR
DD oo S Local Service Taxes $4.53
Tettmicat support for all your electronic needs Lo e B T S S Yo P
for just $14.99 a month, This month's total $108.60
Total Amount Due $520.75
Pramiam Tochnicak Stipport is available for up-to 2 PGs and unlinited devicas in yaur home network,
Sarvices inthode remols troubleshocling fur PCs, home sahworking, compirter securily, new sofware, and
ptipherat deviceg for a monthly e of $14.99 par cnoekh, A one-year commitenant i nequsired 1o avoid aady
carteaitabion feas. Termination of saswica batere the one-year consmileient period may restltin an garly
tesmination dee. Premitm Yectinleal Support is a res? effor service; we tannat guarantes vea'il beable to
#iagnosa o7 msobva your tssue. Gintirnati Hell specificaly disciaims any represartation that it will
successfully cormect any o all probiams or issues with asy soltware, hardware, or system orthat the
apertion of eny hawdware, sofftware or systam will bo unintetrupted of airor [rge. Further, you agree that
Gincinnati Bei is net resporsible undir any cb it lor ioss or comyplian of ywur data andior
softveace and thak the Ensitations of ability set forth in tha Toom Twn/Flaptics Tetms of Service are
appiicable t e period during Which yaa fechive tethiaica sapport.
_______________________________ __Plaase returt this ramittance slip with your payrment 1
Total Amount Due on May 29: $520.75
If payment received after May 20. $527.65
#BWNKCRJ Your P
HOWW SWSE XNBX NK5# our Payment:
AV 01 016972 744258 78 A**5DGT
W LS KL TR AN I T R R $
001 011 087 —
TERRY GLENDENING
19 APPLE LN B oy o L0 gy s ool g ve OV g 011
MILFORD OH 45150-1661 S g g e fhagedpne U g U e
. PO BOX 748003
CINCINNATE OH 45274-8003
5133248247b55L) 2 *000DXXXXx000052765000052075


http://www.dncinnatibell.com

Ciincinnati Bell’

involce Date: 5/8/2012 Account #: 513-248-2476 551 Page: 2 of 2
Local Services
Home Phone Quantity Description Amount
and Internet e e o e
Cincinnatt Bell S e e e
_ Relay/TOD Service Surcherge @
 Lifeline Recovery Surcharge . %X
Residencsline ... Yaw
 FedoralAccessCharge .. . BZ
_ Complete Comneetions 3%
_ Unlisted Phone Numrber o WS
_ CBT Voice Messaging %000
_ ZoomTownHigh Speed Intemet 4%
 Universal ServiceFgnd 0%
LatePaymentFee 0 e
- Total $104.08
One Time Charges Description _ ... . Amount
and Credits SERVICE ORDERNUMBER JRATECKG R
Credit for rate adjustment at .05
to the Lifeline Recovery Surcharge,
May 01 thru May 07 (7 day fractional). $0.01CR
Total $0.01CR
Local Service Taxes Tax forReguisted Services ~~ Fod §163 ~ State 200 =~~~ 8
Total $4.53

Payment Procedures

Piease tear off the remitiance shest and place i, along with your payment, in the retum emveiope and malil it to Cincinneti Bedl, PO Box 748003, Cinti, OH 45274-8003. I your payment is not
received on or before the due date, a fate payment charge of 2% will be assessed on your next bill ($6.00 minimum charge applies for local tefephone service and features if the balance for
these services is $25 or more). Pay your bif onfine or via phone. Visil www.cincinnatibell.com or cail 513-565-2210 to find out how.

All charges musi be paid every month o keap your account cument.

Question/Complaint Procedures

If you think you heve been incorrectly billed, you should call Cincinnati Bell at the following numbers within 60 days. A call to the Business office will intiate & billing review.

Invoices for non-regulated services not disputed within 60 days may not be subject to dispute theresfier.

Residence customers can call Cincinnati Ball at 513-565-2210 or 1-866-565-2210 foll free; while business customens can tall 513-566-5050 o 1-866-279-9322 toll free. TT'Y customers can call
513-241-2899 or 1-800-261-8837 toll ires. If after contacting our Business Office, you are unable to resolve your congern, or for communications concerning dispited amourts, ncluding ast
irstrument tendered as tull eatisfaction ofthe debt, you may write us at Customer Setvice Manager, P.O. Box 693, Cinti., OH 45201-0843 or call 513-565-6005 {1-800-768-3147).

If your compisint is not resolved after you have called Cincinnati Bell, or for general utiilty information, residential and business cusiomers maly contact the public utiiities commission of Chio
(PUCO} for assistance at 1-800-686-7826 (tall free) from eight a.m. to five p.m, weekdays, or at hitp:/fwww.puco.chio.gov. Hearing or speech impaired customers may conast the PUCO via
7-1-1 (Ohio relay sefvics). The Ohio consumers' counset {OCC) represents residantial utifity customers In matters before the PUCO. The OCC can be contacted at 1-877-742-5622 (lofl free}
from eight a.m. to five p.m. weekdays, or at htp:/www.pickocs.org.


http://www.cincinnatibell.com
http://www.pfckocc.org

Y P.U.C.O. Case Number 12-1968-TP-CSS Cow()lﬂfw‘/% ' M

Method of Comwmumnication ?%

The Utility argues that it is unreasonable to communicate in writing rather than by telephone
(7/23/12, item 3). | would argue that it is unreasonable to expect telephone communication,
for the following reasons:

1.

CBT is directly responsible for my lack of personal telephone and internet service!

It was the CBT technician who inadvertently disconnected my services on 12/24/12.
Yet now CBT wants to dictate that specific medium through which to communicate.

. If CBT had shown up for the appointment on 12/27/11, chosen and scheduled by CBT,

there wouid be no problem. Despite the inconvenience its actions have caused the
customer, CBT expects not to be inconvenienced by the consequences of its actions.

Instead, CBT expects the customer to experience additional inconvenience.

. It is possible that the disconnection occurred during the installation of the N.I.D. and

stems from faulty connections exiting the box. If CBT was willing to check those
connections instead of simply plugging something into the jack, communication may
have been restored, at least to its former state. Then I would have attempted to call
despite any leftover static.

. 1 explained to CBT that phone communication was not an effective option because:

- Ido not carry a personal cell phone. If I had another personal phone of any kind,
then I would not have needed CBT's landline. One personal phone is enough.
- For medical reasons, I minimize cell phone use altogether. (microwaves, etc.)
- Ido not borrow friends’ cell phones unless absoiutely necessary, such as
emergencies or medically related inquiries.
- Despite having a work cell, I often use my landline for work.
- Ailthough I do have a work celi phone, I do not use it for personai calls.
Using my work phone for personal calls would sacrifice the related tax deduction.

. CBT didn't just want me to call them by phone. CBT requested a contact number

where the Utility couid reach me as well.

- CBT’s letter of 2/14/12, paragraph 2 requests “a valid can be reached number”.
P.U.C.O.'s letter of 5/22/12 indicates that CBT requested a contact number.

- Even if I had been able to borrow a friend’s phone to make a call, it wouldn’t have
been a ‘valid can be reached number’. 1 couldn't ask a friend to do without while I
sat around waiting for CBT to call me on a friend’s phone.

- Borrowing friends’ phones is not always an option. For example, although people
are available during the holidays or when on vacation, they are less available to
lend a frequently used item while working. It's not a dependable option.

- Other companies (TWC) allow appointments to be made by visiting a retail location,
s0 why won't CBT?



'S

P.U.C.O. Case Number 12-1968-TP-CSS

6. CBT is overstepping reasonable bounds by trying to impose demands on my lifestyie.

Not everyone is addicted to technology and telecommunications, so not everyone
carries a personal cell phone.
What does CBT expect?
- that I would sacrifice my tax deduction just to call them on my work phone?
(not even my famiily has my work phone number)
- that I would subscribe to ancther landline just to get the one fixed that CBT's
repair technician disconnected?
- that I would ignore medical concerns and buy another cell phone just for
CBT’s convenience?

7. Attempts to communicate by phone were ineffective.

One example is the Zoomtown reference request. Muiltiple CBT personnel over
muitipie phone conversations misperceived the purpose of that request. CBT’s
letter dated 2/23/12 (page 1, paragraph 1 and page 2, paragraph 1) indicates
that the misperception had not been cleared up through the phone conversations
on 12/16/11 and 12/17/11.

On 12/28/11, the repairman was supposed to check ALL of the N.I.D. connections.
This strategy was developed over the phone on 12/27/11. Yet CBT's ANSWER to
my formai complaint (page 2, item 10), and previous letters verifies that the
technician only checked whether the service was working up to the 12/24 N.I.D.
So the communication as to what he was supposed to do did not transmit.

8. Given all the miscommunication throughout this process, it is good to have adequate
documentation of what was said. That way it can be referenced by any involved party
_at any time.

Y

One thing I want documented is that subseguent to this hearing I wil! give CBT
another opportunity to finish replacing the aerial drop. However, In no way does my
cooperation constitute acceptance of the location of the extra N.I.D. I am not at all
comfortable with the box being outside the home, especially when there was an
existing one inside the home where CBT had aiready established the demarcation
point. I intend to pursue this matter in whatever arena is necessary, so I want it on
record that I am in no way agreeing to the changes CBT is intending to make.

I would also like to point out that my tetter of 2/23/12 states, "I am still willing to
work with Cincinnati Bell on this matter, but not without having each of the issues
raised in my letters taken seriously and addressed specifically.” Therefore, even if
I had a phone available for personal use, we would still have been waiting for CBT
to address important concerns before scheduling another appointment. It was
CBT's non-responsive practices which created delay.
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Cincinnati Bell

t
CINCINNATI BELL
PO BOX 1199

DATE:
CINCINNATI OH 45201 Sy ok 2012
ACCOUNT #:
5132482476551
PAST DUE BALANCE:
el b et b gl 000722 $423.75
.. TERRY GLENDENING
Eﬁ 19 APPLE LN

LRI00ODI

MILFORD OH 45150-1601

Final Bill Delinquent Notice

Dear Terry Glendening,

Your final bill, account number 5132482476551 with an outstanding balance of $423.75 is past due. If
payment is not received by July 18, 2012, we will be left with no alternative but to refer your account to
a collection agency.

Contact us immediately at (513) 565-6060 or toll free (866) 566-6166 to make payment. To pay the entire
balance in person, visit www.cincinnatibell.com for a list of convenient paystation locations. You can mail a
payment to:

CINCINNATI BELL
PO BOX 748003
CINCINNATI OH 45274-8003

Mailed payments can take up to 7 businass days to post against the balance of your account. Please inciude
the total amount due in the remittance envelope provided. To ensure proper handling, write your aceount
number on your check or money order and include the attached remittance document.

If you have made payment in full, please disregard this notice. You may contact us at (513) 565-8060 or toll
free (866) 566-6166 fo discuss your account further. Your prompt attention to this matter is required.

Thank you for chaosing Cincinnati Bell.

If your complaint is not resclved after you have called Cincinnati Bell, or for general utility information,
residential and business customers may call the Public Utilities Commission of Chio (PUCQ), toll free at 1-
800-686-7826 or for TDD/TTY toll free at 1-800-686-1570, from 8:00 a.m. to 5:00 p.m. weekdays, or visit
www.puco.ohic.gov.

Residential customers may aiso contact the Ohio Consumers' Counsel for assistance with complaints and
uttlity issues at 1-877-742-5622 (tofl free) from 8:00 a.m. to 5:00 p.m. weekdays, or at www.pickocc.org.

v Detach Here .

Important:
To‘i)nsure proper credit, please return c'nc'nnat, Be”
this portion to the address shown
below with your payment. DATE:
July 04, 2012
ACCOUNT #:
5132482476551
PAST DUE BALANCE:
CINCINNATI BELL $423.75

PO BOX 748003
CINCINNATI OH 45274-8003

(P PP LYo 1 Y P PP PO PP I PPN L R P

5324424765511 2 x00000000Cx000000000000042375
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http://wvwv.cincinnatibell.com
http://www.puco.ohio.gov
http://www.picl%3cocc.org

< Additional Disconnection Information

For Ohio customers only:

If you have a complaint in regard to this disconnection notice that cannot be
resolved after you have called Cincinnati Bell, or for general utility information,
residential and business customers may contact the public utilities commission of
Ohio (PUCOj for assistance at 1-800-686-7826 (toll free) from eight a.m. to five p.m.
weekdays, or at hitp://www.puco.ohio.gov. Hearing or speech impaired customers
may contact the PUCO via 7-1-1 (Ohio relay service).

The Ohio consumers' counsel (OCC) represents residential utility customers in
matters before the PUCO, The OCC can be contacted at 1-877-742-5622 (toll free)
from eight a.m. to five p.m. weekdays, or at hitp://www.pickocc.org.

For Kentucky customers only:

Kentucky customers may dispute the reason for termination by writing the address below.
For Billing and Correspondence:

Cincinnati Bell Telephone

PO Box 748003

Cincinnati, OH 45274-8003


http://vvww.puco.ohio.gov
http://www.pickocc.org

¥ &4

Account/TN# 5132482476551 [Go| TERRY GLENDENING

rage o

Common Nortes Reposirory INZIE uB] Eﬁfi

Cne B307330334 - 5/18/2012 11:39:10 AM - Agent: SUSAN JOBE (SJOB393)
lﬁl’ “*EXCT CARE*"* Received a call from Reg questioning the new SNI that was

installed on the outside of the home. | called and spoke to Gary Steiner. He said that
when she first called in on 12-24-12, she was told that the trouble was found in the
outside wiring. We sent a tech out on the 28th and the customer was not at home to let
the technician in. The tech replaced the ariel drop and placed a new sni on the house.
Test showed that she had dial tone going to the home which is alt CBT is required tc
do. We sent several letters asking that she call in and schedule a visit, she refused to
cooperaie s0 we adivsed her we could not assist her any {urther. She now has a bilt
totaling $520 75. She will have a final bill that will have proration charges and will give
her cradit back to 04-02-12, however she is going to be billed $100.00 for the
unrefurned ZT modem. Bob will relay this information to the commission. sej xb5623
Disposition: [ExecGfic} Subseqguent Contact

#302525080 - 4/2/2012 10:40:59 AM - Agent; Maria Rivarez (MRIV428V}
Suspended HP & ZT for non-pay.. must pay full past due to restore sve..

Disposition: {Collections] CBT > Collection Activity > Suspend/Deny

#301444615 - 3/22/2012 8:25:25 AM - Agent: SUSAN JOBE (SJOB393)

~*EXCT CARE"* Received another letter from Terry, she is still refusing fo call in or
provide a CBR number, She is claiming we are not addressing her issues. | will take
this to the repair manager to see what we need to do. The customer is again refusing
to be home for the repair technician. | had collections add a 30 day hold on the account
that will expire 03-28-12. She has not made a payment since 12-28-12. | did try to call
her on the home number and got her voice mail. she claims her service has not worked
since 12-24-12 and that she has fo retrieve her messages from a different location. Not
sure what's going on. will respond to her once [ speak o repair. sej x55623
Disposition: [ExecOffc] Subsequent Contact

H#298759668 - 2/27/2012 3:42:30 PM - Agent: SUSAN JOBE (SJOB393)

**EXCT CARE*"™ Cusiomer sent in another CSM lefter concerning a repair issue. cust
has not received my letter dated 02-24-12. Will wait to see if customer calls in to
schedule a repair visit, alse had credit place a (30) day hold on the account white
working on resolution. sej x55623

Disposition: [ExecCffc} Subsequent Contact

#298312314 - 2/23/12012 2:04:38 PM - Agent: SUSAN JOBE (SJOB393)

**EXCT CARE** Customer sent in another CSM letier dated 02-17-12 post dated 02-
21-12 claiming that she didn't receive my response letter sent on 02-14-12. Customer
is again claiming that she has not had service since 12-24-11. she is asking us to
discennect the service, give her credit for two months of service and credit for joss of
income. in my response letter | gave her the number to repair, my narme and nurnber to
contact. she claims she is not able to make personatl calls from her place of
employment and she was not able to find 2 pay phone. She was however, abie to
retrieve messages that were left on her v from myself and repair from another
location. she refuses to provide us with an alternative number to contact her. She said
that she can not be home to let the repairman in. Per repair manager, she called an
12-16-11 to report static on the line. she called back in on the 17th asking for a credit.
we tested the fine on 12-20-11 and could pot determine if the problem was inside or
out. we dispatched a tech on12-24-11 and he replaced the aerial drop and made it
good to the SNI. Another ticket was put in on 12-27-11 and a tech was dispatched out
on 12-28-11, ticket was no accessed, note was left, all good at the SNI. Tested the line
today and it is testing Open Out Near Drop, may be indicating a problem with the
wiring or equipment that is plugged into the telephone network. We will not dispatch
until we know the customer will be there. | am responding back with ancther letter
today. sej x55623

http://enr/default.aspx?AccountNumber=5132482476551

5. Pass Code: Request customer call-back to rese de.
: I Request Callback ]

INBOUND REG Cust Relations-

Exec Office

CNR - AGENT

TN#
ACCTH5132482476551

OTHER REG Collaections
COLLECTIONSTRTMNT

- AGENT

TN#

ACCTH#5132482476551

INBOUND REG Cust Relations-
Exec Office

CNR - AGENT

TMN#5132482476

ACCT#5132482476551

INBOUND REG Cust Relations-
Exec Office

CNR - AGENT

TN#5132482476

ACCTHE132482476551

INBOUND REG  Cust Relations-
Exec QOffice

CNR - AGENT

TN#5132482476

ACGT#5132482476551

7/13/201


http://cnr/default.aspx?AccountNumber=5132482476551
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Disposition: {ExecOffc] Subseguent Contact

#295728442 - 1/31/2012 1:39:39 PM - Agent: SUSAN JOBE (SJ0B393)

“EXCT CARE*"™ Per Amy, the customer has never called back in for a repair visit.
Per Amy:

Qn 1216411, CCI for static. Cn 12/24/11, the tech repaired the aerial drop and installed
the SNI {gray box). Please see the attached pictures, Gary has sent me. Thisis a
clean run. The field technician followed proper procedure.

On 12/27/11, CCl for repair. On 12/28/11, the tech went out; however, the customer
was not home. The repair ticket was no accessed. This customer has never called
back to reschedule the appointment.

Per Tech: The job installing the new SNl is nice and neat. | would rate this job as
above average.

f calied Ms. Glendening, did not get an answer. | left her a message to call me back to
schedule 2 visit. sej x55623

Disposition: [ExecOffc] Subsequent Contact

#295221957 - 1/26/2012 4:56:07 PM - Agent: SUSAN JORE (SJOB393)

***EXCT Care™" received CSM letter from customer, said has been without service
and internet for over a month. said that we keep telfling him the problem is outside.
made two visits and stil not fixed. cust is a Dr and has lost over $800.00 from missed
appointments. cust aiso said that we installed a grey box on the side of his house and
drilled holes in his siding. sent this to Amy. she will investigate and get back to me. sej
x55623

Disposition: [ExecOffc} initial Contact Esclation Res > CBT > Repair > Cust Serv
Correspondence

INBOUND REG  Cust Relations-

INBGUND gEg  Cust Relations-

Eagc Lt

Exec Office

CNR - AGENT
TN#E132482476
ACCT#5132482476551

Exec Office

CNR - AGENT
TN#5132482476
ACCTH#51324824 76551

Filtet: {v]agent Entered Notes [¥! System Generated Events / Motes [ | Archived | Fitter by TN: Show ALL
[

‘! Coliections '} Cust Relations-Exec Office SF,;,"JRemedy ZoomTown {¥! TechSupport v} Unknown ! AegisWeb VLCATD W, CNR

V| COLLECTIONSTRTMNT i¥! CrIS (v EPS (V] Fsm [ 0SORDER

4

Sort: Default - [, |Descending to

312184668 - 7/4/2012 1:31:12 AM - Agent: (COLLTRT}
Coltections Sent Final Bill Reminder Notice. Disconnect Amount 423.75 Disconnect Date
07/18/2012

OTHER &)

OTHER

306901870 - 5/14/2012 6:39:20 PM - Agent: Alvy Garay (AGAR321V}
Order # D9963806 Status: complete Primary TN: 513-248-2476 551 Completion Date: 05-
14-12 App Date: 05-11 01 Sales Code: 6505 Class of Service: 1FR Due Date: 05-14-2012

Due Date Changed: N
306930899 - 5/14/2012 12:00:00 AM - Agent: (SYSTEM)
Zoomtown Modem Needs to be Returned

o
OTHER

306641290 - 5/11/2012 1:16:18 PM - Agent: Alvy Garay (AGAR321V) OTHER
Order #: D9963806 Status: pending Primary TN: 513-248-2476 551 Completion Date: App

Date: 05-11 01 Sales Code; 6505 Class of Service: 1FR Due Date: 05-14-12 Due Date

Changed: N

306641273 - 5/11/2012 1:16:00 PM - Agent: Alvy Garay (AGAR321V) OTHER %
ONP 0514

302825940 - 4/4/2012 11:41:25 AM - Agent: Yva Ybanez (YYBAB44V) CTHER

Account on 30-day hold per Shonda Stapleton
Collections]>CBT>Collection Activity>Hoid

302524929 - 4/2/2012 10:39:19 AM - Agent: Maria Rivarez (MRIV428V)
Internet service in FSM was suspended for Non-Payment.

GTHER @

302524883 - 4/2/2012 10:38:54 AM - Agent: Maria Rivarez (MRIV428Y)
DENYC402

OTHER

http://cnr/default.aspx?AccountNumber=5132482476551
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302524685 - 4/2/2012 10:38:54 AM - Agent: Maria Rivarez (MRIV428V)
TRT CHG FRCM 000030000050000000000058

301561491 - 3/23/2012 9:56:32 AM - Agent: Alvy Garay (AGAR321V)
hold til 03/28
[Collections]>CBT>Coilection Activity>Review

301477893 - 3/22/2012 1:55:35 PM - Agent: SUSAN JOBE (SJOB393)

*EXCT CARE™™ Spoke to a repair supervisor concerning Ms, Glendening's recent letter to
CSM department. He suggested that we contact the foreman and have him go to the
residence and check all the outside wiring again before we respond. | called Gary Steiner
and he had been to her residence previously. He said that he would make another visit to
check outside wiring and et me know if everything is good on our end. If so, we will respond
back in writing our findings and she will need to contact our repair department before
dispatching any repair techs. She is not being cocperative and is not allowing us access to
the inside of her home, she is also refusing to be there when repair goes out. If she refuses
again, there is nothing else CBT can do to assist her. sej x55623

(ExecOffc]>>>Subsequent Contact

301443788 - 3/22/2012 8:09:20 AM - Adent: Rowena Taverna (RTAV360V)

HOLD TILL 3/28

[Cellections]>CBT>Coliection Activity>Hold

301069512 - 3/17/2012 3:02:00 PM - Agent: (COLLTRT)
Collections Made Sound Bite 1 collection call at 15:02:00 with AMD DETECTED - END
197.48

300352291 - 3/11/2012 12:00:00 AM - Agent: (COLLTRT)
Collections Sent Disconnection Notice. Disconnect Amount 197,48 Disconnect Date
03/20/2012

300483140 - 3/11/2012 12:00:00 AM - Agent: (SYSTEM)
Change Treatment History

300303167 - 3/9/2012 12:00:00 AM - Agent: (COLLTRT)
Collections Made Sound Bite 1 collection call at 17:17:00 with AMD DETECTED - END

300223666 -~ 3/8/2012 12:00:00 AM - Agent: (COLLTRT)
Collections Made Sound Bite 1 ccllection call at 11:56:00 with AMD DETECTED - END

300092595 - 3/7/2012 12:00:00 AM - Agent: (COLLTRT)
Collections Made Sound Bite 1 collection call at 12:46:00 with A LIVE PARTY WAS
REACHED

298767987 - 2/27/2012 4:21:56 PM - Agent: Maria Rivarez (MRIV428V}

Account on 30 day held per B. Hein
[Collections]>CBT=>Collection Activity>Hold

208463527 - 2/24/2012 2:20:45 PM - Agent: SUSAN NILES (SNIL647)

adjusted late fees as courtesy due to unresolved repair issue.
[ExecOffci>>>Subsequent Contact

298440844 - 2/24/2012 11:50:20 AM - Agent: SUSAN NILES (SNIL647)
Adjustment made in the amount of :$7.41 - Reason Codes: OCC

297244033 - 2114/2012 2:25:00 PM - Agent: SUSAN JOBE (SJOB393)

**EXCT CARE™** Customer sent in another letter dated February 6, 2012 saying that her
service is still out since Dec 24th. The letter stated that she was able to retrieve the
messages that | had left asking her to contact me to set up a repair visit. no one has called. |
sent a response letter advising terry to provide us with a CBR number or to call EXCT ofc or
repair, | also advised someone will need to be at the premise when the tech arrives. segj
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[ExecOffcl»>>Subseguent Contact

291587227 - 12/29/2011 1:29:53 PM - Agent: Monaliza Rondael (MRON484V) oinen @ Remedy ZoomTown
Ticket Number: TS111223350 Problem Summary: fast CB- left VM Status: Resolved P N
Assigned To Group: ZTHD Tier 2 Priority: Low hitp://aeqisweb: 80/7 ACCT#5132482475551

TicketNumber=TS111223350
[AegisITI>>Transmission/Static/Noise>Credit Request {Resclved)

291546950 - 12/29/2011 9:30:39 AM - Agent: Monaliza Rondael (MRON484V) O THER Remedy ZoomTown
Ticket Number: TS111223350 Problem Summary: 2nd CB-12/29/2071 9:29:50 AM Status: ' NN
WIP Assigned To Group: ZTHD Tier 2 Priority: Low hitp://aegisweb:80/7 ACCT#5132452476551

TicketNumber=TS111223350
[AegisIT]>>Transmission/Static/Noise>Credit Request (Resolved)

291512347 - 12/28/2011 9:29:40 PM - Agent; (A.2011.12.28) —_— Unknown
Payment of 98.77 - Payment Type: Sale - Line of business: Wireline - Status: (RECV) EPS - SYSTE
Received ACCT#5132482478551

EPS ID51368747
291476965 - 12/28/2011_3:39:00 PM - Agent: Monaliza Rondael (MRON484V) OTHER Remedy ZoomTown
Ticket Number: T$111223350 Problem Summary: 1st CB-12/28/2011 3:38:12 PM Status: A o aie s
WIP Assigned To Group: ZTHD Tier 2 Priority: Low hitn //aegisweb:80/7 ACCTR5132482476557

TicketNumber=TS111223350
[AegisIT]>>Transmission/Static/Noise>Credit Request (Resolved)

291476940 - 12/28/2011 3:38:54 PM - Agent: Monaliza Rondael (MRON484V) oripn @ Remedy ZoomTown
Ticket Number: TS111223350 Problem Summary: Tst CB-12/28/2011 3:38:12 PM Status: N
On Hold Assigned To Group: ZTHD Tier 2 Pricrity: Low hitp.//aegisweb:; 80/7 ACCT#5132482476561

TicketNumber=TS$111223350
[Aeqis|T]>>Transmission/Static/Noise>Credit Request (Resolved)

291475922 - 12/28/2011 3:29:52 PM - Agent; Monaliza Rondael (MRON484V) outeounn  Remedy ZoomTown
Callback Time: 12/28/2011 4:00:00 PM Ticket Number: TS111223350 Group: ZTHD Tier 2 - R AN A
Status: Completed Reason: Completed - Contact made Contact Name: GLENDENING, ACCT#5132482476551
TERRY Contact #: 5132482476 Notes: check the phone then process credit
291475881 - 12/28/2011 3:29:22 PM - Agent: Monaliza Rondael (MRON484V) outsounp  Remedy ZoomTown
Callback Time: 12/28/2011 4:00:00 PM Ticket Number: 75111223350 Group: ZTHD Tier 2 ] A asaa e
Status: Completed Reason: Completed - Contact made Contact Name: GLENDENING, ACCT#513248247655
TERRY Contact #: 5132482476 Notes; check the phone then process credit
291424525 - 12/28/2011 9:54:17 AM - Agent; (SYSTEM) OTHER Jnknown
Reportabie Payment; 98.77 / RPC TSI N
ACCTH5132482476551
291353848 - 12/27/2011 4:52:53 PW - Agent: Arem Gabuya (AGAB913V) INBOUND TechSuppOG
Ticket has been processed for TN: 5132482476 Ticket Number: 3886687 R Ao
[611GBS]Dial Tone>All Phones All Calls>No Dial Tone>Dispatch (Resolved) ACCT#5132482476551
CATDID 150108, 21450(2676 3655
290593510 - 12/20/2011 12:45;27 PM - Agent: Darling Ali {DALI633V) OTHER Remedy ZoomTown
Callback Time: 12/28/2011 4:00:00 PM Ticket Number: 75111223350 Group: ZTHD Tier 2 A resats
Status: Scheduled Contact Name: GLENDENING, TERRY Contact #: 5132482476 Notes: ACCT#51324824 76551
check the phone then process credit
290593475 - 12/20/2011 12:45:13 PM - Agent: Darling Ali (DALIE33V) ciien 8 Remedy ZoomTown
Callback Time: 12/28/2011 4:00:00 PM Ticket Number: TS111223350 Group: ZTHD Tier 2 R oagoare
Status: Scheduied Contact Name: GLENDENING, TERRY Contact #: 5132482476 Notes: ACCT#61324B2476551
check the phone then process credit
290593433 - 12/20/2011 12:44:44 PM - Agent: Darling Ali (DALI633V) OTHER Remedy ZoomTown
Ticket Number: 78111223350 Problem Summary: CBR 12/28 4 pm for credit request Regisiel - AGENT
Status: On Hoid Assigned To Group: ZTHD Tier 2 Priority: Low http://aegisweb:80/7 ACCTHE 1324824 76551

TicketNumber=TS111223350
[AegislT]>>Transmission/Static/Noise>Credit Request (Resolved)

290332962 - 12/17/2011 5:07:03 PM - Agent: Jerome Jugoes {(JJUGE64V) OTHER Remetiy _ngong‘g&
Ticket Number: TS111223350 Problem Summary: credit req dispatch 12/27 Status: On Hold O e v rsasod 76
Assignad To Group: ZTHD Tier 2 Priority: Low htip.//aeqisweb:80/7 ACCT#5132482476551

TicketNumber=TS111223350
[AegislT]>>Transmission/Static/Noise>Credit Requast {Resoclved)
-

290220678 - 12/16/2011 3;27:41 PM - Agent: Oliver Alcachupas (OALC083V) S - TechSupport
Ticket Number: TS111223350 Problem Summary: credit req Status: On Hold Assigned To Aegis\Web - AGENT

http://cnr/default.aspx?AccountNumber=5132482476551 7/13/201
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Group: ZTHD Tier 2 Priority: Low hiip:/aedisweb:80/? TicketNumber=TS$111223350 TN#5132482478
[AegisiT]>>Transmission/Static/Noise>Credit Request (Resolved) ACCT#O132482476551
290218901 - 12/16/2011 3:10:14 PM - Agent: Soledad Buenaluz (SBUE535V) GTHER TechSupport
Ticket Number: T$111223350 Problem Summary: credit req Status: Assigned Assigned To AegisiVeh - AGENT
Group: ZTHD Tier 2 Priority: Low hitp /faeaisweb 80/ TicketNumber=TS 111223350 ACCTHR Y 3p4a0a a0
[AegisiT]>>Transmission/Static/Noise>Credit Request (Resolved)
290216420 - 12/16/2011 2:44:50 PM - Agent: Soledad Buenaluz (SBUE535V) INBOUND TechSupport
Ticket Number: TS111223350 Problem Summary: credit req Status: Assigned Assigned To & A o aaa 0
Group: ZTHD Tier 2 Priority: Low hitp.//aegiswehb:B0/? TicketNumber=TS5111223350 ACCT#S1324824?6521
[AegisIT]>>Transmission/Static/Noise>Credit Request (Resolved) CATDID150098.18286
290216110 - 12/16/2011 2:41:10 PM - Agent: Sofedad Buenaluz (SBUE535V) INEOQUND TechSupport
Ticket has been processed for TN: 5132482478. Ticket Number: 3868845 e
{611GBS]Dial Tone>Transmission>Static On Line>Dispatch (Resolved) ACCT#5132482476551
CATDID150098. 18286/26637961
287450635 - 11/21/2011 9:51:19 PM - Agent: {A.2011.11,21) CTHER Unknown
Payment of 98.77 - Payment Type: Sale - Line of business: Wireline - Status: (RECV) ’ ERS - SYSTEM
Received ACCT#5132482476551
EPS ID50721413
287363040 - 11/21/2011 9:54:36 AM - Agent: (SYSTEM) Jp— Unknown
Reportable Payment: 98.77 / RPC ‘ CRIS - SYSTEM
ACCT#5132482476551
284102587 - 10/24/2011 9:14:39 PM - Agent: (A.2011.10.24) OTHER Unknown
Payment of 98.77 - Payment Type: Sale - Line of business: Wireline - Status: (RECV) EPS- SYSTT'IE\J“;
Received ACCTHE1324824 76551
EPS ID50226184
284009009 - 10/24/2011 9:54:14 AM - Agent: (SYSTEM) orier 9 Unknown
Reportable Payment: 98.77 / RPC CRIS - SYSTEN
ACCT#5132482476551
281955036 - 10/5/2011 1:46:19 PM - Agent: Joe San Gabriel (JSAN447V) INBOUND TechSupport
Ticket Number: TS111005979 Problem Summary: Step History: Verify provisioning, Check S SNl
SSID and Channe!l, NOTES: > ferry glendening > catd verified > cb: 5132482476 /> no ACCTH5132482476551
internet connection for a week > modem: 327w > dsl blinking > unplug modem > lock the CATDID150026.13558

port > replug the modem > unlock the port > dsl solid > operation status up > mac is up and
running > access gui > walk thru cu to get ssid and on wpa > let the cu connect fo the newly
secured network > mac is connected and up and running. -Verify provisioning: -Check S81D
and Channel; Status: Resolved CATD Step: Check SSID and Channel Assigned To Group:
ZTHD Tier 1 Assigned to Agent; Joe-Roman San Gabrie! (jsan447v) Priority: Low
http:/faeqisweb:80/7TicketNumber=TS111005979
[AegisZoomTown]>ZoomTown>Networking>Networking Connectivity (Resolved)

281031600 - 9/27/2011 9:14:32 PM - Agent: {A.2011.09.27) THER Unknown
Payment of 98.72 - Payment Type: Sale - Line of business: Wireline - Status: (RECV} ” EPS - SvsTEY
Received ACCTH5132482478551
EPS ID49738101

280960489 - 9/27/2011 10:54:18 AM - Agent; (SYSTEM) OTHER Unknown
Reportable Payment: 98.72 / RPC CRIS - SYSTEM
ACCT#5152482476551

276480454 - 8/18/2011 9:08:06 PM - Agent: (A.2011.08.18) oTHER Unknown
Payment of 98 77 - Payment Type: Sale - Line of business: Wireline - Status: (RECV) SRR
Received ACCT#5132482476581
EFS ID49065351

276402616 - 8/18/2011 9:54:14 AM - Agent: (SYSTEM) OTHER Unknown
Reportable Payment: 98.77 / RPC ' CRIS - SYSTEN
ACCTH#5132482476551

273776303 - 7/27/2011 9:09:03 PM - Agent: (A.2011.07.27) GTHER Unknown
Payment of 98.68 - Payment Type: Sale - Line of business: Wireline - Status: (RECV) EPS - SYST&"#’:
Received ACCTH#5132482476551
EPS ID48651558

273698386 - 7/27/2011 9:54:13 AM - Agent: (SYSTEM) OTHER Unknown
Reportable Payment: 98.68 / RPC CRIS - SYSI&?\;:
ACCT#5132482476551

htp://enr/default.aspx?AccountNumber=5132482476551 7/13/20]
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269924188 - 6/28/2011 9:16:49 PM - Agent: (A.2011.06.28)

Payment of 98.71 - Payment Type: Sale - Line of business: Wiretine - Status: (RECV)

Received

269325921 - 6/28/2011 10:54:16 AM - Agent: (SYSTEM)
Reportable Payment: 98.71 / RPC

266535973 - 5/31/2011 9:08:11 PM - Agent: (A.2011.05.31)

Payment of 98.71 - Payment Type: Sale - Line of business: Wireline - Status: (RECV)

Received

266457991 - 5/31/2011 9:54:34 AM - Agent: {SYSTEM)
Reportable Payment: 98.71 / RPC

261526859 - 4/19/2011 9:19:50 PM - Agent: {A.2011.04.19)

Payment of §8.33 - Payment Type: Sale - Line of business: Wireline - Status: (RECV)

Received

261440572 - 4/19/2011 10:54:48 AM - Agent: (SYSTEM)
Reportable Payment; 98.33 / RPC

258165309 - 3/21/2011 9:32:15 PM - Agent: (A.2011.03.21)

Payment of 97.30 - Payment Type: Sale - Line of business: Wireline - Status: (RECV)

Received

258062149 - 3/21/2011 9:54:56 AM - Agent: (SYSTEM)
Reportable Payment: 87.30 / RPC

254728493 - 2/23/2011 3:19:26 PM - Agent: (A.2011.02.23)

Payment of 97.30 - Payment Type: Sale - Line of business: Wireline - Status: (RECV)

Received

254752427 - 2/23/2011 9:54:44 AM - Agent: (SYSTEM)
Reportable Payment: $7.30 / RPC

251303631 - 1/26/2011 9:24:23 PM - Agent: (A.2011.01.26)

Payment of 97.30 - Payment Type: Sale - Line of business: Wireline - Status: (RECV)

Received

251318705 - 1/26/2011 9:54:54 AM - Agent: (SYSTEM)
Repertable Payment: 97.30 / RPC

http://cnr/default.aspx7AccountNumber=5132482476551
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CINCINNATI BELL TELEPHONE COMPANY LLC
Residence Service Agreement - Local Telephone Services
Nonresidence Service Agreement - Local Telephone Services

Section 3 - Regulations

A. GENERAL
The regulations of this section apply to all sections of this Agreement unless specified elsewhere in this
Agreement. These regulations are in addition to the regulations in the Company’s tariffs. Where the regulations

in this Agreement are in conflict with the regulations in the Company’s tariffs, the tariffed regulations apply.

Each revision will be effective on the date shown in this Agreement, subject to PUCQ customer notice
requirements,

B. OBLIGATION AND LIABILITY OF THE COMPANY
1. Availability of Facilities
The Company's cbligation to furnish service or to continue to furnish service is dependent on its ability to
obtain, retain, and maintain without unreasonable expense suitable rights and facilities, and to provide for
the installation of those facilities required incident to the furnishing and maintenance of that service.

2. Transmitting Messages

The Company does not undertake to transtnit messages but offers the use of its facilities for
communications between its customers,

Page 1 Effective: May 18, 2011



CINCINNATI BELL TELEPHONE COMPANY LLC
Residence Service Agreement - Local Telephone Services
Nonresidence Service Agreement - Local Telephone Services

Section 3 - Regulations

B. OBLIGATION AND LIABILITY OF THE COMPANY (Continued)

3.

Service Irregularities and Interruptions

In view of the fact that the Customer has exclusive control of his communications over the facilities
furnished him by the Company, and of the other uses for which facilities may be furnished him by the
Company, and because of unavoidability of errors incident to the services and to the use of such facilities of
the Company, the services and facilities furnished by the Company are subject to the terms, conditions, and
limitations herein specified.

No credit allowance will be made for interruptions due to electric power failure where the customer is
responsible for providing electric power.

Credit allowance for interruptions of Measured Service or other usage based service will not affect the
number of local messages or usage to which the customer is entitled during a given billing period,

The liability of the Company for damages arising out of mistakes, omissions, interruptions, delays or errors,
or defects in transmission occurring in the course of furnishing service or facilities and not caused by the
negligence of the Customer, or of the Company in failing to maintain proper standards of maintenance and
operation and to exercise reasonable supervision, will in no event exceed an amount equivalent to the
proportionate charge to the Customer for the period of service during which such mistake, omission,
interruption, delay or error, or defect in transmission occurs.

The Customer indemnifies and saves the Company harmless against claims for libel, slander, or
infringement of copyright arising from the material transmitted over its facilities; against claims for
infringement of patents arising from combining with, or using in connection with, facilities of the
Company, apparatus and systems of the Customer; and against all other claims arising out of any act or
omission of the Customer in connection with the facilities provided by the Company; and against any and
all losses from damage to the Customer's facilities or equipment attached or connected to facilities
furnished by the Company.

Page 2 Effective: May 18,2011



CINCINNATI BELL TELEPHONE COMPANY LLC
Residence Service Agreement - Local Telephone Services
Nonresidence Service Agreement - Local Telephone Services

Section 3 - Regulations

B. OBLIGATION AND LIABILITY OF THE COMPANY {Continued)

.

Use of Connecting Company Lines

When the lines of other telephone companies are used in establishing connections to points not reached by
the Company's lines, the Company is not liable for any act or omission of the other company or companies.

Defacement of Premises

The Company is not liable for any defacement or damage to the Customer's premises resulting from the
existence of the Company's equipment and associated wiring on such premises, or from the installation or
removal thereof, when such defacement or damage is not the result of the negligence of the Company.
When the Customer is a tenant and requests an installation that could, in the opinion of the Company, result

in damage to the property of the owner, the customer must obtain, prior to installation, a written release
from the owner or his authorized agent absolving the Company of liability.

Page 3 Effective: May 18,2011



CINCINNATI BELL TELEPHONE COMPANY LLC
Residence Service Agreement - Local Telephone Services
Nonresidence Service Agreement - Local Telephone Services

Section 3 - Regulations

C. USE OF SERVICE AND FACILITIES

L.

Ownership and Use of Service and Equipment

Equipment and lines furnished by the Company on the premises of a Customer are the property of the
Company, whose agents and employees have the right to enter the premises at any reasonable hour for the
purpose of installing, inspecting, maintaining, or repairing the equipment and lines, or upon termination of
the service, for the purpose of removing such equipment or lines.

Equipment furnished by the Company must, upen termination of service for any cause whatsoever, be
returned to it in good condition, except for reasonable wear and tear.

Shared Tenant Services.

Local Exchange Service may be shared on measured rate individual lines and trunks. Sharing of flat rate
lines, flat rate trunks, and Foreign Exchange service is prohibited,

A sharer may provide service only within a single building, or a contiguous complex of buildings under
common ownership or management. A contiguous complex of buildings may be intersected by public
thoroughfares provided that the property segments created would be continuous in the absence of the
thoroughfares. Where separate buildings are involved, they must have a related business purpose, i.e.,
industrial park, shopping center, or university.

Participation in sharing systems shall be limited to occupants of a building or contiguous complex of
buildings which compose a sharing system.

Direct interconnection of a sharing system with other PBX systems is prohibited.

The Company will not be responsible for the manner in which the use of service or charges are allocated to
others by a Customer who shares service. All applicable rates and charges for such service will be billed to
the Customer.

Service orders will be accepted by the Company only from the Customer. The Company will respond to
repair and maintenance requests from others provided that the Customer is responsible for any maintenance
of service charges that may be billed by the Company.

Directory listings for the patrons of Customers who share Local Exchange Service will be provided as
Additional Listings at the rates, terms, and conditions shown in Section 14 of this Agreement.

Government and Education Discounts, as specified in Section 20 of this Agreement, do not apply for
sharing applications.

Rules and regulations regarding the resale and sharing of Local Exchange Service do not apply to hotels,
hospitals and skilled nursing homes or where the end users of the exchange service are considered transient

in nature and the service is considered incidental to the function of the organization providing such service.

A sharer of Local Exchange Service who is utilizing customer provided equipment must comply with the
rules and regulations concerning interconnection as specified in part C.3. following.

Page 4 Effective: May 18, 2011



CINCINNATI BELL TELEPHONE COMPANY LLC
Residence Service Agreement - Local Telephone Services
Nonresidence Service Agreement - Local Telephone Services

Section 3 - Regulations

C. USE OF SERVICE AND FACILITIES (Continued)

3. Connections of Customer-Provided Terminal Equipment, Communications Systems, and Inside Wire

a.

General

Terminal equipment, communications systems and inside wire provided by the Customer may be
connected at the Customer's premises to telecommunications services furnished by the Company where
such connections are made in accordance with the provisions of Part 68 of the Federal
Communications Commission's (FCC) Rules and Regulations and any applicable Company tariffs
and/or service agreements, as are now in effect or may become effective.

Responsibility of the Customer

The customer will be responsible for the installation, operation and maintenance of any
customer-provided terminal equipment, communications system, or inside wire. No combinations of
customer-provided terminal equipment, communications systems, or inside wire shall require change in
or alteration of the equipment or services of the Company, cause electrical hazards to Company
personnel, damage to Company equipment, malfunction of Company billing equipment, or degradation
of service to persons other than the user of the subject terminal equipment or communications system,
the calling or called party. Upon notice from the Company that customer-provided terminal equipment,
communications system, or inside is causing such hazard, damage, malfunction or degradation of
service, the Customer must make whatever changes are necessary to remove or prevent such hazard,
damage, malfunction or degradation of service,

The Customer will be responsible for the payment of a Maintenance of Service Charge as provided in
Section13 of this Agreement for visits by a Company employee to the Customer's premises when a
service difficulty or trouble report results from the use of customer-provided terminal equipment,
communications system, or inside wire.

The Customer assumes the risk of loss of service, damage to property or death or injury of the
Customer or the Customer's agent with respect to operation and maintenance of any customer-provided
terminal equipment, communications system, or inside wire. The Customer will save the Company
harmless from any and all liability, claims, or damage suits arising out of the Customer's operation and
maintenance of any customer-provided terminal equipment, communications system, or inside wire.
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Section 3 - Regulations

C. USE OF SERVICE AND FACILITIES (Continued)

3. Connections of Customer-Provided Terminal Equipment, Communications Systems, and Inside Wire
{Continued)

c. Responsibility of the Company

Telecommunications services are not represented as adapted to the use of customer-provided terminal
equipment or communications systems. Where customer-provided terminal equipment or
communications systems are used with telecommunications services, the responsibility of the Company
shall be limited to the furnishing of service components suitable for telecommunications services and
to the maintenance and operation of service components in a manner proper for such services. Subject
to this responsibility the Company will not be responsible for:

The through transmission of signals generated by the customer-provided terminal equipment or
communications systems or for the quality of, or defects in such transmission, or

the reception of signals by customer-provided terminal equipment or communications systems, or
address signaling where such signaling is performed by customer-provided signaling equipment.

The Company will, at the Customer's request, provide information concerning interface parameters
needed to permit customer-provided terminal equipment to operate in a manner compatible with
telecommunications services.

The Company may make changes in its telecommunications services, equipment, operations or
procedures, where such action is not inconsistent with Part 68 of the Federal Communications
Commission's Rules and Regulations. If such changes can be reasonably expected to render any
Customer's terminal equipment or communications system incompatible with telecommunications
services, or require modification or alteration of such customer-provided terminal equipment or
communications systems, or otherwise materially affect its use or performance, the Customer will be
given adequate notice, in writing, to allow the Customer an opportunity to maintain uninterrupted
service.
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Section 3 - Regulations

C. USE OF SERVICE AND FACILITIES (Continued)

3. Connections of Customer-Provided Terminal Equipment, Communications Systems, and Inside Wire
(Continued)

d.

Violation of Regulations

When any customer-provided terminal equipment or communications system is used with
telecommunications services in violation of any of the provisions in this part C.3., the Company will
take whatever immediate action is necessary for the protection of the telecommunications network and
Company employees, and will promptly notify the Customer of the violation,

The Customer must discontinue use of the terminal equipment or communications system or correct the
violation and must confirm in writing to the Company within 10 days, following the receipt of written
notice from the Company, that such use has ceased or that the violation has been comrected. Failure of
the Customer to discontinue such use or to correct the violation and to give the required written
confirmation to the Company within the time stated above will result in suspension of the Customer's
service until the Customer complies with the provisions of the Company’s tariffs and/or service
agreements.

Connection of Grandfathered Communications Systems and Terminal Equipment

Grandfathered Communications Systems denotes customer-provided communications systems
(including their equipment, premises wiring and protective circuitry if any) connected at the Customer's
premises that are considered to be grandfathered under Part 68 of the Federal Communications
Commission’s (FCC) Rules and Regulations. These systems may remain connected for the life of the
equipment without registration. Additions and modifications may be made only in accordance with
FCC Part 68.

Connection of Registered Equipment

Registered Equipment denotes equipment which complies with and has been approved within the
registration provisions of FCC Part 68.

Customer-provided registered terminal equipment, registered protective circuitry, and registered

communications systems may be directly connected at the Customer premises to the
telecommunications network, subject to FCC Part 68,
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Section 3 - Regulations

C. USE OF SERVICE AND FACILITIES (Continued)

3. Connections of Customer-Provided Terminal Equipment, Communications Systems, and [nside Wire
(Continued)

g.

Premises Wiring Associated With Registered Communications Systems

Premises wiring is wiring which connects separately-housed equipment entities or system components
te one another, or wiring which connects an equipment entity or system component with the telephone
network interface or demarcation point not within an equipment housing. All premises wiring, whether
fully protected or unprotected, must be installed in compliance with FCC Part 68.

Customers who intend to connect premises wiring other than fully protected to the telephone network
must give advance notice to the Company in accordance with the procedures specified in FCC Part 68
or as otherwise authorized by the Federal Communications Commission.

4., Use of Local Exchange Service

Local Exchange Service, as distinguished from pay telephone service lines, is furnished only for use by the
Customer, the Customer's family, employees or representatives, persons residing in the Customer's
household, or guests of the Customet, except as the use of the service may be extended to:

Patrons, as opposed to tenants, of the customer where the use of the service by the patron is incidental
to his patronage of the Customer, provided no charge is made by the Customer for such use.

Patrons of the customer, and to the public in general, in connection with Automatic Dialing Telephone
Units arranged for the origination of calls only to preselected telephone numbers.

Another party on a different premises, to provide for the answering of calls during the customer's
absence, Such a termination is furnished only with the understanding that outward calls are not to be
placed from it, and on the condition that use of separate exchange service is available to the other party
on the same premises.

The Company will refuse to install Customer service, or to permit such service to remain on premises
where the equipment is located so that the public in general, except as stated in this Part C.4., may tmake
use of the service.
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Section 3 - Regulations

D. ESTABLISHMENT AND FURNISHING OF SERVICE

1.

Application for Service

The Company may refuse an application for service if objection is made by or on behalf of any
governmental authority to the furnishing of service.

An application for service becomes a contract upon the establishment of service, Neither the contract nor
any rights acquired under it may be assigned or transferred in any manner except as specifically provided
for in this Agreement. Requests for additional service, when established, become a part of the original
contract, except that each item of additional service is furnished subject to payment of charges for the initial
period and/or termination of service as specified in parts E and F of this section. Any change in rates or
regulations acts as a modification of all contracts to that extent, subject to Commission notice requirements.

When an application for service is cancelled by the applicant or a Customer before service is established,
the applicant or Customer may be required to reimburse the Company for all expenses, including
engineering and construction costs, incurred by the Company as a result of the application before it
received notice of cancellation. The amount of reimbursement, however, will not exceed the service,
construction, installation, and termination charges that would have been applicable if the service had been
established,

When a request for additions, rearrangement, relocation, or modification of service or equipment is
cancelled by a Customer before the work involved has been completed, the Customer may be required to
reimburse the Company for all expenses, including engineering and construction costs, incurred by the
Company as a result of the request before it received notice of cancellation, The amount of reimbursement,
however, shall not exceed the service, construction, installation, and termination charges that would have
been applicable if the work involved in complying with the request had been completed.

If an applicant has an outstanding account with the Company, the Company reserves the right to reject
application for service until the amount due has been paid in full.

A contract for service may be transferred to another individual, partnership, association, or corporation. No
billing adjustment previously furnished is made, and the new Customer must assume all outstanding
indebtedness of the original Customer. A Change of Lessee charge may apply to service transferred in
accordance with these provisions.
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Section 3 - Regulations

D. ESTABLISHMENT AND FURNISHING OF SERVICE {Continued)

2.

Initial Service Period

The initial service period for all service and facilities is one month on the same continuous property, except
for Directory Listings or as otherwise specified this Agreement, If a Directory Listing appears or will
appear in the directory, the initial service period is the directory period. Each directory period is considered
a separate initial service period.

A move to a different continuous property is charged for as new installation of service. A new initial
period applies at the new location and a termination charge, as specified in Part D.3. of this section, applies
at the old location if the move occurs prior to the expiration of the initial service period.

Termination of Service

Termination of service may be arranged for, prior to the expiration of the initial service period, when notice
is given to the Company five days in advance, and upon agreement to pay all charges due for service
furnished plus any termination charge. In the event a portion of an installation is discontinued, the
application of termination charges will be based on the premise that the items of equipment discontinued
were the last such items installed.

The service period is not terminated when service and facilities are relocated within the same continuous
property, and the Customer pays the charges specified for this type of relocation,

Application of termination charges is as follows:

a. Service for Which the Initial Service Period is One Month
Charges due for the unexpired portion of the initial service period.

b. Directory Listings
If a listing for the listed party does not and will not appear in the directory, service may be terminated
at any time without termination charge subject to a minimum charge for one month. [f a listing for the
listed party appears or will appear in the directory, the termination charge equals the charges due to the
end of the directory period; except that in the following cases service may be terminated without
termination charge, subject to a minimum charge for one month.
1. The main service is terminated.

2. The listed party becomes a local telephone service Customer.,

3. Death of the listed party.
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Section 3 - Regulations

D. ESTABLISHMENT AND FURNISHING OF SERVICE (Continued)
4. Application of Nonresidence and Residence Rates
Although the location of a Customer's telephone service or the type of directory listing desired may in most
cases serve as a satisfactory basis for determining whether nonresidence or residence rates apply, final
determination will be based on the criteria in this part D .4,

a. Nonresidencc Rates

Telephone service is classified and charged for as nonresidence when a nonresidence listing is
furnished, Telephone service is also classified and charged for as nonresidence when:

1. The service is:

a. Used regularly in the pursuit of monetary gain from an cccupation, commercial activity, or
industrial effort; or

b. Used primarily in conjunction with a nonprofit activity of a service, organizational,
professional, institutional, or charitable nature; or

¢. Advertised regularly for the purpose of soliciting calls to the Customer's telephone number;
and
2. The customer is not:

a. A Customer of other nonresidence telephone service used in the principal conduct of the
activity in which the Customer is engaged; or

b. Anemployee or a representative of a Customer to other nonresidence telephone service used
in the principal conduct of the activity in which the customer is engaged.
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Section 3 - Regulations

D. ESTABLISHMENT AND FURNISHING OF SERVICE (Continued)

4, Application of Nonresidence and Residence Rates (Continued)

b.

Residence Rates

Telephone service is classified and charged for as residence at all residences when the conditions
requiring a nonresidence classification as set forth in Part D.4.a. preceding are not present.

Telephone service is also classified and charged for as residence when furnished at any location as an
access to a repeater control and/or autopatch facility of a bona fide amateur radio operator,
organization, ot society duly licensed as a primary station by the Federal Communications
Commission as an amateur radio station pursuant to FCC Part 97. The Company may request a copy
of the amateur radio station license prior to the installation of service.

When it is determined that a residence service Customer is using the service in such a manner that it
should be classified and charged for as nonresidence service under the above provisions, the Company
will reclassify the service of the Customer to nonresidence and bill the Customer the appropriate
nonresidence rates. In the event the Customer refuses to pay the applicable nonresidence rates, the
Company may temporarily deny or discontinue the service under the provisions of this Agreement
applicable to payment for service.

5. Conversion of Nonresidence Service to Residence

Purchase of local residential service for use or resale as nonresidence service is prohibited. The Company
may limit conversions of nonresidence service to residence in accordance with this restriction. A
nonrecurring charge applies to service converted from nonresidence to residence, or vice versa.

6. Flat Rate and Measured Service Combinations

Combinations of Flat Rate and Measured Services are not furnished on the same continuous property,
except where the two services are used for separate purposes and are not used to supplement each other.
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Section 3 - Regulations

. ESTABLISHMENT AND FURNISHING OF SERVICE (Continued)

7.

Telephone Numbers

The Company will administer telephone numbers in keeping with the rules and requirements of this
Commission and the Federal Communications Commission and in accordance with the procedures
established by the North American Numbering Plan Administrator (NANPA) and the Number Pooling
Administrator. The Customer has no property right in the telephone number which is assigned by the
Company, or any right to continuance of service through any particular central office, and the Company
reserves the right to change the telephone number or the central office designation, or both, of a Customer
whenever il deems it necessary to do so in the conduct of its business and the number change is technically
unavoidable,

Advance Payments

Advance payment may be required for extraordinary expenses, including, but not limited to, special
construction costs associated with a particular service installation.

Deposits

The Company may, in order to safeguard its interests, require an applicant or a customer to make a suitable
deposit to be held by the Company as a guarantee of the payment of charges. The fact that a deposit has
been made in no way relieves the applicant or Customer from complying with the Company's regulations
concerning advance payments and the prompt payment of bills on presentation. When the contract is
terminated, the amount of the deposit and any accrued interest as required by law is credited to the
Customer's account and any credit balance which may remain is refunded. The Company will review
annually each active account for which a deposit is being held and will refund the deposit plus accrued
interest as required by law for qualified Customers in the form of a check or credit.
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Section 3 - Regulations

D. ESTABLISHMENT AND FURNISHING OF SERVICE (Continued)
10. Payment for Service

Bills are rendered monthly and include charges for local service for the current service month and any
applicable usage charges.

A Custoimer's bill will not be due earlier than 21 days from the bill date printed on the bill. If the bill is not
paid by the due date, it then becomes past due. The Customer is responsible for payment monthly, and in
accordance with the 21 day provision for payment, of all charges for facilities and services furnished the
Customer, including charges for services originated or charges accepted at such facilities.

Prior written notice will be given if service is to be temporarily denied or the contract terminated for the
non-payment of any sum due in accordance with Part D.11. following. Service will not be denied prior to
seven days from the postmark on the notice.

All service provided to the same Customer, regardless of the tariff and/or service agreement under which

the service is provided, is considered one service for payment purposes. All service may be disconnected
for non-payment even though payment is current for service provided under one or more tariffs or service
agreements.

A Customer who orders service or equipment instailations, moves, or changes prior to the date of any
increase in the one time charge applicable to such work will be subject to the one time charge in effect at
the time the Customer's order was received by the Company, provided the work is completed within the
Company's normal installation interval in effect at the time the order was placed. However, if subsequent to
the effective date of the increase in the one time charge, the completion of such work is delayed beyond the
Company's normal installation interval and the delay is not caused by the Company, the Customer will then
be subject to the one time charge in effect at the time the work is completed by the Company.

Customers who do not pay for service in accordance with this section may be assessed a Late Payment Fee
and/or a Returned Check Charge pursuant to Section 13 of this Agreement.
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Section 3 - Regulations

D. ESTABLISHMENT AND FURNISHING OF SERVICE (Continued)
11. Denial or Disconngction of Service
Service may be disconnected or refused when any of the following conditions exist:

Violation of or noncompliance with the PUCO's regulations governing service supplied by the
Company;

Failure to comply with municipal ordinances or other laws pertaining to telecommunications services;
Refusal by the Customer to permit the Company necessary access to its facilities or equipment;
Failure to establish credit or make a deposit, when requested, for initial, current, or additional service;

When an emergency may threaten the health or safety of a person, a surrounding area, or the
Company's distribution system,;

A Customer uses telecommunications equipment in such a manner as to adversely affect the Company's
equipment, its service to others, or the safety of the Company's employees or customers;

A Customer’s tampering with any facilities or equipment furnished and owned by the Company;
Violation of or noncompliance with the Company’s rules, this Agreement, or the Company’s tariffs,

The Company will provide advance notice before service is refused, temporarily denied, or disconnected
except where the Customer tampers with the Company’s equipment, the use or misuse of the Company’s
service and/or equipment adversely affects service to other customers, or to mitigate ot avoid a safety
hazard.

If residence Customer demonstrates that disconnection of service would be especially dangerous to the
health of the Customer or a member of the Customer's household, the Company will consider this
circumstance when offering extended payment arrangements to avoid disconnection. Payment
arrangements will be offered regardless of the credit class of the Customer.

The Company, under these provisions, may either temporarily deny service or terminate the contract
without incurring any liability. The Company will provide Warm Line service in accordance with 4901:1-
6-13 O.R.C., as this regulation exists or may subsequently change, to all customers whose service is
temporarily denied for nonpayment,

Customers whose service is temporarily denied may be assessed a Restoral of Service Charge as shown in
Section 13 of this Agreement.
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Section 3 - Regulations

D. ESTABLISHMENT AND FURNISHING OF SERVICE (Continued)
11. Denial or Disconnection of Service {Continued)

The Company reserves the right to discontinue or refuse service because of abuse or fraudulent use of
service. Abuse or fraudulent use of service includes the use of service or facilities of the Company to
transmit a message or to locate a person ot otherwise to give or obtain information without payment, or
violation of any law or regulation pertaining to telecommunications service.

Service may not be refused, denied or disconnected for any of the following reasons:

Delinquency in payment for service by a previous occupant at the premises to be served, other than a
current member of the same household;

Failure to pay for a class of service different from that being provided to the location of the account;

Failure to pay any amount which, according to established payment dispute and resolution procedures,
is in bona fide dispute;

The Company acting on its own behalf as a toll provider or on the behalf of any toll provider, subject to
billing and collection agreements, may block a Customer's access to the toll provider for the nonpayment of
toll charges. Call Blocking will be administered in accordance with the terms and conditions specified in
Section 19 of this Agreement. The Company may universally block access to toll as long as the blocked
Customer is not denied the right to elect, through a presubscribed interexchange change (PI1C) mechanism,
any subsequent toll service provider that is willing to provide such service.
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Section 3 - Regulations

D. ESTABLISHMENT AND FURNISHING OF SERVICE {Continued)
12. Toll Limitation

Toll Limitation limits a Customer to eight hundred (800) minutes of unpaid toll usage. The 800 minutes of
toll usage consists of all toll usage that is provided by the Company or any other toll provider for whom the
Company provides billing service, and is based on actual, current unpaid usage, not just usage that has
already appeared on the Customer’s bill,

When a Customer reaches a threshold limit of toll minutes, 2 message will be played to the Customer when
the Customer attempts to place the next toll call. This message will state that the Customer has reached a
threshold number of minutes and has only a certain number of available minutes before Toll Limitation is
activated on the account. Additionally, the Customer will be directed to contact the Company if the
Customer has any questions.

The Customer wili be blocked from initiating toll calls after hanging up on any call that carries the
Customer past 800 minutes of accumulated unpaid toll minutes. Upon reaching the 800 minute limit, if the
Customer is presubscribed to any toll carrier for which the Company is the primary billing agent for 1+
calling, the Customer will have both 1+ calling and dial around capabilities blocked. If the Customer's pre-
subscribed carrier is not a carrier for which the Company is the primary billing agent for 1+ calling, then
only the Customer's dial around access will be blocked, Once blocked, the Customer will not be able 1o
begin making toll calls again until the Customner has paid the full amount of toll charges owed.

Access to local calling, emergency services (911) and “800” numbers will not be effected by this
restriction. Customers attermpting to access restricted services, i.e. toll, will be automatically routed to either
a recorded announcement or a customer service representative for information regarding service restoration.

Customers may request this service as a means of limiting their toll or the Company may implement Toll
Limitation on its own in order to limit its risk in regard to uncollectible accounts. The Company will
inform a Customer when placing an order for service if the Customer is being placed on Toll Limitation.
When a Customer is placed on Toll Limitation, the Company will send a letter to the Customer outlining
the specifics of Toll Limitation.

Toll Limitation does not preclude requiring a deposit for toll service. Customers who are to be placed on
Toll Limitation may be required to pay a deposit depending on their credit history. Deposits will be based
upon a minimum of 800 minutes of usage per month or upon the terms and conditions established by the
toll provider.
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Section 3 - Regulations

. ESTABLISHMENT AND FURNISHING OF SERVICE {Continued)

13.

14.

15.

16.

Monthly Fees and Surcharges

Monthly access line fees and surcharges as shown in the Company’s Local Service Tariff PUCO No.1 and
FCC Access Tariff No.33, including but not limited to EUCL, 911, TRS, and Lifeline, apply to the access
line services provided pursuant to this Agreement,

Grandfathered Services
Grandfathered services are available only for existing customers of that service. Grandfathered services
arc not furnished for new installations, regrades, or moves unless exceptions are specified in the section of

this Agreement addressing a specific grandfathered service,

A Customer with a grandfathered service may change to an available service free of initial change charges
or nonrecurring charges.

Qvertime

For work performed outside the normal working hours of the Company at the request of the Customer, the
additional expense incurred by the Company is charged to the Customer in addition to other charges which
are applicable.

Wire Tap Investigation

When a wire tap investigation is made by the Company at the request of a Customer, and no wire tap

trouble condition in Company equipment or facilities can be found, the cost incurred fer inspection of the
facilities and equipment serving the Customer may be charged to the Customer.

E. DIRECTORIES

The Company will furnish to its customers without charge only the directories required by Chapter 4901:1-6-12
0ALC.

F. COMMISSION SERVICE STANDARDS

The Company will provide service in compliance with the Chapter 4901:1-6 O.A.C. as now in effect or may
become effective,
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Section 2 - Definitions

Agreement

The terms and conditions set forth herein which constitute an agreement between Cincinnati Bell Telephone
Company LLC and the Customer for the provision of local telephone services as defined herein. Unless
expressly stated otherwise, these terms and conditions also apply to customers who have entered into a separate
contract for services for a specified time period; provided, however, in the event of a conflict between the terms

and conditions in the separate contract and the terms in this Agreement, the terms in the separate contract shall
control with respect to services subject to that contract,

Basic Local Calling Area

The Basic Local Calling Area is defined by exchange and is the geographical area within which a customer may
make flat rate local calls and where long distance charges do not apply.

Basi¢ Local Exchange Service (“BLES™)

Basic Local Exchange Service has the same meaning as set forth in Section 4927.G1(A)(1), Ohio Revised Code.
Central Office

A switching unit, in a telecommunications system providing service to the general public, having the necessary
equipment and operating arrangements for terminating and interconnecting lines and trunks. More than one
central office may be located in the same building.

Class of Service

Exchange service described by the use to be made of such service. The Company furnishes two classes of
service, nonresidence and residence. Pay telephone access lines are treated the same as nonresidence service
unless otherwise noted in this Agreement,

Commission

The Public Utilities Commission of Ghic (“PUCO™)

Communication-Impaired Person

For purposes of this Agreement, the definition of impaired refers to persons with communication impairments,
including hearing impaired, deaf, deaf/blind, or speech impaired persons whose impairment prevents them from
communicating over the telephone without the aid of a telecommunications device for the deaf or text telephone
(TDD/TT).

Communications Systems

Channels and other facilities which are capable of telecommunications between customer-provided terminal

equipment or Company-provided terminal equipment, when not connected to exchange and long distance
message telecommunications service,
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Section 2 - Definitions

Community Connection Service

Community Connection Service, sometimes called mandatory measured rate Extended Area Service (EAS),
provides local calling to exchanges outside the Basic Local Calling Area, Calls to Community Connection
Service areas are dialed the same as other local calls. However, local usage charges apply to all calls to
Community Connection Service areas. For customers with Flat Rate Service, Community Connection Service
usage charges apply in addition to the monthly price for flat rate service, including BLES. For customers with
measured service, Community Connection Service usage charges apply instead of local measured usage charges.

Company
Cincinnati Bell Telephone Company LLC (“CBT”)
Continucus Property

The plot of ground, together with any buildings thereon, occupied by the Customer, which is not separated by
public highways or by property occupied by others. Where a Customer occupies properties on both sides of a
street, alley, highway, body of water, railroad right of way, etc., and the properties would otherwise be
continuous, such properties are treated as continuous property provided local wire or cable facilities are used
and the customer furnishes all local distribution pole line facilities or underground conduit required in
connection with the wire or cable.

For the purpose of determining the application of charges, continuous property is additionally defined as follows
when apartments, office buildings, or shopping center malls occupied by more than one customer are involved:

For residence service, the apartment occupied by the Customer.

For nonresidence service, the space {single office, or two or more offices on same or different floors)
occupied by the Customer, whether or not separated by space occupied by others, except that when the
Customer vacates the space from which service is being relocated, the relocation is considered to involve
non-continuous property.

Cost

The cost of labor and material, plus an appropriate share of the Company's general operating and supervising
expense.

. Customer

The person, firm, or corporation that orders service and is responsible for the payment of charges and
compliance with the rules and regulations of the Company.
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Section 2 - Definitions

N. Customer-Provided Terminal Equipment

Devices or apparatus and their associated wiring provided by a Customer, which do not constitute a
communications system and which, when connected to the communications path of the telecommunications
system, are connected either electrically, acoustically, or inductively.

Q. Demarcation Paint (Network Interface)

The point of demarcation and/or interconnection between Company communications facilities and terminal
equipment, protective apparatus or wiring at a Customer's premises. Company installed facilities at or
constituting the demarcation point will consist of wire or a jack conforming to Subpart F of Part 68 of the FCC's
rules. "Premises" as used in this section generally means a dwelling unit, other building or a legal unit of real
property such as a lot on which a dwelling unit is located, as determined by the Company's reasonable and
nondiscriminatory standard operating practices. The "minimum point of entry” as used in this section will be
either (1) the closest practicable point to where the wiring crosses a property line or (2) the closest practicable
point to where the wiring enters a multiunit building or buildings. The Company's reasonable and
nondiscriminatory standard operating practices will determine which of (1) or (2) will apply. The Company is
not precluded from establishing reasonable classifications of multiunit premises for purposes of determining
which of (1) or (2) above will apply. Multiunit premises include, but are not limited to, residential, commercial,
shopping center and campus situations,

1. Single Unit Installations

For single unit installations existing as of December 27, 1991, and installations installed after that date, the
demarcation point will be a point within twelve inches of the protector or, where there is no protector,
within twelve inches of where the telephone wire enters the customer’s premises.

2.  Muliiunit Installations

In multiunit premises existing as of December 27, 1991, the demarcation peint will be determined in
accordance with the Company's reasonable and nondiscriminatory standard operating practices; provided,
however, that where there are multiple demarcation points within the multiunit premises, a demarcation
point for a customer will not be further inside the customer's premises than a point twelve inches from
where the wiring enters the customer's premises.

In multiunit premises in which wiring is installed after December 27, 1991, including additions,
modifications and rearrangements of wiring existing prior to that date, the multiunit premises owner will
determine the location of the demarcation point or points, The multiunit premises owner will determine
whether there will be a single demarcation point location for all customers or separate locations for each
customer; provided, however, that where there are multiple demarcation points within the multiunit
premises, a demarcation point for a customer will not be further inside the customer's premises than a point
twelve inches from where the wiring enters the customer's premises.

P. Directory Listing

The publication in the Company’s alphabetical directory of information pertaining to a Customer's telephone
number, which allows telecommunications users to locate the desired telephone number.,
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Exchange

A unit established for the administration of telecommunications service in a specified area which usually
embraces a city, town, or village and its environs. It consists of one or more central offices together with the
associated plant used in furnishing telecommunications service within that area.

Exchange Access Line

Denotes all equipment and facilities from the central office line up to and including the Company provided and
maintained network interface or demarcation point on a Customer's premises, encompassing the central office
line and all lines connected to a central office line for access to an exchange.

Exchange Service

The service of furnishing facilities for telecommunications within a local service area, in accordance with
regulations, rates, and charges specified in this Agreement or the Company’s tariffs.

Flat Rate Service

Customer exchange service for which a stipulated monthly rate is charged, covering all local message use within
a defined area,

Hunting

An arrangement whereby an individual line is grouped with one or more other individual lines of the same class
furnished to a Customer on continuous property, so that calls to the first number of the grouped lines are
automatically routed to the first non-busy line of the lines so grouped, and a busy signal is not given unless all
the grouped lines are tested once for busy,

Initial Charge (Nonrecurring Charge)

A nonrecurring or one-time charge associated with the installation of certain services or facilities, either in lieu
of or in addition to recurring monthly charges or other service type charges.

. Initial Service Period

The minimum length of time a customer is obligated to pay for service, facilities, or equipment whether or not
retained by the customer for that minimum length of time. The Initial Service Period for all services in this
Agreement is one month unless otherwise stated.

Inside Wire

The wire, including connectors, blocks, and jacks, which extends between the network interface or demarcation

point of the exchange access line and standard jack locations within the Customer's premises to which terminal
equipment can be connected for access to the exchange access line.
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Interoffice Channel
The portion of a channel service which connects serving central offices.
Local Channel

The portion of a circuit which connects a station with an interoffice channel

AA. Measured Service

BB.

CC.

Customer local exchange service which is usage sensitive. In addition to a basic monthly charge for an access
line, the Customer is billed for usage based upon the number of originated local calls and the length of those
calls in minutes.

Network Control Signaling

The transmission of signats used in the telecommunications system which perform functions such as supervision
{control, status, and charging signals), address signaling {e.g., dialing), calling and called number identification,
and audible tong signals (call progress signals indicating re-order or busy conditions, alerting, coin
denominations, coin collect, and coin return tones) to control the operation of switching machines in the
telecommunications system.

Network Interface Device (NID)

A jack conforming to Sub-part F of Part 68 of the FCC's rules provided by the Company as part of the Local
Exchange Carrier (LEC) network. It will be located on the customer premises and is considered to be the
termination of the LEC network if installed by the Company. {See Demarcation Point)

DD.O.A.C.

EE

FF.

Ohio Administrative Code

OR.C.

Ohio Revised Code

Private Branch Exchange (FBX)

An arrangement of equipment consisting of switchboards, dial switching equipment, witing, telephone station
apparatus, or a combination thereof, It provides for the interconnection of service lines associated with an
attendant position or switching equipment located on a premises or extended to another premises relating to the

same customer, The system may also provide for centralized control of communications with a central office
over trunks, or with other communications systems over tie lines.

GG, Service Agreement

Same as Agreement,
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HH, Station

The network control signaling unit and other equipment at the Customer premises which enables the Customer
to establish the communications connection and to accomplish communications through such connections,

II. Termination Charge

A charge applied to a customer when service is terminated before the expiration of the initial service period, ora
charge applied where a basic termination charge is specified,

JI. Tie Line
A private line-type circuit connecting a PBX system, Centrex system, or customer-provided equivalent system
with another PBX system, Centrex system, or customer-provided equivalent system, It is intended primarily for
intercommunication between telephones connected with such systems.

KK. Trunk

A circuit having the necessary equipment, facilities, and non-shared central office line required for interfacing a
PBX system or other automatic (dial) switching system with a central office.
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A. LATE PAYMENT FEE

For unpaid balances of $25.00 or more, a late payment fec equal to $6,00 or two percent (2.0%), whichever is
greater, per month will be assessed on the unpaid balance for all regulated local exchange service revenue owed
to the Company.

The late payment charge does not apply to accounts receivable purchased from other providers, not paid on or
before the due date on the monthly bill,

The late payment charge does not apply to amounts that are in dispute.

I the regulated charges are not paid within the 21-day period following the bill date printed on the bill, 2 late
payment fee will be assessed.

B. RETURNED CHECK CHARGE

An administrative Returned Check Charge equal to $25.00 will apply on each occasion a check, drafi, or
electronic funds transfer item is presented for payment for service by a Customer and is not accepted by the
institution upon which it is drawn.

C. RESTORAL OF SERVICE CHARGE
1. Terms and Conditions

The restoral of service charge applies when a Customer’s service has been temporarily denied in
accordance with Section 2 of this Agreement, but service has not been terminated or the order to remove
service has not been issued and completed. Service will be restored following adjustment of the
circumstances that caused the temporary denial.

If service has been denied for non-payment of charges due, the customer must pay all charges due, and the
Customer may also be required to pay the Restoral of Service Charge. Otherwise, the Restoral of Service
Charge will be due as part of the first bill issued to the Customer after restoration.

Temporary denial status will be maintained for a minimum period of five days and throughout the period
the Customer receives warm line service in accordance with 4901:1-6-13 O.A.C,, after which, service will
be discontinued. Subsequent to the completion of the disconnect order, service wilt be reestablished only
upon the basis of a new service application,

2. Rates and Charges
The rates and charges for the Restoral of Service Charge are shown in the Price List Section of this

Agreement. (Note: See the Company’s Local Service Tariff, PUCO No. 1 for the Restoral of Service
Charge applicable to BLES, Lifeline, and pay telephone access lines.)
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D. PERSONAL ASSISTANCE FEE

A Personal Assistance Fee of $3.00 applies for each instance a payment is made over the phone with the
assistance of a service representative. This fee does not apply for on-line payments, payments through
automated payment systems, or payments made through the [1.S, mail. The customer will be informed of the
applicable charges prior to processing the customet’s payment.

E. MAINTENANCE OF SERVICE CHARGE

1.

Terms and Conditions

The Company undertakes to maintain and repair the equipment and facilities which it furnishes to
Customers pursuant to its tariffs and service agreements. The Customer will be responsible for damages to
equipment or facilities of the Company caused by the negligence or willful act of the Customer.

The Customer may not rearrange, disconnect, remove, or attempt to repair, or permit others to rearrange,
disconnect, remove, or attempt to repair any equipment or facilities which the Company maintains or
repairs without the express consent of the Company.

If trouble develops and the Customer has any equipment or facilities which the Company does not maintain
or repair, the Customer will make appropriate tests to determine whether that equipment or facility is the
cause of the trouble before reporting an out of service or other trouble condition to the Company.

Customers will be required to pay the Maintenance of Service Charges for visits made by the Company to
the Customer's premises, when a service difficulty or trouble report resuits from equipment or facilities not
maintained or repaired by the Company. If the Company cannot diagnose with certainty that the service
problem is located an the Customer’s side of the demarcation point without a premise visit, the
Maintenance of Service Charge does not apply. The Customer will be advised, before a visit to the
premise, of the possibility of a Maintenance of Service Charge.

The Company or its agent will provide a written statement of the time and charges for any Maintenance of
Service Charge to the Customer or his designated agent before leaving the Customer's premises. The
Company or its agent will request the Customer or designated agent to signify acceptance of the statement
of time and charges by signature on the statement.

Rates and Charges

The rates and charges for Maintenance of Service are shown in the Price List Section of this Agreement,
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F. NETWORK PROVIDED DIAGNOSTIC SERVICE

1.

Terms and Conditions

Network Provided Diagnostic Service is an optional network based monitoring, testing and maintenance
service designed to assist nonresidence Customers of regulated services (e.g., Prime Advantage) to identify
and correct telecommunications problems that have been determined not to be in the Company’s network.
The service does not require the Company to dispatch a repair technician to visit the Customer’s premises,
but provides remote Company assistance.

This service may be ordered by the Customer or a vendor operating on behalf of the Custemer. The vendor
must have a Letter of Authorization on file with the Company in order 1o place an order.

When a Customer or vendor reports a problem to the Company, and the problem is found not to be in the
Company's network, the Customer will be advised that the problem is not in the network. If after being
advised the trouble is not in the network, the Customer requests the Company technician provide remote
monitoring, testing or maintenance assistance, the Customer will be responsible for payment of billable
charges for the period of time that the technician spends providing assistance to the Customer. If the
trouble is found to be in the network, the Company will make the appropriate repairs at no charge to the
Customer.

Network Provided Diagnostic Service charges also apply when a Customer or vendor is not reporting
trouble but is requesting remote Company assistance. In such case there is no free period for network
testing to determine if the problem is in the network or at the Customer’s premises.

The billable time for Network Provided Diagnostic Service initiated as a result of a request for repair
service begins after the Company completes its normal intra-Company testing to determine whether the
trouble is in the Company's network or on the Customer's side of the Demarcation Point. There is no
billing if the Customer chooses to end the contact after the normal intra-Company testing is complete and
no additional time is spent providing diagnostic services to the Customer.

Network Provided Diagnostic Service charges apply only for the billable time the Company spends in
diagnosing, monitoring or testing for the Customer without dispatching a technician. When the Customer
requests that Corpany personnel be dispatched to make repairs, such service shall be billed on the basis of
time and material.

If more than one technician is involved with the same request for service, the total amount of time for all
technicians involved will be aggregated prior to the distribution of time between the "First Hour or
Fraction Thereof" and "Each Additional Quarter Hour or Fraction Thereof” rate categories.

Rates and Charges

The rates and charges for Network Provided Diagnostic Service are shown in the Price List Section of this
Agreement.
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