Re Consumer conplaint Case Number & 18-CAl -03468 Aﬂol\m@w-\' m_ 'SP_ ‘ 4 \

Vermont Department of Public Service
Consumer complaint Case Number 2018-CAPI-03468
03/27/18

To Ernie Scialabba SOUTHERN VERMONT Cable CO (escialabba@sveable.n t)
From: Melissa Metivier

Consumer:
ervice
35t Dummerston, VT 05346

Home: QD

Account Number:

Thank you for your assistance s we Investigate this consumer complaint. Below is a summary
of the information provided us by the consumer, followed by CAPI's request for action or
information. We look forward ‘o recelving your response and appreciate your assistance.

Summary of Informaton from (onsumer:

Consumer stated that since last night they have had just a black screen on channel 25,
Consumer tried to call the cab » company but he has not been able to get through

Action Requested by CAFI,

This complaint was in ta:ly ser to Southern Vermont Cable Co.0n March 1, due for a
response to the Departi-ent o 3/14/18. If | missed the response, could you please resend it?
If a response was not se i t, please send one as soon as poss ble.

Thank you,

Melissa Metvier

Consumer Affairs Specia st

Vermont Public Services Depai ‘ment

Consumer Affairs & Pub ' Information (CAPI) Division

LT 21772020 2:11 PM
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Re* Consunrer complaint Case Nambey 2018-CAPL-03468

Phone: {802) 828-4097 Email: melissa.nietivier@yermont ROY

2/17/2020,2:)1 PM



Re: Consumer complaimt Case Numbes 2 18.CAS - 03468

Subject: Re: Consumer complaii t Case Number 2018-CAP 03468
Fram: Ernie Scialabba <escialab 3@svcable.net>

Date: 3/27/2018, 6:03 Pm

To: melissa.metivier@vermont.; ov

Melissa,

We called the customer 1 3/1/ 18 in the evening at home. We told the customer that the
"analog” channel 25 was utdu-to a country wide update We were waiting on a new receiver
However, he could still gt chan el 25 on channels $8-8 5D or 112-2. HD. Both of which are
already included in his current pickage. He wouldn't need any addibonal equipment. He did not
realize that he watch the same p ‘ogramming on digital channels.

Ernie Scialabba
Southern Vermont Cab e

On 3/27/2018 11:02 AM, Melis Anelivier@vermont go - wrote:

butd 2/17/2020,2:02 PM



Re: Consumer complaim Case Number ! 18-CAF -10009

Subject: Re: Consumer complaint Case Number 2018-CAPI-10009
From: Ernie Scialabba <escialab a@svcable.nat>

Date: 12/18/2018, 8:02 PM

To: melissa.metivier@vermont.gov

Customer called in at 7 Z(A'(a‘nd his internet just went out, | checked our network software tools
and inform the customer that there was a problem in the area and that we would dispatch a tech
and that it would take a couple ot hours to find and repair the problem and ended the call,
Customer called back at 8:0Firate that the service wasn't fixed yet and was told a technician
was in route and asked to speak to a supervisor. I told him that | just tatked to him and that I told
him it would be 3 coup e of hours, apparently he didn't ke my answer and hung up. The service
was restored to the area ncludi g~t 9:46am End of story!

Ermie Scialabba
President

On 12/18/2018 8:51 AM, nel ss -metivier@yeimont.gov wrote:

Vermont Department ol Public Service
Consumer complaint Case Number 2018-CAPI-10009
12/18/18

To: Ernie Scialabba SOUTHERN VERMONT Cable CO {escialabla@sveable nst)
From: Melissa Metivier

Consumer:

ervice
Dummerston, VT 05301
Home: (QEIENND
Account Number:
Thank you for your assistance s we investigate this consumer complaint. Below is 3 summary
of the information provided us by the consumer, followed by CAPI's request for achon or
information. We look forward 3 receiving your response and appreciate your assistance.
Summary of Information from : onsumer:
Consumer has internet service with Southera VT Cable. Consumer pays $90.00 3 month and it
1sn't working. Consume: stated that the service just went out this morning. Consumer stated

that when he called Southern VT Cable he was told it would be fixed in two hours, Consumer
stated that when it wasn't fixed In two hours he called back and was told it would be repaired

Taf 2 2/17/2020 2 05 PM



He Cunsumer complaint Case Rumber c018-CAl 10009

by 11:00 today. | tried to talk t - the consumer about the unregulated nature of internet
service and that the State of V  doesn't not dictate where internet providers are allowed to
provide service, but he just ke t saying that he pays my salary. I did look the consumar's
address up in our database an ' let him know that Consolidated, ATT Wireless and Verizon
Wireless say they provide serv e to his address. Consumer stated that he had Consolidated
and they didn’t work. Ciinsum °r took the phone numbers for ATT Wirelss and Verizon
Wireless.

Action Requested by CA R

Is there currently an open rep . r ticket for this consumer? If so, when can the consumer
expect this issue to be r solve

Thank you,

Melissa Menvier

Consumer AHairs Specia ' st

Vermont Public Services Depar ‘ment

Consumer Affairs & Public Information (CAR) Division

Phone: {802) 828-4097 Email melissa.meﬁviec@vermont.go-

dand 2/17/2020, 2:05 PM



RE: Schuck (case # 09781)

Subject: RE: GTIDIcase # 09731)

From: "Paruch, Susan* <Susan.Piruch@vermont.gov>
Date: 1/18/2019, 11:1) AM

To: Ernie Scialabba <escialabba@svc able net>

HiErme,
Thank you for this informarion: it is very helpful.

I do have one final question for you. 1 looks like, in genera) when there 15 a credit balance on 3 customer’s
account, Southeto VT Cablz does not send out a bill until there is a bafance owed. Is that righi?

Or, was that the case only for this c?nwmer?
Thank you for clarifying this. | don’t think | need any more informanon to close this case

Susan

Susan Paruch

Consumer Affairs & Public tnformatio Divition
VT Depastment of Public Service

112 State Street

Moatpelier, VT 05620 260

800-622-4496

802 8284015

From: Ernie Scialabba <ese alibba@;s cable.net>
Sent: Friday, January 11,2019 9:59 p

To: Paruch, Susan <Susan Paruch@ve mont.gov>
Subject: nrm:ase »On781)
Hi Susan,

There was a price increase effec ve 5/1/18 A notice was mailed out to customers. | can't say for
sure they did or did not get a co v of the notice They were sent out regular mail. We manually
stuff the envelopes. And some ¢ 1stomer were emailed. \We do everything we can to make sure
customers are notified.

Rate increase notices are sent o t prior to rates actually going into effect. We put notice
reminders on invoices prinr to 3 10 This particular notice vsas maited in Mar .h.

Active accounts with a credit ba ance are treated no different with notices. Fveryone gets a
notice.

Jaitd 2/5/2020,7 56 PM



RE-QS(' n09781)

The $1.07 Credit Adjusiment wa because we couldn't manually get it to balance out with the
computer balance. It had 10 do with the credit we issued for the Phone Vacation mode and .06
cents of it going into the tax and .04 cents 80ing to the Broadcast TV fee and 1.02 going in the
Phone Vacation. So we adjusted it to the customers favor.

We actually started invo’cing the customer in December 2018. It was on the invoice with all
charges first. then the normal monthly invoicing below it . That stales 12/1..12/31. And then
Janvary's invoice they received nly had January charges.

We have no problem with customer making payment arrangements. We did offer it right from
the beginning. We were at somc fault here as well. Whatever will work for them.

Thank You, and if you should ha e any questions , please let me knovs.

Regards,

Eenie Scialabba

President

Southesn Vermont Cable

802-297 2179

On 1/10/2019 2:05 PM, Paruch, Susa wrote:

Hi €rnie,

Thss information and the a

dc ed statements are very helpful. Thank you. And thank you for
sending them tdf 0 =

I noted a few things while reviewi g the doc and I have a couple of questions:

® Itlooks like these was an increase in the basic cable rate, from $18.95 to $21.95. With
associated fee increases it brought the total monihly bill amount i0 $120.15, etfective
5/1/18. Was nionce of the rate increase sent to this consumer?

¢ Is that something that v:auld ordinarily appear on 3 bill preor to the rate increase?

* For accounts where a ciudit batance is carried forward for 3 period of a few months prior to
arate increase {such a3 this one), how does Southern YT Cable ypically provide notice of the
rate increase to the account holder?

¢ What was the $1.07 adjustment fos that appeared on the Dec 15, 2018 attached invoice?

* Will Southera VI Cable tegin iending bifls to this consumer again this month?

Also, ~r¢n U disputing thal they should pay what they owe. They have told me
they want to pay Southiern VT Cable what they owe. They just wanted 1o see what they were billed

each month 10 ligure cut what that amount was,

Additionally, | undersiand that they were told they could make a payment arrangement 1o pay off
the charges. Thank yon lor that. Our policy has been that a consumer should be gven the
opportunity 10 pay any outstanding unpaid charges over the same amount of time 1hat they were
not billed. So, in this case, it looks like bills weren't sent from Oct 2017 ihrough Dec 2018 (15
months); Is that right? 1 so, t sy should be given the opportunity to pay the balance off over this
same amount of time. They nd ¢ choose not to do this and pay off the bulance more quickly, but
they should be given this oppt tunity.

2tk 2/5/2020 7.56 I\



sua.-(..ue 8 00781)

Thank you agam (or y .t help

Susan

Susan Paruch

Consumer Atairs & ® bl Infc mahon Division
VT Department of Pub ¢ Servi &

112 State Street

Montpelier, VT 05620 601

800-622-4496

802-828 4015

From: Ernie Scialabba  ascial: ha@svcable e,
Sent: Friday, January 02,2019 '200AM |
To: Paruch, Susan ¢t M Pasc h@vermont jov

Subject: R TN g0 4 09781)

Hi Susan,

The customer changed the r services From Triple Play (Phone-Internet-Standard
Cable TV) with the Digital showtirme Suite, plus set top box, an 8/31/17, and were
issued credits thro . gh 9/3 /17 With a monthly cost of $156.97.

Their services were chang d to Phone, Basic TV, Internet and 3 month y cost of
$114.93. They might have heen told what their October invoice with the credit
adjustments and prorated amounts would be around $70 some dollars, but we would
not have quoted them a new monthly price of $75.00, when the price of the services
they were keeping were a ready on invoices that they had already received and paid
for, for years.

A problem arouse vhen a rnistake was made On our partin the billing system and ALL
the customer Servites we ¢ put on vacation mode, and remained on vacation mode
until a customer service rep noticed while posting a payment on the account, that
there was 3 large credit or the account. It was then determined that the account had
been placed on phene vacation mode and invoiced as such, which is $18.02 a month.

Customer had conunuedt make a payment of $75.00 a month creating a large credit
balance.

Customer service then we t back and corrected the account so it wou'd be properly
invoiced the correct servicns they werse receiving and had received. Customer Service
also put a note on the invi ces { which look like statements} prior to mailing them out
asking customer to please call the office when they got the involces so that it could
be explained, and gone ovi-r,

2/5/2020,7 56 PM



RS‘JSO#OWBI)

Tuln

Our billing system dves not allow us to 8o back and modily and invoice or make any
changed to an invoice onci the month has been closed out, It only allows us to make
adjustments. Once n invo ce prints, wrong or right, that is the invoice. We ¢an make
adjustments and issue cre its or bilt, however until the next months auto-billing is
done, the invoice is not co nplete. Also on reprints it doesn’t print all the information
on the invaices. Such as 3 rredit invoice. The customer was never sent another
invoice after their account was put on Vacation Phone mode and billed as such,
because they had a credit balance. it is not uncommon for a customen to go from
season to season on vacat on mode and have a credit balance or continue to pay till
the next season. This acco nt was just over looked as not a seasonal customer,

The invoices attached wer manually typed. It concurs with the systen: invoice that
was generated for the customer that had the whole total amounts on t. | have
attached the invoices and Iso mailed copies to the customer. It has the detalled
monthly charges broken d wn instead of afl on one invoice. Also with these invoices,
Also NOT included is the start of the February invoice that shows the payment of
$75.00 posted on 12/29/1%8, but because it didn't make the cut off time for the
January Involice print. (wh h was December 24th) | just wanted to let you know that
they did just pay $75.00 again, so their ending balance is actually $794 86 | hope |
answered all the question and if there is any other information f can orovide, please
let me know. We apologlzt for any inconvenience this may have caused.

Thank you,

Ernie Scialabba
President

Southern Vermont Cat e

802-297-2179

On 12/28/2018 1:50¢ PM, Paru 2 Susan wrote:
Consumaer:

wlane, VT4
(802} 365-7680

Information trom the ¢ nsumer:

Cons said they & e havl 3 a problem with their cable provider, A year ago they
dropped cablz ) ., cons vas tcld she would pay $75 for internet and phoane {although
later cons salif v at she  eheves she also has to pay for basi¢ cable TV sve in order to
gelinternet). Cu vs said hey hadn'l been getting bills but had been sending in
payment of $75 each m ath, Cons recently received a bill for $700+. Cons called and
asked what amount she ild have been billed each month and was told around $125

2/5/2020,7:56 PM



IlF~(mse £ 09741)

Sl s

{Cons said the $75/mor th was a verbal quote; she doesn't have anything in writing
and when she: asked whnt exactly she Would be billed at the time, she was told to
check the first bil; it sh-uld show the exact amount cons wauld be biiled each month.
It didn't)

Cons asked why they hadn't been getting bills and for So VT Cable to send 1the missing
bills showing ths mont) y charges So VT Cable eventually sent siatements but they
are very confising and on ¢ show anything close 10 $125 or the services cons
ordered, although they | o show payments made by cons of $75.

Cons said some of the | Is show random charges that she doesn't understand and n's
not clear on the most rz:ent st where the bal comes from. Most of
the stalements ‘on’tst v a due date or biling per od

Cons said that So VT Ca ' le offered to set her UP on an arrangement o pay the chgs
off. Cons isn't necessari dispuning that they owe the money, it's just that she can't
tell what she w as suppt -ed to have been billed each month and she'd like 10 know
this before she pays.

Cons calted So VT Cable ecently and asked for Nemned statements for each month,
to show what was supp  sed to have been bifled and how much was paid. Yhey said
that the only th ng they ‘an provide is what they've already sent.

Cons sent me ct pies of "e statements.

Action(s) requested by the Department:
Good afternoon Eenie,

Please review the abov information as wel as the attached statements provided by
the cons. It's noi clear | w Southern VT Cable determined the antounts shown on the
final three stztements a tached above and whether the charges are accurate.

Please advise vshy Sout ¢en VI Cable didn't send the consumer any bilis for several
months (although payn nits were made) aker a change was made to the account,
and why eventuslly the ttached statements (which can't really be called b 1ls) were
sentinstead.

Additionally, please pro e hty s s sh

¢ Any balance fors ard from the prior month

e Currenl charges ‘or that billing period

® The ainvunt pai ' by the cons for that billing penod month
® The total due fo - each billing period

® The due cate fo each bily

W this Information cann be provided, please explain why And, in the alte nabve,
please provide & spread heet showing the above information such that the amount

owed on the acount to Jate can be calculated

Please feel froe 1o prov e any other information that would be helpful in

2/5/2020.7:56 PM



HE -c:se 700781)

understanding o resolv ng this tomplaint
Thank you for vour as}: ance.

Susan

Susan Paruch

Consumer AH3irs & Pub ¢ Information Diviston
VT Department of Publ - Service

112 State Sucet

Montpelier, VT )5620.7 01

800-622-4491,

802-828-4015

2/5/2020 7 So PM



re- v (IR ase v 02072)

Subject: RE: FW: E) (cave 1 02072)

From: "Paruch, Susan” <Susan.p. ruch@vermont.gov>
Date: 10/24/2017, 10:33 AM

Yo: Ernie Scialabba <escialabba(:svcable.net>

Thanks Errie,

This is very helplul information.

Flt follow up with ‘

Susan

Susan Paruch

Consumer Affairs & Public informario  Division
VT Department of Public Senvice

112 State Sireet

Montpelier, VT 05620-260:

800-622-4496

802-828-4015

From: Ersue Scialabba {mai t :esciala ba@svcable net)
Sent: Monday, October 23, 2 117 9 3 pm
To: Paruch, Susan <Susan.Paruch@ve mont Bgov>

Subject: Re FW:—lcasen 2072)

Susan we had a few cal s lron? about Ch.14 and that was all 1 was aware of, Ch. 14 WBIN,
2 Boston area independent bro-dcast station had a frozen picture no audio. This station is
handed off to us from Co ncast; -0 I calied one of iy contacts on Tuesday the 17th and left a
message on his cell. He returne i my call on Thursday the 19th and had informed me he wasn't
sure what the problem was but <aid Comeast had removed the station a month or two prior to
my call, said he would ca lhisb s and try to find out what was going on. In the meantime | did a
search on WBIN and had discovered the FCC had auctioned off their frequency and that they
vrould have to relocate to a diffe ent channel and at that point decided not to go forward in
purchasing a new transni'tter ar:4 would sell the equipment and programming rights in the
toming months according to thi: particular article. | rece ved a call from another Comeast tech on
Thursday and said it was .n ove sight on there part and they were working on get us a
replacement channel. Re eived - call on Friday the 20th from Comcast stating that Ch, 14 was
back on and that the new  hani of was WUTF the station that bought the programming rights
from WBIN. If we knew a-ead o ' ime about this event we would have posted it and put 3 note
on our bills but we didu't eceiv any nonfication fram the TV station or Comcast.

ut 't 2/5/2020, 8:08 i'M



RE: Fiy ‘caxr 402072)
|

I placed a cali to nd informed her that the channel was back on and she
confirmed and then startad to talk about having no sound on some stations. | told her that it
sounds like she had the SAP selected on the TV, walked ber through the various menus and shut
the SAP off and she had sound back.

linformed her our customer senice hours were from 9am to Spm Monday -Friday and technical
Support was 24/7 seven days a w.eek. | explained to her that we were having intermittent
problems with our 800 numbet and gave her the local number In case she wasn't able to get
through.

If there is any other information you need please don't hesitate to call (802} 297-2175 or email,

Thanks, Ernie

Southern Vermont Cab e

0n 10/17/2017 2:28 PM, Paruch, Sus, n wrote:
Consumer:

Newlane, VT l!345

Information from the cunsumer:

C is very unhappy w||lh Southern VT Cable. She has the Triple Play She said that cable TV
SVCis “terrible.” She has called: it doesn’t get hixed and cons has no idea vchether the company has
tried to 0. Also no one answ'evs the phone when she tries to call back when sve hasn't been tixed

Problems with cable TV: Ch l’l is “nan-responsive™; all she sees is 3 commercial that never changes
of programming that 12 differ et than what is listed on the channel guide. As we vsere talking the
commercial tinally eaded (it hid bee{l like this for days) but the program that came on wasn 't what
was listed. Another piohlem is that the audio on PBS is variable; she can hear the program but
when an ad comes on there i} no sound at al, Consumer said she can lurn up the volume as far ag
it will go and there Is nu sount. This has been 8olng on for aver a month, Cons first signed up for
service in August.

Advised that 1 would foflow uf: with Southern VT Cable,

Action(s) requested by the Départment.

Good alternoon,

Please advise regarding what Suuthern Vi Cable’s records show of contact from the
consumer regarding the probiems she describes above; what steps Southern Vermont Cable has
13ken 1o resolve the problems and dates these steps were taken; and when Southern Veriont
Cable will permanently resolve them.,

2ot 2/5/2020 8.08 PM



ke F N # 02072)

Additionally. please ad\ se as 1 whether there are standard hours for when calls are not answered
at Southern Vermont Cable's o hces

Please feel free to piov de any sther information that would be helplul In undersianding or
resolving this complaing

Thank you for your assistance
Susan

Susan Paruch

Consumer Atfairs & Public Info maton Dvision
VT Department of Public Servi @

112 State Street

Montpelier, VT 05620-260%

800-622-4496

802-828-4015

it 2/5/2020, 8 08 PM



