verizon

Mary L. Frere

Franchise Management NY/New England

Verizon FiOS
125 High Street, Oliver Tower, 2™ Floor
Boston, MA 02110
617-743-4119
mary.l.frere@verizon.com

January 28, 2010

Acton Board of Selectmen

472 Main Street

Acton, MA 01720
Subject: Annual Complaint Filing
Dear Board of Selectmen,

Pursuant to M.G.L. c. 166A, §10, Verizon New England, Inc. (“Verizon New England”) is
required to file with the Department of Telecommunications and Cable and Issuing Authorities
an annual report on complaints received regarding our FiOS TV service. The report reflects
complaints received by Verizon during the previous year ending December 31. The Department
of Telecommunications and Cable has adopted Form 500 as the prescribed form for complying
with this annual reporting requirement. Please find attached Verizon New England’s 2009 Form
500 for the Town of Acton.

Should you or your staff have any questions, please contact me at 617-743-4119. Verizon New
England appreciates the opportunity to conduct business in your community, and we look
forward to a long and rewarding relationship.

Sincerely,

/7@?%”%

Mary L. Frere
Franchise Management NY/New England
Verizon FiOS

cc: Acton Cable Advisory Committee /



Form 500 Complaint Data - Paper Filing

City/Town: Acton Cable Company: Verizon New England, Inc.
Address: 185 Franklin St., Boston, MA 02110
Filing Year: 2009 Contact: Jill Reddish
Number of Subseribers: 3,140 Phone: 617-342-0558
E-Mail: jill. m.reddish@verizon.com
Avgerage Resolution Time: <1> Less than 1 Day, <2> 1-3 Days, <3> 4-7 Days, <4>8-14 Days, <5> 15-30 Days, <6> >30 Days
Manner of Resolution: A, Resolved to the satisfaction of both parties., B. Resolved, customer dissatisfied., €. Not Resolved.
Avg. Manner of Resolution (see code key above for the manner
Total Resolution represented by the Jetters below) The number below
Complaints Time (see each letter indicates the number of complaints resolved
code above) in that manner.
A. B C.
[Adverfising/Marketing | 1 [
[Appointment/Service call ] 1 [ 1 1 1 1]
[Billing 1 L1 L1
[Customer Service ] 1] [ 1
[Defective Nofice ] [ 1 1 1 1 [ 1
[Equipment | ] I 1 [ ] [ ]
[Installation il 1 1 L1 ] ]
[Reception 1 L1 ] 1 1 1
[Service Tnterruption | 1 [ 1 1 L1 L1
[Cnabie to Contact I L1 L1 L1 L1 L 1
[Failure to Respond to Original Complaint ] 1 1 [ 1 L1 1
[Other ] 1] L 1 [ 1 1] [ ]




City/Town: Acton

Filing Year: 2009
Number of Subscribers: 3140

Form 500 Service Interruption Data - Paper Filing

Cable Company: Verizon New England, iInc.
Address: 185 Franklin St., Boston, MA 02110
Contact: Jill Reddish

Phone: 617-342-0558

E-Maii: jill.m.reddish@verizon.com

Average Resolution Time:

<1> Less than 1 Day, <2> 1-3 Days, <3> 4-7 Days, <4> 8-14 Days, <5> 15-30 Days, <6> > 30 Days

oy

e Service in
1131200 2592
/13/200! 735
1141200 2593
115/200! 2594
/197200 2583
/19/200! 180
/207200 945
1/20/200! 259!
1/21/2009 1 2597
1/31/2009 1 262.
/2 2621
2625
/B2 2630
1204 2633
20 850
1241201 1 6
3/3/200¢ 955
/6/200¢ 267
18/200! 244,
/200 267
3/2008 271
4744204 1668
471720 1670
4/8/20¢ 167!
41147200 279
4/21/200! 170
4/26/200! 283
/412009 284
/512009 1721
7/2008 2852
/8/2009 2852
5/13/2008 2863
5/23/2009 1751
6/5/2009 2040
6/6/2008 294
117/2009 207!
/23/2009 181
12312009 3000
124/2009 299
717200 182
71212009 3016
718200/ 22
7/14/200: 1833
114/200! 1839
116/200 3030
7H7/200! 3034
71224200 3033
71241200 1838
7/27/200! 303
7/28/200! 303
8/19/200! 305
8/20/2009 184
812212009 1847
8/25/2009 208
8/28/2009 13
9/2/2009 67
/12/200! 3058
/121200 3058
/13/200! 305
9/20/200 186
9/24/2009 307
10/3/2009 187
10/3/2009 1878
10/30/2009 188!
11/8/2009 3117
/18/2009 3117
/19/2009 3t
2/15/2009 3135




