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BY THE BOARD:

BACKGROUND

On or about November 30, 2015, the County of Cumberland, the City of Estell Manor,
Weymouth Township, Alloway Township, Lower Alloways Creek, Mannington Township,
Pilesgrove Township, Upper Pittsgrove Township, South Harrison Township, Commercial
Township, Downe Township, Hopewell Township, Lawrence Township, Maurice River
Township, City of Millville, Upper Deerfield Township, and Fairfield Township (“Petitioners”) filed
a verified petition (“Petition”) with the Board of Public Utilities (“Board™) seeking an order from
the Board to investigate Verizon New Jersey’s (“Verizon” or “Company”) alleged discontinuance
of maintenance of copper landline facilities and infrastructure necessary for the continued
provision of adequate Iandllne telephone and data services to New Jersey customers who are
without fiber optic service." The Petition asserts that Verizon has failed to comply with its
obligations to maintain and repair its service to ensure that safe and proper fandline telephone
and data transmission are provided throughout New Jersey.

' on April 14, 20186, a letter was received from the County of Cumberland requésting permission to add
Washington Township to join as a Petitioner. References herein to Petitioners include Washington
Township.
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Numerous and widespread service deficiencies are described in the Petition resulting in the
Petitioners’ claim that the Company has failed to comply with N.J.S.A. 48:2-23, 48:2-21 and
48:3-3. The Petitioners sought that Verizon address its copper landline telephone infrastructure
needs for the provision of adequate service.

Accordingly, the Petitioners requested an investigation and a Board Order directing Verizon to
maintain landline facilities. In addition, Petitioners contend that there is a lack of measurable
performance standards in place to monitor service. Furthermore, Petitioners seek
reclassification of Verizon's basic telephone service due to a lack of meaningful competition in
the Petitioners’ communities. Lastly, the Petitioners argue that Verizon, by its failure to
maintain its landline service, has violated N.J.S.A. 48:2-21.18(c) by misdirecting funds from its
rate-regulated business to subsidize its competitive services.

Following the submission of the Petition, Verizon filed a reply on January 19, 2016 refuting the
claims alleged in the Petition.. Petitioners filed their reply to Verizon's filing on February 3, 2016,
and added supplemental documentation on February 26, 2016.

Letters in'support of the Petition were filed by the NJ League of Municipalities and the AARP.
In addition, on February 15, 2016, New Jersey State Senator Jeff Van Drew filed a letter in
support of the filing and sought hearings.

After reviewing the Petition and subsequent filings, the Board announced on February 24, 2016
that it would hold public hearings to gather information from the public regarding the allegations
in the Petition.

On March 11, 2016, Verizon responded to the Petitioners’ previous reply and supplemental
documentation. Thereafter, on March 15, 2016, the Petitioners replied to the assertions made
in Verizon's response to the supplemented Petition. In addition, on April 14, 20186, the County of
Cumberland submitted a letter to the Board requesting that Washington Township be added to
the Petition.?

Two public hearings were held on August 4, 2016 in the City of Estell Manor, where
approximately 200 people spoke and 151 written comments were received thereafter. The New
Jersey Division of Rate Counsel (“Rate Counsel’) commented during the proceedings and filed
written comments on August 8, 2016. Resolutions in support of the Petition were also filed by
the City of Atlantic City and the Borough of“Elmer. The commentors generally assailed
Verizon's lack of maintenance of the copper network and facilities, lack of internet availability
and slow upload and download speeds in areas where it was available, and safety concerns
related to reliable 9-1-1 service due to inoperable facilities. In addition, commentors requested
that the Board require Verizon to replace the copper infrastructure with fiber optics. Lastly,
several commentors voiced concerns regarding adequate wireless coverage.

On August 31, 2016, the Petitioners filed a letter requesting that the Board investigate and -
conduct evidentiary hearings. On September 7, 2016, Rate Counsel filed comments also
requesting that the Board conduct a full investigation and hold evidentiary hearings.

2 Subsequent to the initial filing, the Petition was also supplemented on May 12, 26, and July 19, 2016,
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On September 19, 2016, Verizon filed a response to the claims of the Petitioners and Rate
Counsel, and detailed the steps it has taken to remedy the service quality issues outlined in the
Petition and comments and pledged to continue its efforts by upgrading the facilities in Lower
Alloways Creek to fiber optics and by relieving DSL congestion throughout Estell Manor,
Weymouth, Maurice River and other communities where the lack of capacity was at issue. In
addition, Verizon's remediation plan called for continued copper infrastructure maintenance and
improvements.

On September 30, 2016, Rate Counse! replied to Verizon’s September 19" submission,
seeking a procedural schedule in hopes of facilitating a resolution of this matter and ensuring
the provision of safe and adequate service to Petitioners. The Petitioners also responded on
October 3, 2016 to the proposal filed by Verizon and argued the plan is insufficient to address
the needs of the area and renewed its request for a hearing to explore and resolve the matter.

Thereafter, on December 12, 2016, the Board appointed Board President Richard S. Mroz to
serve as presiding officer in this matter. Petitioners, the Company, and Rate Counsel (the
“Parties”) commenced negotiations to explore a settlement to eliminate the need for protracted
litigation.

The Parties met on October 26, 2016, November 10, 2016, January 11, 2017, February 6,
2017, February 16, 2017 and March 9, 2017 and engaged in numerous telephone discussions
aimed at producing an acceptable stipulation of settlement.

On February 6, 2017, the AARP filed a motion to participate in this matter. In early March, prior
to the Board ruling on the motion, the parties indicated that they had reached a settlement and
negotiations had concluded. A draft Stipulation was being reviewed by the Parties to fully
resolve the issues described in the Petition. Accordingly, because the matter was handled by
Stipulation which is now before the Board for review and consideration, the motion to participate
is moot. Notwithstanding, as articulated in AARP’s motion, their interest in protecting affordable,
reliable, efficient and safe utility service for NJ members is recognized and accordingly, as a
condition of settlement, AARP will receive semi-annual reports regarding the proactlve
preventative maintenance activities outlined below.

THE EXECUTED STIPULATION

On May 18, 2017 the Petitioners jointly filed a unanimous Stipulation of Settlement in this
matter.

The key provisions of the agreement are as follows:®
Incorporation of Verizon Plan

Verizon agrees to implement the plan submitted by Verizon to the Board on September 19,
2016, which was attached as Exhibit A to the Stipulation.

® If any terms of the attached Stipulation differ from the summary that is provided in this Order, the terms
of the Stipulation govern.
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Copper Maintenance

The Company will use its Proactive Preventative Maintenance Tool (‘PPMT") to identify
defective outside copper cables and create work packages to repair or replace the copper
cables which fall under three categories: a) preventive, which will analyze customer trouble
reports; b) proactive, which will run a daily test; and ¢) manual, which will be created by field
personnel.

In addition, the agreement requires that Verizon:

1. Conduct daily inspections of outside plant facilities to ensure that they are protected
from conditions that cause service outages and problems, and resolve any such issues
within 30 days;

2. Report semi-annually to the Board, Rate Counsel, Counsel for the Petitioners, the
Director Freeholder of Cumberland County, AARP and Senator Van Drew's Office to
discuss the maintenance activity; and '

3. Meet semi-annually with the Board, Rate Counsel, Counsel for the Petitioners, the
Director Freeholder of Cumberland County, and Senator Van Drew's Office to discuss
same. _

DSL Congestion Relief

DSL congestion relief and continued monitoring has already been completed in Estell Manor,
Weymouth, and Maurice River. Additional congestion relief will be installed in Galloway
Township, Hamilton Township, and Atlantic City in Atlantic County. Verizon will continue
monthly monitoring of the 17 communities to ensure that bandwidth utilization remains below
75%.

Fiber Deployment

Verizon will deploy fiber facilities to satisfy its obligation under the Bona Fide Retail Request
(“BFRR") Program to provide broadband to the residents of Estell Manor, Weymouth, and
Corbin City. Deployment of fiber will continue in Lower Alloways Creek Township.

BFRR Program

Verizon will extend the BFFR Program for 18 months, until June 30, 2019. Verizon will also
conduct targeted outreach about the BFRR Program process,

Additional Commitments

Verizon will establish unique trouble reports for the 17 communities as a means to measure the
results of the agreement. And, Verizon also agrees that it:

1. will maintain its network service so thai the customer trouble report rate does not
exceed the standard of 2.3 reports per 100 customer access lines for any of the 17
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localities and the percentage repeat out of service trouble reports rate does not exceed
37.6% of initial out-of-service reports for residential customers and 26.9% for business
customers.

2. will resolve 76.5% of out-of-service conditions reported in the 17 towns within 48 hours.

3. willimprove its performance and require its customer service representatives to undergo
refresher training to reinforce their continued understanding of Verizon's regulatory
obligations.

4. will report semi-annually for a period of three years to the Board, Rate Counsel, Counsel
for the 17 municipalities, Director Freeholder of Cumberland County, AARP and Senator
Van Drew's Office following the final approval of this agreement. The report will detail
outside plant conditions resolved monthly, the number of copper cables replaced and
repaired, and the locations impacted by the work in the 17 towns, and actions taken to
relieve DSL congestion.

DISCUSSION

The Board is empowered to ensure that regulated public utilities provide safe, adequate and
proper service to the citizens of New Jersey. N.J.S.A. 48:2-23. Pursuant to N.J.S.A. 48:2-13,
the Board has been vested by the Legislature with the general supervision and regulation of
and jurisdiction and control over all public utilities “so far as may be necessary for the purpose
of carrying out the provisions of [Title 48].” The courts of this State have held that the grant of
power by the Legislature to the Board is to be read broadly and that the provisions of the statute
governing public utilities are to be construed liberaily. See, e.g., In_re Woodbury Terrace
Sewerage and Gas Company, 35. N.J. 358, 371 (1961), Twp. of Deptford v. Woodbury Terrace
Sewerage Corp. 54 N.J. 418, 424 (1969), Bergen County v Dept. of Public Utilities 117 N.J.
Super. 304 (App. Div. 1971).

The Board is mindful of the State’s public policy favoring reasonable and appropriate
setttements. See Herrera v. Twp. Of S. Orange Vill., 270 N.J. Super. 417, 424 (App. Div.
1993). As summarized by the New Jersey Supreme Court, public policy favors the settlement
of disputes because, among other things, settlement spares the parties the risk of an adverse
outcome and the time and expense of protracted litigation, and also preserves judicial
resources. Willingboro Malf, Ltd. v. 240/242 Franklin Ave., L.L.C., 215 N.J. 253-254 (2013).

The Board has carefully reviewed the record in this matter, including the Petition and Stipulation
and HEREBY FINDS it to be a fair and reasonable settlement of the outstanding issues and is
in the public interest. The Board FEURTHER FINDS that: (1) the Parties have voluntarily agreed
to the Stipulation; and (2) the Stipulation fully disposes of all issues in controversy and is
consistent with the law. In the unanimous Stipulation, Verizon has proposed a plan to correct
service deficiencies in the Petitioners’ communities for both voice and internet services. The
Stipulation also reflects Verizon's commitment fo resolve maintenance and repair and service
issues described in the Petition because Verizon will continue to monitor service, will provide
progress reports to interested parties and will continue the dialog established by the Stipulation
and settlement discussions on a semi-annual basis .
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Based upon the foregoing, the Board HEREBY ADOPTS the attached Stipulation submitted by
the Parties as its own, incorporating by reference the terms and conditions therein as if fully set
forth at length herein. The Board HEREBY DIRECTS the Parties to comply with the terms and
conditions incorporated within the Stipulation. Nothing in this agreement supersedes or
replaces the Company’s obligations contained in the existing Service Quality Metrics as
memorialized in the Board's Order in the second plan for alternative regulation ("PAR-2") dated
August 19, 2003, under Docket No. TOOI020095 or the Board’s Order in the BFRR Stipulation
dated April, 29, 2014, under Docket TO12020155. The reporting measures in the Stipulation
are in addition to the existing requirements of PAR-2 and the Board can modify said
requirements if it deems appropriate.

The Board HEREBY RATIFIES the decisions made by President Mroz during the pendency of
this proceeding for the reasons stated in his decisions and Orders.

This Order shall be effective on June 10, 2017.

DATED: 5\3 \\\-‘ BOARD OF PUBLIC UTILITIES
BY:

”j RICHARD S. MROZ
P PRESIDENT,

// JOSEPH L. FIORDALISO yARY-ANNA HOLDEN
0

0 COMMISSIONER MMISSIONER
DIANNE SOLOMON UPEXIDRA J. CHIVUKULA
COMMISSIONER - COMMISSIONER

IRENE KIM ASBURY
SECRETARY

| HEREBY CERTIFY that the within .
document is a true copy of the.onggr)a.l
in the files of the Board of Public Utilities

Chthtyy
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IN THE MATTER OF VERIZON NEW JERSEY DISCONTINUANCE OF LANDLINE
TELECOMMUNICATIONS MAINTENANCE, FACILITIES AND INFRASTRUCTURE

DOCKET NO. TO15121325

Theodore Baker, Esq.

County Counsel

County of Cumberland

164 W. Broad Street

Bridgeton, NJ 08302
theodoreba@co.cumberland.nj.us

Ava Marie-Madeam

Vice President Regulatory Affairs
Verizon

540 Broad Street

Newark, NJ 07101
Avamarie.P.Madeam@verizon.com

SERVICE LIST

Richard C. Fipphen
Assistant General Counsel
Verizon.

140 West Street, Room 6114
New York, NY 07007

Richard.Figphen@verizdn.com

Stefanie A. Brand, Esq., Director
Division of Rate Counsel

140 Front Street, 4™ Floor

Post Office Box 003

Trenton, NJ 08625-0003
sbrand@rpa.state.nj.us

Maria T. Novas-Ruiz, Esq.
Assistant Deputy Rate Counsel
Division of Rate Counsel

140 Front Street, 4™ Floor

Post Office Box 003

Trenton, NJ 08625-0003
mnovas-ruiz@rpa.state.nj.us

Irene Kim Asbury, Esq.

Secretary of the Board

Board of Public Utilities

44 South Clinton Avenue, 3" Floor, Suite 314
Post Office Box 350

Trenton, NJ 08625-0350

Irene.asbu bpu.nj.gov

Lawanda Gilbert, Esq., Director

Office of Cable Television and
Telecommunications

Board of Public Utilities )

44 South Clinton Avenue, 3" Floor, Suite 314
Post Office Box 350

Trenton, NJ 08625-0350
Lawanda.Gilbert@bpu.nj.gov

Harold Bond, Bureau Chief

Office of Cable Television and
Telecommunications

Board of Public Utilities

44 South Clinton Avenue, 3" Floor, Suite 314
Post Office Box 350

Trenton, NJ 08625-0350
Harold.Bond@bpu.nj.gov

Carol Artale, Esq.

Legal Specialist

Board of Public Utilities

44 South Clinton Avenue, 3™ Floor, Suite 314
Post Office Box 350

Trenton, NJ 08625-0350
Carol.Artale@bpu.nj.gov
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Patricia A. Krogman

Deputy Attorney General
Department of Law & Public Safety
Division of Law

124 Halsey Street

Post Office Box 45029

Newark, NJ 07101-45029

Patricia.Krogman@dol.|ps.state.nj.us

Geoffrey R. Gersten
Deputy Attorney General
Department of Law & Public Safety
Division of Law
124 Halsey Street
P.O. Box 45029
Newark, NJ 07101-45029
Geoffrey.Gersten@dol.Ips.state.nj.us
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140 West Street

u
e ~ verizon’
New York, NY 10007-2109 :

Tel (212) 519-4716
Fax (212) 962-1687
keefe.b.clemons@verizon.com

Keefe B. Clemons
General Counsel — Northeast Region

May 18, 2017

By Electronic and Overnight Mail

Irene K. Asbury, Secretary

New Jersey Board of Public Utilities

44 South Clinton Avenue, 3™ Floor, Suite 314
P.O. Box 350

Trenton, NJ 08625-0350

Re:  In the Matter of Verizon New Jersey Discontinuance of Landline
Telecommunications Maintenance, Facilities and Infrastructure —
BPU Docket No. TO15121325

Dear Secretary Asbury:

Enclosed for filing with the Board are ten (10) copies of the Stipulation of Settlement
entered into by Verizon New Jersey Inc., the New Jersey Division of Rate Counsel, and the
Petitioners in this proceeding.

The parties respectfully request that the Board consider and approve the Stipulation at its
May 31, 2017 Board meeting. ‘

Respectfully submitted,

Lpe ), o

Keefe B. Clemons

cc: Service List (By Electronic Mail)



STATE OF NEW JERSEY
BOARD OF PUBLIC UTILITIES

IN THE MATTER OF VERIZON NEW
JERSEY DISCONTINUANCE OF
LANDLINE TELECOMMUNICATIONS
MAINTENANCE, FACILITIES, AND
INFRASTRUCTURE

STIPULATION OF SETTLEMENT

BPTJ DOCKET NO.: TO15121325

WHEREAS, the following entities, through counsel, filed a
Verified Petition (“Petition”) with the New Jersey Board of
Public Utilities (“Board”} on November 24, 2015: City of Estell
Manor and Weymouth Township in Atlantic County; Allowéy
Township, Lower Alloways Creek Township, Mannington Township,
Township of Pilesgrove, and Upper Pittsgrove Township in Salem
County; South Harrison Township in Gloucester County; Commercial
Township, Downe Township, Hopewell Township, Lawrence Towns@ip,
Maurice River Township, City of Millville, Upper Deerfield
Township, and Fairfield Township in Cumberland County;
Washington Township in Burlington County; and the County of
Cumberland {hereinafter, collectively referred to as
“Petitioners” or the *“17 Towns”);

WHEREAS, the Petitioners alleged in the Petition that
Verizon New Jersey Inc. (“Verizon”) has failed and refused to

provide adequate and proper sgervice pursuant to N.J.S.A. 48:3-3,



and that there were numerous and widespread deficiencies
impacting the provision of safe and adequate service by Verizon
to residents and customers in .Petitioners’ communities and
gought an investigation by the Board;

WHEREAS, on December 22, 2015 and September 30, 2016, the
New Jersey Division of Rate Counsel (“Rate Counsel”) filed
letters with the Board requesting that it investigate the issues
raised in the Petition;

WHEREAS, on January lé, 2016, Verizon filed an opposition
to the Petition, and asserted therein that it has and continues
to provide safe and adequate gervice throughout the Petitioners’
communities and that the requested investigation is unwarranted;

WHEREAS, on August 4, 2016, two public hearings related to
this Petition were held in Estell Manor, New Jersey. Citizens
and public officials testified regarding their experience with
inadequate telephone and broadband sexrvice, as well as
insufficient customer service;

WHEREAS, on September 19, 2016, Verizon £filed a proposed
plan with the Board to address service issues raised in the
Petition, at the public hearing, and' in customer service
complaints provided by Petitioners to Verizon;

WHEREAS, on December 12, 2016, the Board appecinted Board
President, Richard S. Mroz, to sgserve as presiding officer in the

investigation of Verizon’s service quality in the 17 Towng; and



WHEREAS, Petitioners, Verizon, and Rate Counsel
{collectively referred to herein as the (“Parties”) desire to
resolve this action without the need for further litigation;

NOW, THEREFORE; the Parties hereto, intending to be legally

bound thereby, DO HEREBY AGREE as follows:

SETTLEMENT TERMS AND CONDITIONS

1. Conclusion of Proceeding.

The Parties hereby stipulate that this Stipulation
represents a failr conclusion with respect to the issues to be
resolved in this proceeding.

2. Verizon Plan.

Verizon agrees to implement the plan it submitted to the
Board on September 19, 2016, a copy of which is attached as
Exhibit A.

3. Copper Maintenance.

(a) To ensure reliable telephone serviee for Verizon’s
customers residing within the 17 Towns, Verizon will
use its Proactive Preventative Maintenance Tcol
(*PPMT”} to identify defective outside copper cables
and create work packages to either repair or replace

the copper cables. Verizon will utilize three types

of work packages — Preventive, Proactive, and Manual -



to investigate and resolve outside plant conditions in

the 17 Towns.

(1)

Preventive work packages will analyze customer
trouble repecrts from customers located in the 17
Towns to identify copper cables that have 3 or
more associated trouble reports in a one-year
period. Cables so identified will be repaired or
replaced.

Proactive work packages will run a daily test of
the copper cables in the wire centers serving the
17 Towns and will identify network issues such as
foreign voltage, shorxrts, and improper grounds,
which can adversely affect service delivery.
Copper cables will be repaired or replaced based
on_cable test results, the presence of defective

pairs, and customer trouble history associated

" with the cable.

(iii)Manual packages will be c¢reated based on the

identification of outside plant issues by field
personnel, which are considered aloﬂg w¢th
defective pair history and customer trouble
history to target cables for repair or

replacement,



{c)

(e)

Verizon will alsé conduct daily inspections of the
outside plant facilities to ensure that they are
protected from weather and other conditions that cause
service outages or other service problems. Verizon
will resolve all open plant conditions within 30 days
of initial discovery.

Verizon will report semi-annually to the Board, Rate
Counsel, Counsel for the 17 Towns, the Director
Freeholder of Cumberland County, AARP, and Senator Van
Drew’s Office, all of the proactive preventative
maintenance activities (which include open plant,
cable repair and replacement) completed and in

progress in all 17 Towns for a period of three years
following the final approval of this agreement.

Verizon will also meet semi-annually with the Board,
Rate Counsel, Counsel for the 17 Towns, the Director
Freeholder of Cumberland ‘County, and Senator Van
ﬁrew’s Office, to discuss the maintenance activity in
the 17 Towns. |

The maintenance plan and associated reporting agreed
to and coqtained herein will remain in effect for a
period of three years following the final approval of

this agreement.



DSL Congestion Relief.

Verizon has implemented or is in the process of
implementing the following measures in response to the
filing of the ﬁetiEion in this proceeding: in three
communities, Estell Manor, Weymouth (which includes
Dorothy) and Maurice River, Verizon has installed
additional equipment at remote terminals where very
high bandwidth utilization has negatively affected DSL
performance for some customers. This additional
investment created additional capacity for high speed
Internet access customers, bringing improved sexrvice
reliability to over 450 customers in these three
communities. Verizon completed the installation of
the additional equipment required to ease .the
congestion for DSL customers in Estell Manor,
Weymouth, and Maurice River in August 2016. Verizon
subsequently began mig%ating existing'DSL customers in
each area onto the new equipment in order to balance

the bandwidth wusage provisioned over the remote

terminals, resulting in more consistent bSL
performance for customers. Those migrations were
completed in September 2016. Vexizon's efforts to

ease congestion in the remote terminals serving Estell

Manor, Weymouth, and Maurice River also expanded DSL



(b)

availability to 400 addresses that were previously
unable to order the service. In additicn, Verizon'sg
initiative to maximize DSL performance and
availability in its remote terminals resulted in the
qualification of approximately 2,000 additional
addresses that will now be able to order DSL in the
towns of Upper Pittegrove, Downe, Commercial,
Mannington, Pilesgrove, and South Harrison.

Verizon will pursue additional congestion relief and
install equipment to improve DSL service in Galloway
Township, Hamilton Township, and Atlantiec City in
Atlantic Coﬁnty.

Verizon will continue monthly monitoring of the DSL
congestion levels in the remote terminals serving the
17 Towns to ensure that utilization levels remain
below 75%. . Any remote terminal in the 17 Towns with
bandwidth utiliza&ion over 75% will be provided with
congestion relief, and customers will be migrated onto
new equipment within 60 days after the installation of
the equipment has been completed. Installation of
eguipment will be completed as soon as practicable,
but no later than 6 months after the finding by
Verizon that a remote terminal serving the 17 Towns

exceeds the 75% utilization benchmark.



5. Fiber Deployment.

Verizon will deploy fiber facilities to satisfy its
cbligation under the Bona Fide Retail Request (“BFRR”) Program
to provide broadband tc the residents of Estell Manor, Weymouth,
and Corbinfcity. Deployment will commence upon recelpt of a
signed agreement and $100 deposit (which shall be held as pre-
payment for service) from at 1least 35 qualified applicants.
Verizon having aetermined that Lower Alloways Creek Township has
met the requirements under the BFRR Program, Verizon will
continue its deployment of £fiber to Lower Alloways Creek
Township in order to provide broadband to its residents and will
comply with the BFRR Program’s 9-month deployment timeframe.

6. BFRR Program. |

{a) Verizon will extend the BFFR Program for 18 months,
until June 30, 2019.

(b) Verizon will confuct targeted outreach to mayors and
residents iﬁ the 17 Towns to provide further
information about the BFRR Program process and to

'encourage qualified residents to apply. Outreach will
includé gsemi-annual bill messages on customer bills,
meetings with mayors and residents to explain the BFRR
Program, placing ads in area newspapers, and working
with local officials to place BFRR Program information

on township and city websites.



7. Customer trouble reports.

fa) Verizon will maintain its network service sc¢ that the
average monthly rate o©f customer trouble reports,
excluding customer premises equipment (“CPE”) reports,
does not exceed 2.3 reports per 100 customer access
lines in the 17 Towns.

(b) Verizon will maintain its network service so that the
average monthly rate of repeat out-of-service trouble
reports for the 17 Towns, excluding CPE reports, does
not exceed 37.6% of initial out-of-service reports for
residential customers and 26.9% of initial out-of-
service reports for business customers.

(c)  Verizon will work with representatives of the 17 Towns
to encourage Verizon customers in the 17 Towns to
report out-of-service conditions and service-affecting
issues directly to Verizon on a timely basis.

8. Out—of-éervice Conditions

Verizon will strive to resolve 76.5% of out-of-serVice

conditions reported in the 17 Towns within 48 hours. This
metric will exclude customer-requested appointments greater than
48 hours when Verizon has offered a service appointment within
48 hours. Verizon will wuse 1its best efforts to schedule
appointments foxr out-of-service reports as soon as possible for

(1) emergency situations, (2) customers over the age of 65 or



with special medical needs, and (3) customers with no access to
wireless services.
9. Customer Service Calls and Service Appointments.
Verizon agrees to improve its performance in this area and
agrees to require its Customer Service Representatives to
undergo  refresher training to reinforce their continued
understanding of Verizon’s regulatory obligations, including
those under the BFRR Program.
10. Reports.
Verizon agrees to provide semi-annual reports to the Board,
Rate Counsel, Counsel for the 17 Towns, the Director Freeholder
of Cumberland County, AARP, and Senator Van Drew’s Office, for a
period of three years following the final approval of this
agreement that detail the following maintenance activitiés in
accordance with this Agreement:
{a) The number of outside plant conditions resolwved
moﬁthly;
(b} The number of copper cables replaced and repdired and
the locations impacted by the work in the 17 Towns;
(¢} Actions taken to relieve DSL congestion in specific
remote terminals serving the 17 Towns where bandwidth
utilization is over 75% and the number of DSL

customers migrated to new remote terminal equipment
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11.

The

within 60 days after the installation of the equipment
has been completed;

Report showing Verizon’s results for (1) the customer
trouble report rate metric of 2.3 troubles per 100
access lines for the 17 Towns, and (2) the repeat out-
of-service trouble repoft rate metrics for residential
{(37.6%)and Dbusiness customers (26.9%) for the 17
Towns.

Report showing Verizon’s results for out-of-service
conditions cleared within 48 hours for the 17 Towns.
Reports provided to the parties will state and/or name
the performance data compiled and/or relied upon in
assessing metric results in the reports provided to
the parties.

Effective Date.

Parties agree that this Stipulation should be

considered by the Board at its next available agenda meeting,

which is currently scheduled for May 31, 2017, in drder to allow

for' the

implementation of the Verizon plan at the earliest

possible time.

12.

MISCELLANEOUS

Upon receipt of the reports described in paragraph 10,

the parties may request further information including, but not

11



limited to, any metrics for performance data, or other materials
in possession of Verizon that demonstrate performance levels of
the copper landline system in order to assess Verizon's
performance of its commitments under the Stipulation. Verizon
agrees to respond on a timely basis to these requests for
information. If Verizon fails to meet the performance and
service metrics established herein for three consecutive
quarters, it shall, within 30 days of reporting on the third
quarter of non-compliance, provide a plan to the Board and the
Parties setting forth how it will achieve compliance with the
metrics at issue and a timeframe to achieve compliance.
Additionally, 1f a Party believes that Verizon is mnot in
compliance with the terms and conditions of this Stipulation,
that party shall provide written notice to Verizon and other
Parties setting forth the basis for its belief and the specific
terms at issue. Verizon shall respond within 30 days of receipt
of ‘such notice with an explanation of why it maintains it is in
compliance with the terms of the Stipulatfon or a plan to
achieve compliance. If the Parties are unable to resolve the
dispute after good-faith efforts at the next semi-annual in-
person meeting, the Parties retain the right to seek enforcement
of the Stipulation by filing a petition with the Board. The
Parties further acknowledge and agree that in the event of

Verizon’s continued failure to resolve performance and service
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metric issue(s) within a reasonable time period, the Parties
reserve the right to take ‘any other legal action in pursuit of |
their legal remedies in this matter.

13. The Parties agree that non-public information provided
by Verizon under the Stipulation shall be done under the terms
of a mutually satisfactory non-disclosure agreement. Non-public
information provided to Rate Céunsel shall be governed by the
Non-Disclosure Agreement dated February 16, 2016. Non-public
information provided to Counsel for the 17 Towns shall be
governed by the Non-Disclosure Agreement dated April 25, 2016.
Verizon will enter into separate Non-Disclosure Agreements with
the Director Freeholder of Cumberland County, AARP, and the
Office of Senator Van Drew.

14. This Stipulation shall be binding on the Parties upon
approval by the Board. This Stipulation shall bind the Parties
inr this matter only and shall have no precedential value.

15. This Stipulation contains terms, each of which is
interdependent with the others and essential in its own right to
the signing of this Stipulation. Bach term 1is wvital to the
agreement as a whole, since the Parties expressly and jointly
state that they would not have signed the Stipulation had any
term been modified in any way. Thus, if upon consideration of
this Stipulation, the Board modifies any of the terms described

above, each of the signatory Parties will have the right either
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to modify its own position, to accept the proposed change(s), or
to opt out of this Stipulation and resume as 1f no Stipulation
had been reached. If a signatory Party chooses to opt out,lthis
proceeding also will resume as if no Stipulation had béen
reached.

16. The Parties agree that these procedures are fair to
all concerned, and therefore, they are made an integral and
essential element of this Stipulation.

17. This BStipulation is being executed in counterpart
originals, and shall be binding on each Party who executes such
a counterpart, with the same force and effect as 1f all

executing Parties had executed a single original document.

CONCLUSION
WHEREFORE, for the reasons set forth above, the Parties to
this Stipulation respectfully request that the Board (i) approve
and adopt this Stipulation in its entirety; and (ii) issue a
Decision and Order determining that the resolution of the issues
in this proceeding as proposed in this Stipulation are just and
reasocnable.

IN WITNESS THEREOF, the undersigned Parties do HEREBY AGREE

to the form and execution cof this Agreement.
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VERIZCON NEW JERSEY INC.

vy et B Wrra

" Keffe B. Clemons
Vice President, General Counsel, and Secretary

Dated: 5//(,/‘,%/7
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NEW JERSEY DIVISION OF RATE COUNSEL

e Sheo JL Brsud

Stefdnie A. Brand
Director, Division of Rate Counsel

Dated: Ma‘ﬁ lG/ Aot F
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CITY OF ESTELL MANOR
WEYMOUTH TOWNSHIP
ALLOWAY TOWNSHIP

LOWER ALLOWAYS CREEK TOWNSHIP
MANNINGTON TOWNSHIP
TOWNSHIP OF PILESGROVE
UPPER PITTSGROVE TOWNSHIP
SOUTH HARRISON TOWNSHIP
COMMERCIAL TOWNSHIP

DOWNE TOWNSHIP

HOPEWELL TOWNSHIP
LAWRENCE TOWNSHIP

MAURICE RIVER TOWNSHIP
CITY OF MILLVILLE

UPPER DEERFIELD TOWNSHIP

¢
Theodore Ef, Baker
Their Attorney

Dated: S’{[?[t7
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| ]
Ava-Marle Madeam J
Vice President - State Gov't Relations Verlzon

540 Broad Street, Floor 6
MNewark, NJ 07102

Phone 973.649.3125
Fax 973.649-9921
avamarie.p.madeam@verizon.com

September 19, 2016

VIA FEDEX

Irene Kim Asbury, Secretary

New Jersey Board of Public Utilities

44 South Clinton Avenue, 3" Floor, Suite 314
Post Office Box 350

Trenton, New Jersey 08625-0350

Re:  I/M/O Verizon New Jersey Inec.’s Discontinuance of Land Line
Telecommunications Maintenance, Facilities and Infrastructure
BPU Docket No. TO15121325

Dear Secretary Asbury:

Verizon New Jersey Inc. (“Verizon™) has reviewed its operations in Southern New Jersey
to identify opportunities to enhance the customer experience for Verizon’s customers in the 17
towns that filed the petition in the above matter. The service issues raised by some of our
customers in Southern New Jersey have been and will continue to be a very high priority for
Verizon because we are committed to providing quality reliable service to our customers every
day. Our review focused on three areas of opportunity: (1) additional fiber investment under the
BFRR program; (2) relieving cdngestion of the DSL (Digital Subscriber Line) network in several
towns; and (3) additional improvements to the copper infrastructure, including repair and
replacement of low performing copper cables and elimination of all identified open plant
conditions. As discussed in more detail below, Verizon believes these initiatives will greatly

improve the experience of Verizon’s customers in Southern New Jersey. In summary, Verizon



Ms. Irene Asbury
September 19, 2016

plans to: (1)} deploy fiber optic facilities to Lower Alloways Creek; (2) relieve DSL congestion
at the remote terminals serving Estell Manor, Weymouth and Maurice River to improve the
reliability of DSL service serving customers in these towns and enable additional customers in
several towns to order DSL who were previously unable to get DSL because of congestion in
Verizon’s central offices (COs) ; and (3) reducing customer outages by making additional capital
investments to repair or replace copper cables and eliminate open plant concﬁtions that are
service impacting.

FIBER DEPLOYMENT TO LOWER ALLOWAYS CREEK — BFRR

Verizon plans to deploy fiber to approximately 900 households in Lower Alloways Creek
provided the town satisfies all the requirements of the Bona Fide Retail Request (BFRR)
program, which requires Verizon to bring broadband service (but not necessarily fiber-based
service) to this community.!  To date, the town has satisfied all the requirements except for the
submission of one-year service commitments and $100 deposits from 35 or more eligible
customers.” Verizon’s fiber deployment to Lower Alloways Creek may begin as early as this
year and will be completed within nine months, barring any unforeseen delays. Verizon’s
decision to deploy fiber to Lower Alloways Creek will further improve the resilience and
reliabilityw‘_of Verizon’s network infrastructure in this community. Verizon is aware that

customers in Estell Manor and Weymouth are actively submitting BFRR applications and we

! Under the BFFR program, Verizon is required to provision broadband to customers located in a census tract that
satisfies the BFRR requirement within 9 months of receiving a minimum of 35 applications from residential or
single line business customers who meet the qualifications: (1) no access to broadband alternatives, i.e., no cable,
no DSL , no wireless 4G service, (2) have signed a contract agreeing to at least one year of service, and (3} pay a
$100 deposit to be credited towards the service. The initial 9 month period for broadband deployment can be
extended up to 6 months for certain delays beyond Verizon’s reasonable control. See BPU Stipulation of Settlement
atpp 3-4.

% Verizon will be sending out letters on September 19 to those eligible Lower Alloways Creek residents who
submitted BFRR applications, requesting that they sign the contract-and pay the $100 deposit.



Mes. Irene Asbury
September 19, 2016

stand ready to provide broadband to additional towns in Southern New Jersey or other towns in
the state that satisfy the BFRR requirements.

DSL PERFORMANCE AND RELIABILITY IMPROVEMENTS

At the beginning of 2016, Verizon began efforts across multiple states to address specific
central offices (COs) where DSL bandwidth utilization was extremely high. This condition
resulted in slow response times for some of our DSL customers, and, in some cases, customers
were unable to order DSL as a result. Verizon also reviewed every complaint from Southern
New Jersey residents that cited DSL related performance and reliability issues.

In three communities — Estell Manor, Weymouth and Maurice River - Verizon has
installed additional equipment at remote terminals located in wire centers where bandwidth
utilization was very high and affected DSL performance for some of our customers. This
additional investment creates additional capacity for high speed Internet customers, bringing
improved reliability and consistent service to over 450 customers in these three communities.
The installation of additional equipment to ease the congestion in the COs serving Estell Manor,
Weymouth, and Maurice River was completed in mid-August. Verizon subsequently began
migrating existing DSL customers in each area onto the new equipment on order to balance the
bandwidth usage provisioned over the remote terminals, resulting in more consistent DSL
performance for our customers. Verizon has completed 233 migrations of existing DSL
customers in the three towns so far (100 in Estell Manor, 90 in Weymouth, and 43 in Maurice
River) and will be working to complete additional migrations by the end of September.

Verizon’s efforts to ease congestion in the COs serving Estell Manor, Weymouth, and
Maurice River also enabled approximately 400 addresses that were previously unable to order

DSL to now order the service. Furthermore, Verizon’s overall corporate initiative to maximize



Ms. Irene Asbury
September 19, 2016

DSL performance and availability in our COs has resulted in the qualiﬁcati?n of approximately
2000 additional addresses that will now be able to order DSL in Upper Pittsgrove, Downe,
Commercial, Mannington, Pilesgrove, and South Harrison. Verizon pléns to notify these
customers of the availability of DSL and how they can order the service by mailing postcards
over the next few weeks.
CONTINUED INVESTMENT IN THE COPPER NETWORK IN SOUTHERN JERSEY

Verizon has invested approximately $100 million dollars over the last two years in
proactive preventative maintenance of the copper network in Southern New Jersey. Verizon
continues to be focused on ensuring that outside plant facilities are protected from weather and
other conditions that cause service outages or other service affecting problems. Since November
2015, Verizon Operations visually inspected the outside plant serving the 17 petitioning towns
and corrected nearly 500 open plant conditions. At the August 4 hearing, Verizon was informed
about an additional 141 plant conditions - 81% (114) of those additional conditions have been
repaired; 14% (20) had no issues or where previously resolved; and 5% (7) were not Verizon
facilities. Verizon will continue our efforts to identify “open plant” conditions and repair them,
immediately, in order to remove plant irregularities that result in loss of service and wasted
dispatches.

In addition, the company is on target to spend approximately $300,000 by the end of
2016 replacing copper cables or sections of cables, as part of our annual Infrastructure
Improvement Program (“IIP”), in the Southern New Jersey towns of Esteil Manor, Weymouth,
Upper Pittsgrove, Pilesgrove, Upper Deerfield, Commercial, and Hammonton. Fourteen IIP

projects have been completed, with one remaining project to be completed by the end of
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September. The 15 IIP projects will improve service in towns: located in Cumberland, Salem,
Atlantic, and Cape May Counties.

In addition to the IIP projects, Verizon has spent in excess of $1 million on Proactive
Preventative Maintenance (“PPM”) packages in Southern New Jersey through August 2016.
These packages include splice rebuilds, terminal replacements, and other plant activity aimed at
improving service for our customers. Recent customer complaints also helped Verizon identify
additional areas of opportunity in Atlantic, Cumberland, Gloucester, and Salem counties to
achieve service improvements, resulting in 74 new PPM packages which have all been
completed. \_ferizon will continue to engage in proactive analysis of cable conditions in the
Southern New Jersey towns through weekly open plant inspections and detailed review of
trouble reports submitted by our customers in order to quickly pursue corrective actions to ensure
reliable service for our customers in Southern New Jersey.

Verizon has always maintained a strong relationship with municipal leaders around the
state. In February 2016, Verizon directly engaged each mayor, the Cumberlaﬁd County
Freeholder, and other local officials in qrder to directly address the service claims made in the
petition. Verizon held in person meetings and monthly conference calls with mayors and
conducted visits to Verizon work sites with mayors and other local officials to share information
about ongoing maintenance occurring in the towns, to address any service issues, and to keep the
lines of communication open between these communities and Verizon. These interactions
between Verizon and the towns will continue.

Finally, the customer complaints aired at the August 4 hearing have all been addressed.
Verizon conducted a thorough review of the 273 complaints received from various residents of

Southern New Jersey communities and all complaints have been resolved, (27 of the complaints
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September 19, 2016

were not Verizon customers and 3 complainants provided inadequate information). And as
previously mentioned, we created 74 new PPM packages to directly address and resolve the
issues raised by our customers through their written and verbal complaints concerning their
telephone and DSL service.

CONCLUSION

Providing reliable service to our customers continues .to be a top priority for Verizon, and
we have taken the service issues raised by some of our customers in Southern New Jersey very
seriously. The plan outlined above brings fiber to Lower Alloways Creek through the BFRR
process, addresses slow DSL response times, makes DSL available to more customers in several
towns, and accelerates our copper investment and maintenance efforts in all 17 South Jersey
towns. Verizon will continue to take steps to improve plant conditions and decrease trouble
reports in Southern New Jersey by utilizing all our resources to target problem areas. We know
that providing the best customer experience is what we need to do in order to retain customers in

a highly competitive environment.

Very truly yours,

A

Ava-Marie Madeam

cc:  Paul Flanagan (by e-mail)
Lawanda Gilbert (by e-mail)
Harold Bond (by e-mail)
Service List (by e-mail)



