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Is Verizon, New York’s Systemic Failure to Properly Upgrade and Maintain Quality Service Standards being Driven by Verizon Wireless and the Other Affiliates?

In the previous fact sheets we outlined that Verizon Wireless appears to be Diverting Construction Budgets away from Proper Maintenance and Upgrades

a) Verizon New York, overall, has been dis-investing in the public utilities networks and instead upgraded only areas that were part of their FiOS cable TV footprint from 2005-2010. 

b) Verizon Wireless may have charged wired POTS customers for the wireless companies’ construction and other expenses.  

These two events indicate that Verizon, New York’s construction budgets did not go to properly maintain and upgrade the networks. 

Customer Service Issues Were Getting Worse Before Sandy. 

Back at least since 2008, a lack of maintenance and upgrades was clearly demonstrated in the decline of customer quality of service problems. The NY State Attorney General’s Office stated: 

“Since at least 2008, Verizon has frequently failed to meet these PSC telephone service standards essential to safe and reliable telephone service. Even as the number of telephone lines needing to be maintained has dwindled to half those of a decade ago (as customers choose to rely instead on wireless and/or cable telephony), Verizon's continues to fail to meet the PSC's service standard.”

And in 2010, the New York state Public Service Commission
 started a proceeding to fix the ongoing quality of service issues. The NY AG states: 

“Beginning in the summer of 2008, Verizon’s timeliness of repair performance fell short of the threshold levels defined in the Commission’s service standards. While over time there have been fewer out of service conditions in the aggregate, the percentage of customers who are out of service for more than 24 hours has increased over time.”

But things didn’t improve and in 2012, the New York Attorney General’s Office filed a petition
 to fix the 2010 plan and continued decline of service quality. 

“Despite receiving this substantial deregulation of its service quality requirements, Verizon nevertheless failed to meet four repair service measurements in 2011, the first year of the plan. Moreover, by limiting the scope of Verizon's performance measurements to the 8% of all New York customers defined as Core, the Commission allowed the company to provide below standard service to 92% of its customers with impunity.” 

Notice the Word “Core”. 

Fire Island, New York is a core customer that was supposed to have received better service because – they are unable to switch providers. 

“The PSC made certain concessions and lowered many of Verizon’s requirements.  For example, the PSC carved out approximately 8% of Verizon's customers and labeled them as "Core," meaning they are either unable to switch providers (lack a cable telephony alternative) or are vulnerable (elderly, blind, disabled, have medical problems, or are low income and receiving the LifeLine rate subsidy).”

And there are penalties if the company doesn’t supply some quantity of customers with repaired services within 24 hours—and in 2011, the company was fined a $400,000.00—which is chump change in the scope of these issues.

“In exchange, the revised SQIP (service quality regulations) provided that if Verizon failed to meet the greatly lowered service standards for its 8% Core customers, the PSC would require Verizon to show cause why a penalty of $100,000 or each failed repair service measurement should not be imposed pursuant to PubService Law ("PSL") §… In October 2011, Verizon exceeded the limit of OOS Core customers forced to wait beyond twenty-four hours to have their service restored in both the New York City and Upstate East regions. The company also failed to meet its SA>48 standard in the Upstate East region that month and the OOS>24 standard in the same region again in December. This deplorable Core customer repair performance triggered a PSC response that resulted in Verizon paying a $400,000 penalty.”

As we discussed, these problems appear to be caused by Verizon moving the construction budgets first to do fiber optic upgrades, then to do build outs of the wireless networks—even though regular phone customers may be footing the bill.

� CASE 10-C-0202 - Proceeding on Motion of the Commission to Consider the Adequacy of Verizon 


New York Inc.’s Service Quality Improvement 


Plan, ORDER DIRECTING VERIZON NEW YORK INC. 


TO FILE A REVISED SERVICE QUALITY IMPROVEMENT PLAN, June 22, 2010, at 3-4 ("June 22, 


2010 SQIP Order")


� Petition of Attorney General Eric T. Schneiderman to Modify the Verizon Service Quality Improvement Plan April 25, 2012,  Docket CASE 10-C-0202
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