DOCKET NG, @ C-20016327
RESFONDENT OR APPLICANT: THE UNITED TELEPHCNE COMEANY OF BA
PARTY OR COMPLAINANT: PA NETWORKS INC

ENTRY TYPE DATE BUREAU PERSONNEL

1 N 10/17/01 SEC IMES
FORMAL COMBLAINT OF PA NETEWORKS INC V. THE UNITED TELEPHONE COMEANY.OF DA
2 N 10/30/01 SEC IMES
NOTICE OF COMPLAINT SERVED ON RESPONDENT TO ANSWER IN 20 DAYS
3 3 1i/z1/01 SEC TFRISCIA
RESPONDENT FILED ANSWER TO COMPLAINT WITH CERTIFICATE OF SERVICE
4 N 12/03/01 SEC TFRISCIA
CALJ CHRISTIANSON INTERIM ORDEFR SETTING SETTLEMENT CONFERENCE ISSLED
5 N 12727701 SEC BENJAMIN
CALJ MEMO TO SEC-RPT SUBMITTED TO MEDIATION UNIT PER CALJ 12/3/01 INTERIM ORDR
& H 0a/11/02 ’ ALJ PAIST
INITIAL HEARING, HRG RM 2, PLAZA LVL, CMMNWLTH KEYSTONE BLIG, HARRISBRG 10 AM
- N 01/22/02 SEC PRISCIA
ALJ PATST DREHRG ORDER TSSUED-COMPLY W/CERTAIN ROMTS BEFORE 4/11/02 HEARING
g 131 g1/22/62 BC BENJAMIN
SBRVICE LIST FILED
9 b 04/16/02 SEC ‘ FRISCIA
ALJ PAIST FILED REPORT OF HEARING 4/11/02
10 N 04/30/02 SEC FRISCTA
TRANSCRIPT OF INITIAL HEARING HELD 4/11/02 PILED ’
11 N 04/03/02 SEC FRISCIA
ALC PALST ORDER REQUIRING PAYMENT; ORDER ON PRESENTING EVIDENCE SVD TO PARTIES
12 N 04/03/02 SEC FRISCIA
RESPONDENT FILED LTR REQ ONLY COMPLAINANT PRESENT TESTIMONY @ 4/11/02 HEARING
13 N ‘ 06/03/02 SEC ‘ BENJAMIN
ALJ PAIST'S INITIAL DECISION SERVED TO PARTIES ;
14 N 06/24/02 COR BENJAMIN
EXCEPTIONS TO BE FILED
15 N 07/05/02 COR BENJAMIN
"REPLY EXCEPTIONS TO BE FILED
16 N n6/18/02 SEC FRISCIA
COMMISSIONERS FILED REVIEW FORMS~NO REVIEW REQUESTED
17 N - 06/25/02 SEC ZEIDERS
INITIAL DECISION RETURNED UNCLATMED; RESENT REGULAR MAIL
18 N 97/02/02 SEC BENJAMIN
SEC MEMO TO ALJ-NEITHER EXCEPTIONS NOR REQUESTS FOR REVIEW HAVE BEEN RECEIVED
19 N a7/03/02 ' 8EC FRISCIA

ORDER ADOPTED 7/3/02 ISSUED (SEE DOCS 339414 FOR CONTENTS OF ORDER)




‘PTION SHEET CASE MANAGERMENT SYSTEM
REDORT DATE: 00/00/00 . ,

1.

2. BUREAU: ALJ : ;

4. SECTION(S): : 4. PUBLIC MEETING DATE:

& APPROVED RY: . 30/00/00
DIRECTOR: o
SUPERVISOR : :

6. PERSON IN CHARGE. o . 7. DATE FILED: 10/17/91
8. DOCKET NO:  C-20016327 = : 9. EFFECTIVE DATE: 00/00/00

PERTY/COMPLAINANT : WETZEL KEVIN E
RESPONDENT/AEPLICANT: SPRINT COMMUNICATIONS €O LP
| COMP/APP COUNTY: PRANKLIN ' UTILITY CODE: 310183

*

R . T

BALLEGATION OR SUBJECT

COMPLAINANT STATES THERE HAS BEEN NO RESOLVE FOR SERVICE ISSUES AND CONTINUAL
DENTAL OF & PROBLENM. HE IS REQUESTING RESOLUTION AND CRELIT FOR DOWNTIME
ISSUES WITH SERVICE.
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CRAPTION SHEET CASE MANAGEMENT SYSTEM

1. REPORT DATE: 00/00/00 My : -
2. BUREAU: ALJ ' : Q
3. SECTION(S): . 4. PUBLIC MEETING DATE:
5. APPROVED BY: : ¢0/00/00
DIRECTOR: _ : |
supervisor: oL ‘Q@/ e . |
6. PERSON IN CHARCE: . 7 DATE FILED: 10/17/01
8. DOCKET NO:  C-20016327 . 9. EFPECTIVE DATE:  00/00/00

PARTY/COMPLAINANT: PA NETWORKS INC
RESPONDENT/APPLICANT: THE UNITED TELEPHONE COMPANY OF PA

COMP/APP COUNTY: FRANKLIN UTILITY CODE: 2310183 ji@

ALLEGATICN OR SUBJECT

COMPLAINANT STATES THERE HAS BEEN NO RESOLVE FOR SERVICE ISSUES AND CONTINUAL
DENIAL OF A PROBLEM. HE 1S REQUESTING RESOLUTION AND CREDIT FOR DOWNTIME
ISSUES WITH SERVICE.
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Please Print: (you may also type your answers directly onto t§

I

® [ @37

Formal Complaint Form
Pennsylvania Pubtic Utility Commission

Your name, mailing address and telephone number: \U
Name KENIN E WET2E | B
sweerp0pox PO B 629 o Apth
city_CHAN RERSBULS e PA smp 17200 "

County [ RAN KL!{\/ __ Area Code/Home Phone 71 7-860 - 2U3Y
Arca Code/Work Phone _ 717 ~709 =00 30

Name of company your complaint concerns: __SERIN T UN TeD TELCPon

What is your complaint? (Use additional paper if need more space).

ATTACHED

What do you want the Public Urility Commission to do about your complaint?

{Use additional paper if nced more space). e :
ATTACHED | T
| S

o ,

You must sign and date your complaint below.

The information | have placed on this form is true and correet to the best of my
knowledge. I understand that I could be punished under Pennsylvania State Law

if | purp t%ﬁz‘m/fo/mamn ,
/14//} _JISEPT 2.00]

ng(n‘; ture Date

Continued on next page




{f you arc represented by o lawyer you must provide your lawyer’s name, address
and telephone number. :

Lawyer's Name

~ Street

City , , - State . Zip

Area Code/Phonie Number

Mail to:

Seerctary

Pennsylvania Public Utility Comamission
P. O. Box 3265

Harrisburg, PA 17105-3265

For more Information, please contact the Secretary’s Bureau at 717-772-
7771, ‘ ' ~ '
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Main Identity

From: "Network Operations Center” <noc@panetworks net> .

To: "Network Cperations Center® <noc@panetworks net>: <ceo@sprint com=;
<travis@panetworks net>, "Eliza Proper” <eliza@panetworks net>

Ce: <Mike L Higgins@mail sprint.com>; <CHAIRMAN@puc state pa.us>,

<wilsona@puc.state pa. us>, <M.mJally@mail sprint. coms: <pamela sankey@mail sprint com>:
<paulw.baltzer@mail.sprint com>; <michael s tolbert@mail sprint. com>,
<consumers@attorneygeneral.gov>, <russ robinson@rmail sprint com>

Sent:  Thursday, July 19, 2001 6:02 PM ,

Subject:  No Resolve of Sewvice {ssues and Continual Denial of a Problem... Requesting Resolution and
Credit for Downtime, issues with Service -

This is the final ime that i attempt to fix this situation | have several items that need resolved. Im very
disturbed by several things that have happened with service with Spant from the start nearly a year ago. First
of all let me say that Mike does a great job as far as getling us the support we need when we need it (such
as getting lines in ahead of schedule) and helping us get the information we need.

- Several things are disturbing at this point. We have a T1 here with a CIR of 768 Qur suditing and network
monitoring shows that we rarily go over the 768 CIR yet Sprint tells me that we are oversubscribed on the
citcuit and this is the problem. | have requested read only access to Sprints monitoring so t could see for
myself what the problem is and was flatly denied although we have provided access to all of our monitoring -
utilities and have seen the sprint engineers looking up our information on our servers What we see is totally
different than what was presented to us

A T1 with 60 modems providing Internet access should be sufficient to service the number of customers we
have We are seeing problems with 2030 users online and little Internet traffic at ail Latency is typically over
300ms anywhere we go on the Internet. Below is a quote from the Sprint website. 1 find it interesting that
Sprint wili make such claims but doesnt care t6 fix the problem. In addition we are being overcharged for the
services as the competition not only has a fower rate but lower ping times from MAE East in Virginia - All
othet Internet service providers in the area do not have latency issues and are also going through Sprint for
Internet access. This is very disturbing in a fair market and since we are a very community related business
providing services to churches, schools and non profit organizations, local and state goverament in ous
community, : : ,

THIS IS A EXCERT FROM SPRINTS WEBSITE Sprint is clearly not honoring this staterment for us and we
would hike to be credited immediately for the service latency and interuptions we have experienced. Relevant
points are identified We are currently using Sprint Frame refay as identified in the bold face below, the delay
guarentee of 70ms has not happened, we have been denied access to web reporting for delay statistics and
- were denied access to repoits when requested to challenge Sprnts clawm that we are over subscnbed

This information s clearly stated on Sprints website at

hitp flwww. spriotbiz com/press/Q003/000322roundtrip html

Our stalistics are available at the following locations. ,

We would like to be credited for this outage The latency reports are available for public viewing at

hitp:/inews panetworks net or http //monitoring, panetworks net  Please review for yourself Sprint refuses to

make the situation right and we feel that we should not be paying for a service that has not worked well since

day one. In addition several checks sent to Sprint were not credited to our account even though we had

receipts that clearly stated that we were paying for this service | would like a resolution 1o this as soon as
_possible :

Network Delay and Interworking Service Level Agreements (SLAs)

RESTON, Va., March 22, 2000 -- Understanding customers® needs for reliable and secure
transport of data, Sprint Business (NYSE: FON) today announced new Internet SLAs, and is

8/1/2001
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‘also the first to announce terworking SLAs for Frame Relay and asynchronous transfer
mode (ATM) services. The enhanced Internet SLAs provide new Internet customers with
better network delay guarantees and web-reporting capabilities to check delay statistics. In
addition, the Interworking SLAs offer guaranteed network delay and throughput to new
customers with hybrid Frame Relay and ATM networks.

Whether managing e-business applications, using interactive ;

communication services, or transferting mission-critical data, businesses need assurance in
network reliability Sprint is backing up its reliable and secure network with these enhanced
SLAs to increase customer confidence. “With Sprint's industry-leading SLAs, customers are
assured that their e-business applications will run efficiently,” said Christopher Clark,
-assistant vice president of IP and Emerging Setvices. “Sprint's GC-48 Internet backbone,
fully survivable SONET ring technology, and leadership in data network management
provide customers with reliable, end-to-end data services.” R

Sprint’s latest SLA enhancements guarantee a 70-millisecond roundtrip network delay to
new dedicated Internet customers. For example, a major investment firm relies on solid
network performance in order to offer its customers access to buy and sell their investment
options online. Excessive network delays couid potentially cost online trading companies and
other businesses a significant loss in profits. ‘ :

- Also for added convenience, Sprint's customers can review their network performance
statistics via the web with the simple click of a mouse. In addition, for customers with a
compbination of Frame Relay and ATM sites, Sprint is the first to offer Interworking SLAs.
These SLAs provide assured delivery and response times for Delay and Data Delivery Rate
based upon port speed, class of service, and committed information rate. ’

Sprint's 100 percent end-to-end availability guarantee, combined with unprecedented
customer credits, continues to set Sprint apart from the competition. In the unlikely event of
an outage, customers now receive up to 100 percent credit if service is unavailable. On
outages of an hour or less, the customer receives a three-day, pro-rated monthly port and, if
applicable, permanent virtual circuits (PVC) charge credit. On outages over an hour, the
customer receives an additional day credit for each hour the outage persists, up to 100
percent of the customer's monthly port or PVC charge. .

“The network will always be the underpinning of e-business,” said Tamrmy Cancela, vice
president of marketing. “Sprint is committed to network survivability. In fact, for the fourth
straight year, Sprint has held the top spot among major telecommunications carriers with the
fewest FCC reportable outages. ' e

- Network dependability and petformance make the Internet SLAs

and Interworking SLAs for Frame Relay and ATM services an attractive offer for customers
requiring greater assurance in their data communications. To satisfy customer needs for
simplicity and convenience, Sprint also offers a suite of Customer Network Management
tools to monitor and validate network performance and service levels. '

ABOUT SPRINT

8/1/2001
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Sprint is a global communications company — at the forefront of integrating long- distance,

local and wireless communications services, and one of the largest carriers of Internet traffic.
Sprint built and operates the United States' first nationwide all-digital, fiber-optic network and
is a leader in advanced data communications services. Sprint has $20 billion in annual
revenues and serves more than 20 million business and residentiat customers.

30
PSICS
032200

Please be advised that the Pennsylvania Public Utilitles Commission and the Attorney General have been
- notified of our attempts to resolve this 1ssue to no avail :

Kevin E Wetzel

PA Networks Inc

“Its Your Internet . So Use 11"

717-708-0080 Ext 1 :

hitp /A panetworks het : X

“The Only IBeam and Akamai Powered Network In Pennsylvania”

- 8/1/2001
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VisualPulse™ Report

Running on compaq.panetworks.net

Home || Overall | Latency | Packet . oss | Dowrt [} 1 Hour muxcEw 130 Umww | Custom if VisuaiRaufe

This reports covers mcg 2001/09/11 00:00:00 until NcE\E\: 00:00:00 and was created on Thu Oct 11 01:02:44 EDT Nce_
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| RIT [Packet|Down
IP Address Name {Latency| Loss |Time
s o (ms) | (%) | (%)
| 11205.160.193.238% cltn1-82- -6 sprintsve.net 49 (2D 0
2] 205.247.225.1R 352.2 <hbg01 panetworks net | 0 0
3] 205.247.225.8% news,panetworks.net 1 1 0
| 4] 2052472259 wireless1 panetworks.net 1 1] ol
5] 205.247.225.10'8 wireless2.panetworks.net 0 0 0
1 6] 2052472252 dns.panctworks.net 1 1 0
1 71 205.247.225.3% compagq.panetworks.net 0 0 0
8] 207.199.1.155% www.mplayer.com| 107 2l 0
9] 208 136.78 248Vr bbm airchesapeake.com|  284] 21 3
10{ 205.160.193.85% sprintsframerelay 40 Il 0
{11] 144.228.135.65% sl-gw11-fw-2-4. %ma_aw net 80p) (1) o
12 144232 255.97% m_-mé&-ug-m 1-1.sprintlink net pird 1] 0O
13| 144.232.0.129% .w:usa fiv-0-0.sprintlink, net; 71 1] 0
{14]  209.95.144.355W sat panetworks.net 130 16 0
15| 20995.144.10%]  loginpanerworks.net|  131] 16| O
116]206 132.112.233V8{posd-1-0-622M crl ANAZ gblxnet] 106 2l 0
117] 204.148 omwcwsﬂ popl-dtc atdn net 45 1 0

- http#/205.247,225.3 Soﬁmmg%& html
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18] 204,148 96.83Vr popl-rtc.atdn.net 461 1 0
19 Soﬁf - atlantal-brl bbnplanet.net 95 1 0
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23] 205.247.225.53  WWw.pro-pav.com 0 0 0
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Ipm| 3] 31 of o of 1 of 3} 21y 2f 3] 2f 2 22) 221 2| 2f 2i2{2] 2] of of of sl 6o
2pm| 7] 21 o of of 3 of 825 7 7 7 7223 7 7 7 7 o o of 3] 62
3pm| 5] Of o of of o of e 21 s| s s| s{ 23] 24f s| s| s|s|s| s o of of 10 66
4pm] 3| o] of o of of ol 4] 20 3 3] 31 3 21f 21] 3] 3] 333 31 of of of 9 65
spml 1] 0] of of of of of 2f 18 o o | 1] 15 17 1 o il o o of o ol 64|
Lopm| 1f of 1 1 of o of p a8l o of f 1| w4 14l 1] ol ol 1] 1} of of ol of 10 63
7pm| O o] 3] 3] o 1 of 1f 18 o | of of 13] 13] of 1 ofolol 1 of of of of 0
8pm| 1} of 3] 3| of 21 of 1} 18 o 11 o o 1 vl 11 of ofol of of of of of 70
9pm} 3] 0 3| 3| of o of s 20 3 3 3 3 13] 12f 3| 4] 4] 44 3 of of of 12 67
10pm{ 2| O] 4f 4 of 1f of 3f 18 f 1} | 2f 8 8 2 2 f2[2 1 of of of 11| e2
Upm| 1] 1 4 4 2| 2 o 2017 y i o f e 6 tf 1} a1l o 1 1] of 10 63
Latency (ms) by Time of Day @

[ 28 31 4 35| 6 7| 8 9] 10 11] 12| 13| 14] 15] 16| 17] 18} 19] 20] 21| 22 23] 24] 25] 26
[205.[205.[205.1205.1205.1205./205.{207.1208.{205./144.{144.[144.]209.]1209.0206.]204.1204.] 4. 4.]206.]205.]205.[205.] 66.]205.
1160.{247.1247.1247.1247.1247.1247.4199.]136.]160.|1228.]232.]232.| 95.] 95.J132.]148.|148. 0. o.f132.[247.247.1247.] 1.|247.
193.1225.[225.1225.1225.1225.[225,] 1] 78.[193.1135.[255. 0.[144.14d.[112.f 96.| 964 0. 4.J247.|225./225.225.] 97.]225.

238] 1 81 9f 10 2| 3]155{248] 85 65| 97]129] 55 10{233|103] 83| 62| 20| 54]190] 53| 354|100 195
Ji2am| 42f O] o Of 0} oOf 0f 98217f 32{ 70| 38] 65/125]127{102] 39| 39| 87f 87] 76| of of of3e7| 10
lam| 421 of 0| of o of of 99j216f 33| 70| 39| 62]122]124] 99] 37| 38| 86| 86| 75| o ©f o[344] 11
2am{ 46] 0] 0| ¢ o] 0] of103]220] 38| (75} 43| 67]123]125] 104] 43{ 44] 92] o1] 81| o o olzos| 11
3am{ 49f of 1 1 of of of106]222] 38{{80) 48] 73]128]124] 105 41} 41] 92 os] 8s] o] o ol298] 10
dam| 61| Of of of o] 1 0l120]236] 49/ (91} 55| 81]136]138] 116] 51 se[ioaf102] 95] of o of310] 11
Sam|{ 50| Of © 0] ©0f O 0]107]224] 41 41| 67| 124) 1291 105| 43{ 42| 93 96| 82] o of ol200f 11
{ 6am| 44] O o ©Of 0] of of100f217] 33{ (71} 38] 63]120]122] 99| 38 38] 88] 86] 76| oOf of o288] 10
| 7am| 45} 0f O ©of 0] 0] o0f103]224] 36 39] 65]123] 124 100{ 41| 42| 91] 88] 80| o] of of289] 10
. {8am| 47] of of ¢f 0of of o0]104]236] 38 @ 42| 68{123] 124] 103] 40{ 43| 91] o0f 80| of o 0j296] 10

1071152001

< hitp//205.247.225 3:100:last30days himl



D

Pagedof 7

9am| 471 0] of of of of olios]270] 39 78] 4s] 69] 152 140[105] 44| a3] 9zl o1] 83[ of o ol3z3] 11
{toam| 50| ol of of o ol of107322] 1] 80| 47 71]130]132] 106] 55| 56| 99| 92| 86| o] o0 - 0l3do} 11
lam| 50| Of Of ©of of 0 0]108]369] 44l 791 48| 71]134] 135[109] 45| 46| 97| 93] 85| of o] oj3se| 11
12pm| S1{ O] Of Of ©of 0of oj108]319 42| 81 48] 72[134| 134} 108] 46| 46| 96] 9s[ 85| o of o373l 11
lpm{ 55| Of of o of 1] 0]110}343] 44| 82 49| 74]135|139] 110] 4z] 47{ 98] 97 89| o of ol38s| 12
2pm| 53] 0] O] Of Of 0] 0110|355 44] 84] sof 75| 135{13s] 111 47| 4o] 98] 97 89| of 0] ol3o0l 12
3pm| 511 0 of 0] of 1 of110{365] 43| 83| s0] 75| 136] 136] 110 49| 51| 98] 97| 8ol of of olaril 11
dpm| 53] O] O Of O 1 01109/394) 43| 83| 49} 75|135[ 137} 111] 49| s2[ro1]101] 87 of o oldre| 11
Spm| 58] O O 1§ o 1] 0]116}308] 47] 91] s8] 79| 143] 144] 114] 51| sel107] 99| 92| o of ofs1s| 13
6pm| 52) Of Of 0 0] 2| 0]109)272) 44| 86| 49| 73]137| 137] 110 47| 48] 97] os] s8] o o ofa12] 11
Tpm| 49) ©Of 0 0f of 2| 0]105[306] 39| 79| 45| 70| 130f 130 106] 42| 43] os] 93] 8s| ol 0] ol3os| 11
8pm| 45| O O O Of 1 0]103|347) 37| 78] 42| 67| 124] 124] 102] 39| 42| 91] 89 0] o] of olsno] 11
 9pm| 43) O] O 0f O 0] 0]103{320] 36| 77} 42| 68 121f 121f{101] 40| 40| 90] 85| 80| o] o ofze1] 11
1opm| 45| o of of of 3| of102{278] 3s| 80f 41f 67 122]122]101] 41} 4of 96| 94| 79| of o] olazs| 11
1lpm| 46] 0] 0] Of 0f 6] 0]103{237] 37| 78] 41| 68| 125] 124]{ 103| 40! 41} 92] 90 so] o of olso9] 11
Packet Loss (%)
o2t 3] 4 s 6 71 st 9 10] 1] 12] 13} 14| 18] 18] 17] 18f1sf20] 21] 22] 23] 24 25] 26
|205.205,205.[205.{205.1205.1205.1207.1208.1205.]144.1144.1144.1209.1209.1206.1204.1204.] 4.} 4.[206.{205.]205.]205.] 66.]205.
[160.1247.1247.247.1247.1247.1247.1199.1136.{160.{228.1232.1232. 95.| 95.{132.1148.[148.) 0.] 0.]132.[247.247.]247.] 1.]247.
1193.1225.4225.1225.1225.1225.1225.] 1. 78,]193.1135.1255.  0.|144.[144.[112.] 96.] 96.] 0.] 4.247.[225.]225.1225.} 97.[225.
o q238f 1 8| 9 10f 2] 3]155{248] 85| 65| 97]129] 55| 10]233}103] 83|62{20| 54| 190| 53| 54l100] 195
Sep1ty 1| of of o of of of 2| s8f 1f (3} 1f if 23] 250 1] 1f J1la] 1] of of of s| o6
Sep12] 2} ©Of 0 0 o o o 3 471 2| Q2D 2| 2| 25 24] 2] 2f 2/ 2] 2] 2 ol of of s 93
[Sep13f ] of of of of of of 1 o i {uf 1 of 258 23 1| 1 [l 1 o 0] 0] 5]100
{Septd) 21§ ol of ol o o ol 2 1 1 w 1 of 24 24[ 1l af 11l 1] o o of of 4 so
{Sep1s] of of o of of o of i o of o of of 25/ 26] of of ololo] o o o of 3] 77
Sep16f O] o o Of of of of 14 34f of of of of 23 24f of o oo o of of of of 4l o1
hitp:7/205.247.225.3:100/last30days html 1071142004



Page 5 of 7

N
Sep17{ 0O 0] 0 of o of of 1 63 of of of of 22| 211 of 1| 1ol of of ol of s 7s
[Sep18) 1] 0] of O of 1f 0O 1} 1 of of o] 1 20{ 221 of 1 ololol of of ol ol 10100}
Sep19] Of 0O of of of 1} 0o 3 14 of of o of 211 190 of of olofo] of of ol of 7 90
Sep20f O o of of of of of 1 of of 1| o of 35 40f 14] of ololo] ol of of ol s| 95
1Sep21] of of ol of of of o 1 of of of of of 26 251 ol of of ool of of of o] 5 o3
Sep22] 0] 0of of of of of ol 1] 72l ol of ol of 25] 26] of of ofolol of of ol ol & o6
Sep23] of 0 of of of of of 1froof of of of of 25/ 23] of of ofolof of of ol of s o5
Sep24f o of of of of 1f of 1f 39| o] of of of 25/ 25 1] of ofolo of of of of 6 83
Sep25] 21 0] 0o of of 1 o 2f f tf 2 4 ] 64 651 1] 1] af2]2f 1 of ol of sl100
Sep26] of 0 of ol of of of 3 o of of of of s e of of ofolol of of of of e 73
Sep27f 1} o] of of of of o 1§ of of 1 of 1f s 4 1 o] ofolof 1| of of ol s o4
Sep28] ol o o o o 71 of 1} 1 o of sf of 4 4 1f 1f 1l 1ol 1f of of of 4 79
Sep29] O] 0] 20| 20/ 2| 1f Of 1y of of of of of 2| 2f o of olojof of of of o 4 o
Sep30] 2| 1j 15| 8 3 9 of 3f 61 2f 2| 2f 2 3] 3 2| 2f 2f 202 2f i 1f of 7 ss
| Oct1] 11 0f of of 0 1} o 2 s5p 1} 3 | ] 2f 2 1 1} {1} 1] o] of ol sl 85
Oct2f 17} 11 0 of o 2 ol 18 177 17117y 17 17| 18 19 171 7] 17i7l7] 19] of o] of 23] 25
Oct3f 1] of of of of of of 2 36 1 1 oy 31 31 oy 1 oy 1 of of of 5| s3
Oct4] 11 of of of o o of 1 1 of i\ 3 o 3] 2f 1 f 11/} 1t of of o s 1
Octs| 6 s of of of of ol e 6 6 6 \s6 6 17] 17] 6| 6 6| 6| 6] & of of o 10 16
Oct6] O Of 0 o o of o 1 1y o of ¥ 1 « 3f 1| 1110l of of of o 4 92
Oct7] O 0of of o o of of 1f o of of oNo 1f 1 of of ololof of of of of s[ 80
Oct8 0 0f 0o of o of o 1f o of of of \o| 2f 11 of of ofofo] of of of of s 64
L Ooctol of of of o of o of o o o of of on 1f 1 of of olofof of of of of o 1
Oct10] of ol of of of of of 1 o of of of o N\l 1l of of ofof1] of of of of 10 3
‘ Ll ,
NEANVE TR A n00ls
Latency (ms) | | =

& #zu.@wom.wnu.wmm.m.Sohmwﬁuoawwm»:ﬁw ; , , 10/11/200)



Page 6 of 7

1 2f 3| 4 s 6 71 8 9 10 11 12] 13| 14f 15| 16| 17| 18] 19] 20] 21| 22] 23] 24] 25] 26
205.{205.1205.1205.1205.1205.]205.]207.]1208.|205.[144.|144.[144.]209.[200.[206.]204.]204.] 4| 4.[206.]205.205.1205.| 66.120.
[160.1247.1247.1247.1247.1247.1247.1199.1136.1160.1228.[232.232.] 95.| 95.132.}148.{148.] 0.| 0.[132.247.247.1247.] 1.]247.
193.1225.1225.1225.1225.1225,1225.] 1.} 78.[193.135,[255.]  0.J144.|144.]112.] 96. 96.| 0.| 4.]247.]225.1225.1225.} 97.]225.
238) 1] 8 9] 10] 2| 3}155248] 85| 65 97]129] 55| 10)233]103] 83f 62| 20| 54] 190| 53| s54}100] 195

Sep11] 451 0o ol of of ol of1o0s213] 38 Q% 41] 67 109] 112{ 104] 40] 41] 91] 93] 83] of o] of321] 18
Sep12f 39| of of o of o of 99]274] 32| 69] 35| 60]103[103] 97| 35| 35| 8s| 83] 74| o] o] ol296| 14
Sep13f 37) 0f O] o] of 0] 0] 95/234] 29| 67 32 s59]104]105] 94| 33| 32| 91] 89| 71] o o of3as] x|
Sepld] 48] 0f O] 0 0 Of 0] 92/248] 29| 65| 32 58]106| 105 92| 32f 34f 81f 80f 71| of of ofzo7] 13
Sepis| 61] Of 0f of of of of116{274 48{(86} 54| 8o|130]128]117{ 53] s4lroaf101] 93| o] of of3ss| 14
Sep16] 53] 0of 0] of 0 ol oft10f246] 44l(83) 49] 76| 149| 149] 109] 48] 49| 99| se| 871 0] o ol3a9] 17}
Sep17) ss| Of 0] 0f 0] o 0l110]464] 44i{84] so| 76]122] 122 110] 6of 62[100] 9o s8] o o] ol31s] 12
Sep18| 48] of o] of of 2| of104]3se] 41] 450 711171 117)105] 42| 42| 93] 90| 83] 0] 0| 0f396] «x
Sep19] 42| 0] O] O 0] 4] of102)361] 34] (74) 38 65!114] 115 100] 38] 37| 88| 86| 78] of o] ol3s6] 16
Sep20f 42/ o o] of of o of 98] 281] 34](71) 40 63[110]112{104] 36| 36| 88] 85] 77| 0| o0 o338l 18
Sep21] 441 0f ©Of of o ©of of102{278] 36] (74} 41l 66| 110]109]101] 39| 39 90| 87[ 82] 0] o] o0|344| 20
Sep22{ 31| O] 0f 0 0 of o] 87[212] 23] 60| 27| 52| 92 92[ 87| 26] 26| 75| 74| 64| o o olzsal 19
Sep23| 43| of o of of o] of 99| x| 34| {70) 38] 63[104] 105] 99| 37| 37 89| 87 771 o o ol384] 19
1Sep24] 48] 0] 0 0 of 5} 0f106{3s9] 41K 9] 46| 70{112]114] 104] 44] 4] oaf 03] 83] of ol ol3s39] 16
1Sep2s|{ s3] o 0l of of 3] ofiio]281] 44f {84) so| 7s|143]139) 113] 48] 47[100] 95| 90 o o] o350l 20
Sep26| 33] Of Of Of 0 2 0| 80{196] 17| 54 18] 46|122]120] 81| 20] 21] 71] 67 72] ol o o[328] 10
Sep27) 25| O O] of 0o 1j of 821252 19| s6| 22 48{116]116} 82] 21 21| 7t 70] so] o of ofs27] 13
|Sep28| 30| O] O] of o 1] 0f 88/269] 23| 61 28| s52|125|125] 88] 27 27| 77{ 77| 65] o] of of3s2| 10
1Sep29] 331 1§ 3{ 3] 0 4] o0f 891323 26 62| 30} 54f121]122] 92| 30| 30| 79| 77] 66] 1| o o[33s| 11
{Sep30j110f 0] ©Of Of o0f ] 0]178]323|105K46) 108 136] 195! 199] 167 99] 103{161]160{154] 0] o] 0443 10
Octlj 691 O 0 0 0O 1f 0l126]386] 61)(99 64 90]163|161] 129] 65| 66[116{113]105] o] of ofzso] 11
Oct2] 64 O 0 Of ©Of 14 0]122)314] 52]{93) 60| 86} 160]163] 121] se] sol111jtoo] 97] o] ol of348] 10
Oct3| 57| 0O 0 of 0 1] 0f115/297 45[Cad) 54 80| 163] 165115 53| s2fre6l102] 92| of o] of3s4] 11
Oct4] 64] 0] 0 0 0 1] of124]265 s20\to7h 61] 88]156] 153{ 124] 61] solt11ftoof 103] o of ol3s1] 10
Octs| 36] of of o of 1 of 92(243} 24| e6] 32| s7\121{123] 93] 3t] 31} 82| 79[ 73] o o] ol363] 10

© - butp.77205 247.225.3.100/'ast30days html | 5 o , 1071172001



Page 7of 7

56

154

Oct6l 661 1] 1} 1f o] o] ol1z1]277 (96] 68] 88151 124f 61] 64f111l108]100] o of o389 21

Oct7] 58] 1y 1} 1 of of 0]115]252] 49 61] 80] 143] 146[ 116] 55| s7j102}103f 93] of o] of373] 12|
Oct8] 48] 1] 1f 1) 0 0] 0[106/281] 41| (84} 45| 68]134|136]105] 46| 48] 93] 91] 82] o] of of3o0[ 10

Oct9] 35| 11 0 of of o] of 92{242] 24] 64| 311 ss|122{122] 91| 31] 4ol se| 78] 67 o o ol3s51] 10
10ct10] 36| 1] of of of of of 92]244] 25] 65| 33| sef122]122[ 92| 31| 43[ s1[ 80| e8] o] 0| o[3s6] 10
http:/: 205 247.225.3,100;last30days . htm] p

107112001



‘ | ’ Page lof I

Network O_Eeraticns Center

From: <consumers@attorneygenerat gov>
To: <noc@panetworks.net>
- Sent: Fnday, August 10, 2001 4:11 PM
Subject:  Fw No Resolve of Service {ssues and Continual Denial of a Problern. Requesting Resolution
and Credit for Downtime, Issues with Service :

Thank you for recently contacting the Pennsylvania Office of Attorney
General's Bureau of Consumer Protection regarding the above.

If you are unable to resolve this dispute yourself, you have the option

to file a complaint with our Office. From our web site, ,
hitp.//'www. attorneygeneral. gov/ppd/bep/compform/emplat html, vou can
print our PDF complaint form. Simply fill it out, sign it and send it

with any supporting documentation.

If the Bureau may be of further assistance, please do not hesitate to
contact us.

- Very truly yours,

Karen L. Wilkinson

- Consumer Protection Agent
Office of Attorney General
Bureau of Consumer Protection
www attorneygeneral gov

10/11/2001
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Network Operations Center

From: "Network Operations Center" <noc@panetworks.net> v

To: <wilsona@puc.state pa.us>, <Thomas.J. Horn@mail sprint com>; “PA Networks Inc ~ Network
Operations Center" <noc@panetworks.net>, <Mike.L.Higgins@mail.sprint.com>,
<michael s tolbert@mail. sprint. com>, <David.L Carbaugh@mail sprint.coms;
<consumers@attomeygeneral gov>; <CHAIRMAN@puc state pa.us>

Sent: Wednesday, September 12, 2001 5:31 PM ;

Attach:  PA Networks In¢ - Network Operations Center vef

Subject: JOBID. 7 STATUS UPDATE

JOBID- 7

CUSTOMER PA Networks Internal

CONTACT Kevin Wetzeal '

NOTES: Internal Work Should be Billed to This Account

LOGGED AT, Fri 07-Sep-2001 17:56

LOGGED BY Kevint

CATEGORY: Internal Network

PRIORITY. Low ,

TO COMPLETE BY: Mon 10-Sep-2001 09-00

SPENT THIS ACTION O hours, cost 0 ‘
ACTION NOTES: Working with Torn Horn from Sprint fo resolve the issues.
PASSED TO: Kevin. :

TO DO. Fix Latency Issues

ACTIONED AT Sat 08-Sep-2001 19.29

- ACTIONED BY: Kevin

SPENT THIS ACTION. 0 hours, cost 0

SPENT SO FAR. 0 hours, cost 0

ACTION NOTES'None, ,

JOB COMPLETED: Sat 08-Sep-2001 1929,
SOLUTION: Call Thomas Horn at 717-245-6668

ACTIONED AT: Tue 11-Sep-2001 10.46
ACTIONED BY: Kevin
SPENT THIS ACTION: 0 hours, cost 0
SPENT SO FAR. ( hours, cost 0
ACTION NOTES:None.
PASSED TO: Kevin.

TC DO Fix Latency Issues

ACTIONED AT, Tue 11-Sep-2001 11.24

ACTIONED BY: Kevin

SPENT THIS ACTION. 0 hours, cast 0

SPENT SO FAR. 0hours, cost O :

ACTION NOTES Talked with engineers. They suggested 1 set the LM settings to network. Upon doing this
the T1 went down hard and no communications were possible. We set the router back to salf LM! information
and things are working again Sprint is claiming that LM! is not being passed from their network. They have
no rasoiution to the latency or packet drops The packet tass is currently at 8%. Packet loss for the last 24
hours was up to 16% this moming. 16% of all traffic is being dropped at Sprints routers We are riot anywhere
near the CIR for this circuit Upon checking bandwidth rates we were transmitting at 300K outbound and
inbound traffic 1s at 440K. Ticket will remain oper until we have a resolution.

PASSED TO. Kevin

TO DO: Fix Latency Issues

10/11/2001
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ACTIONED AT- Wed 12-Sep-2001 11:40

ACTIONED BY: Kevin

SPENT TH!S ACTION. O haurs, cost O

SPENT SO FAR. 0 hours, cost 0

ACTION NOTES.Got a call from Tom Hom this moming. - Eddie. Stated that another set of technicians will be
coming onsite today around noon to continue to troubleshoot and determine a resolution to the problems
here. Will update licket status when the status changes. Currently not experiencing any packef loss at this
time Latency is termble. Packet loss last night from 10PM till 6AM was noted at 16% again Currentiy the
monitoring server is looking at trending and the following information has beer noted. :

Currently getting 33% packet loss to our uplink facility in Florida which has in essence made our WAN non
operational at this hour. We are connected with OC-3 conneclions in Florida through Telia. This connection
information is located at hitp//205 247.225 3.100/status and the situation is not improving Yesterday the joss
was noted at 50% during business hours. We need to be able te send data to our satelite uplink facilty to
function properly here at the NOC. -
PASSED TO: Kevin,

TO DO Fix Latency Issues

- ACTIONED AT Wed 12-Sep-2001 1145
ACTIONED 8Y: Kevin
SPENT THIS ACTION: O hours, cost 0
SPENT SO FAR U hours, cost 0 ,

CPRIORITY' CGHANGED TO: High ' '
ACTION NOTES:Noted we tested other T1 connections to Florida and are not experiencing problems. Only
this T1 1s experiencing problems. The equipment at the other jocations is identical to the equipment at the
noc. LMI is still not working properly on this circuit Priority upgraded to HIGH priority 55 customers are down
accross the United States at this time due to this cutage. We are expenencing loss of revenue due 1o this
putage at approx. $2000 per month. Customers are being credited for downtime. Request credit for Sprint.
This has been happening for the past 4 months with no resolution. Have noted problems with local users and
with Picksat in Flonda,

PASSED TO: Kevin.

TO DO Fix Latenty Issues

ACTIONED AT Wed 12-Sep-2001 13.27

AGCTIONED BY: Kevin - ;

 SPENT THIS ACTION: 0 hours, cost 0

SPENT SO FAR: 0 hours, cost 0 .

ACTION NOTES.Spnint did not arrive onsite as indicated earlier Will contact and attempt to find out if they
plan on doing additional testing today. o ;

PASSED TO. Kevin.

- TO DO Fix Latency Issues

ACTIONED AT Wed 12-Sep-2001 17.29

ACTIONED BY: Kevin

SPENT THIS ACTION: 0 hours, cost 0

SPENT SO FAR. 0 hours, cost 0 : :
ACTION NOTES: Sprint was onsite. Arrival at 2PM Worked on circuit. Still having issues The following stats
are avaialble for the day. :

TRANSMIT (Bits/Sec) 451672 RECIEVE (Bits/Sec): 704080

No Buffers Available: 0

Data Overflow; 7144

Message Ends 14935909

. Packets Too Long, 102

~ Overflow. 7144

Aborts: 3770

Bad CRCs* 14201

Invahd Frames 9541

Tx Underruns: 4619

LINK Resets 8

Experiencing 100ms latency and 4% dropped packets at this time.
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PASSED TO Kavin,
TO DO. Fix Latency Issues

10/11/2001




LOGGED BY: Kevin

CATEGORY: Internal Network

PRIORITY: Low , ‘

TO COMPLETE BY: Mon 10-8ep-2001 09:00
SPENT THIS ACTION. 0 hours, cost 0
ACTION NOTES None

PASSED TO. Kevin.

TO DO Call Tom Horn 717-245-6668

ACTIONED AT. Mon 10-Sep-2001 08:22

ACTIONED BY: Kevin

SPENT THIS ACTION: 0 hours, cost 0

SPENT SO FAR: 0 hours, cost 0

ACTION NOTES Called on 10 September 2001 and left a message
PASSED TO: Kevin,

TC DO Call Tom Horn 717-245-6568

ACTIONED AT Mon 10-Sep-2001 09.16

ACTIONED BY: Kevin

SPENT THIS ACTION: 0 hours, cost 0

SPENT SO FAR. 0 tours, cost 0 ;
ACTION NOTES: Talked with Tom. Stated that they are gonna send out a tech. He is sending out
& tech, :

PASSED TO. Kevin. '

TO DO Call Tom Horn 717-245-6668

PASSED TO. Kevin
TO DO: Fix Latency Issues

ACTIONED AT Wed 12-Sep-2001 18.52

ACTIONED BY. Kevin

SPENT THIS ACTION 0 hours, cost 0

SPENT SO FAR: (O hours, cost 0

ACTION NOTES. ACTIONED AT: Mon 10-Sep-2001 12:16

ACTIONED BY: Kevin

SPENT THIS ACTION: 0 hours, cost 0

SPENT SO FAR: 0 hours, cost 0 ' ~

ACTION NOTES: Sprint stated that they were gonna be onsite at 11AM and nobody has shown
Current time is 12:16PM. Tom Horn sent an email stating that they would be here. They are a no
show as of 12 16PM. Will update ticket whervif they arrive. Ticket in hold status. Awaiting LEC.
PASSED TO. Kevin. : :

TO DO: Call Tom Horn 717-245-6668

ACTIONED AT: Mon 10-Sep-2001 13.25

ACTIONED BY. Kevin

SPENT THIS ACTION: 0 hours, cost 0

SPENT SO FAR: 0 hours, cost 0

‘PRIORITY' CHANGED TO High ,

ACTION NOTES Tech arrived onsite at 1:25PM Did non intrusive testing Working with tech to
determine cause of recent problems :
PASSED TO: Kevin.

TO DO Work with Tech to resolve issues.

A’CTIONE DAY Mon 1 0-Sep-2001 13.55
ACTIONED BY: Kevin




~ PASSED TO' Kevin.
TO DO Fix Latency Issues

ACTIONED AT. Wed 12-Sep-2001 1851

ACTIONED BY: Kevin

SPENT THIS ACTION: 0 hours, cost 0

SPENT SO FAR. Ohours, cost 0

ACTION NOTES:CUSTOMER: PA Networks Internal
CONTACT: Kevin Wetzel

NOTES: Internal Work Should be Billed to This Account

LOGGED AT Sat 08-Sep-2001 19 30
LOGGED BY: Kevin

CATEGORY: Internal Natwork ‘
PRIORITY. Low .
TO COMPLETE BY: Mon 10-8ep-2001 09.00
SPENT THIS ACTION: 0 hours, cost 0
ACTION NOTES:Norne.

PASSED TO: Kevin:

TO DO: Call Tom Horn 717-245-6668

ACTIONED AT Mon 10-Sep-2001 08:22

ACTIONED BY: Kevin

SPENT THIS ACTION: 0 hours, cost 0

SPENT SO FAR: 0 hours, cost 0

ACTION NOTES:Called on 10 September 2001 and left a message.
PASSED TO: Kevin

TO DO- Call Tom Horn 717 -245-6668

ACTIONED AT Mon 10-Sep-2001 09.16

ACTIONED BY Kevin

SPENT THIS ACTION 0 hours, cost 0

"SPENT SO FAR: 0 hours, cost 0 :

ACTION NOTES:Talked with Tom Stated that they are gonna send out a tech He is sending out
alech.

PASSED TO Kevin.

TO DO. Call Tom Horn 717-245-6668

ACTIONED AT: Mon 10-Sep-2001 09:22
ACTIONED BY: Kevin

SPENT THIS ACTION: 0 hours, cost 0
SPENT SO FAR. 0

~ PASSED TO: Kevin.

TO DO. Fix Latency Issues

ACTIONED AT: Wed 12-Sep-2001 18.52

ACTIONED BY: Kevin

SPENT THIS ACTION: 0 hours, cost 0

SPENT SO FAR: 0 hours, cost 0

ACTION NOTES:JOB ID: 11

CUSTOMER. PA Networks Internal

CONTACT: Kevin Wetzel

NOTES: Internal Work Should be Billed to This Account

- LOGGED AT. Sat 08-Sep-2001 19.30




technicians will be coming onsite today around noon to continue to troubleshoot and determine a
resolution to the problems here. Wilt update ticket status when the status changes. Currently nat
experiencing any packet loss at this time Latenicy 1s terrible Packet Joss last rught from 10PM till
B6AM was noted at 16% again. Currently the monitoring server is looking at trending and the
following information has been noted; : o

Currently getting 33% packet loss to our uplink facility in Florida which has in essence made our
WAN rion operational at this hour. We are connected with OC-3 connections in Florida through
Teita This connection information is located at http://205 247.225.3:100/status and the situation
is notimproving. Yesterday the loss was noted at 50% during business hours. We need 1o be
able 10 send data to our satellite uplink faciiity to function properly here at the NOC.

PASSED TO: Kevin. : .

TO DO: Fix Latency Issues

ACTIONED AT: Wed 12-Sep-2001 11:45

ACTIONED BY: Kevin

SPENT THIS ACTION: 0 hours, cost 0

SPENT SO FAR: 0 Hhours, cost 0

'PRIORITY' CHANGED TO. High. :

ACTION NOTES.Noted we tested other T1 connections to Florida and are ot experiencing
problems. Only this T1 1s expenencing problems. The equipment at the other locations is
identical to the equipment at the noc. LM is still not working properly on this circuit. Priority
~upgraded to HIGH priority. 55 customers are down accross the United States at this time due to
this outage. We are experiencing loss of revenue due to this outage at approx. $2000 per month
Customers are being credited for downtime Request credit for Sprint. This has been happening
for the past 4 months with no resolution Have noted problems with local users and with Picksat
in Florida

PASSED TO: Kevin.

TO DO: Fix Latency Issues

ACTIONED AT Wed 12-Sep-2001 13.27

ACTIONED BY. Kevin

SPENT THIS ACTION® 0 hours, cost 0

SPENT SO FAR. 0 hours, cost 0 : :

ACTION NOTES.Sprint did not arrive onsite as indicated earlier. Will contact and attempt to find
out if they plan on doing additional testing today ;

PASSED TO. Kevin.

TO DO: Fix Latency Issues

ACTIONED AT Wed 12-Sep-2001 17:29
ACTIONED BY: Kevin ;
SPENT THIS ACTION: 0 hours, cost 0
SPENT SO FAR: 0 hours, cost 0
ACTION NOTES Sprint was onsite. Arrival al 2PM. Worked on circuit. Stil having ssues. The
following stats are avaialble for the day ‘ ‘ :
TRANSMIT (Bits/Sec) 451672 RECIEVE {Bils/Sec) . 704080
No Buffers Available: 0
Data Overflow: 7144
Message Ends, 14935909
Packets Too Long. 102
Overflow. 7144
Aborls. 3770
Bad CRCs: 14201
- lnvalid Frames: 9541

Tx Underruns: 4619
LINK Resels: 8 '
Experiencing 100ms latency and 4% dropped packets at this time.




HISTORY PAST 2 MONTHS
STILL NO RESOLUTION :
FROM PA NETWORKS TROUBLE TICKET SYSTEM

JoBiD7

CUSTOMER: PA Networks internal

CONTACT: Kevin Wetzel

NOTES. internal Work Should be Billed to This Account

LOGGED AT: Fri 07-Sep-2001 17:56

LOGGED BY. Kevin

CATEGORY: Internal Network

PRIORITY: Low

TO COMPLETE BY: Mon 10-Sep-2001 09:00

SPENT THIS ACTION: 0 hours, cost 0 :
ACTION NOTES Working with Tom Harn from Sprint to resolve the issues.
PASSED TO Kevin. /

TO DO Fix Latency Issues

_ACTIONED AT: Sat 08-Sep-2001 1929
ACTIONED BY: Kevin
SPENT THIS ACTION. 0 hours, cost O
SPENT SO FAR: Ohours, cost 0
ACTION NOTES:None. v
JOB COMPLETED' Sat 08-Sep-2001 19:29.
SOLUTION' Call Thomas Horn at 717-245-6668

ACTIONED AT. Tue 11-Sep-2001 10:48
ACTIONED BY: Kevin
SPENT THIS ACTION. 0 hours, cost 0
SPENT SO FAR 0 hours, cost 0
ACTION NOTES:None. -
PASSED TO' Kevin
TO DO: Fix Latency Issues

ACTIONED AT Tue 11-Sep-2001 1124
ACTIONED BY: Kevin
SPENT THIS ACTION . 0 hours. cost 0
SPENT 80 FAR: 0 hours, cost 0
ACTION NOTES Talked with engineers. They suggested i set the LMI settings to network. Upon
‘doing this the T1 went down hard and no communications were possible. We set the router back
to self LMl information and things are working again. Sprint is claiming that LMl is not being
‘passed from their network. They have no resolution to the latency or packet drops. The packset
loss is currently at 8%. Packet loss for the last 24 hours was up to 16% this moming. 16% of ali
traffic is being dropped at Sprints routers. We are nat anywhere near the CiR for this circuit.
Upon checking bandwidth rates we were transmitting at 300K outbound and inbound traffic is at
440K. Ticket will remain open until we have a resolution
PASSED TO: Kevin.
TO DO: Fix Latency tssues

ACTIONED AT: Wed 12-Sep-2001 11-40

ACTIONED BY: Kevin '

SPENT THIS ACTION: O hours, cost 0

SPENT SO FAR: 0 hours, cost 0 . ,
ACTION NOTES:Got a call from Tom Horn this moming. - Eddie. Stated that another set of




SPENT THIS ACTION: O hours, cost O

SPENT SO FAR: 0 hours, cost ¢

ACTION NOTES: Tech stated thal we were not over our CIR 768
'PASSED TO: Kevin.

TO DO: Fix Latency Issues

ACTIONED AT Fri 14-Sep-2001 14 27
-ACTIONED BY: Kevin
SPENT THIS ACTION: 0 hours, cost 0
SPENT SO FAR: 0 hours, cost 0 Lol
ACTION NOTES:Network stili no different than original problems reported. Sprint is going {6
provide a report on the problems that we are having
~ PASSED TO: Kevin. : '
TO DO Fix Latency Issues

ACTIONED AT: Mon 17-Sep-2001 14:38

ACTIONED BY. Kevin

SPENT THIS ACTION: 0 hours, cost 0

SPENT SO FAR. 0 hours, cost 0

ACTION NOTES. Sprint is supposed to provide report or information on the problems we are

having. Have not heard from Sprint. Problem 1s ongoing. The network is showing 130MS latency

- atthe carhisle router and 8% packet loss in Fort Worth. Trouble still ongong. No resolution at this
time. Customers in Florida are down at this time. Total loss reported this month in excess of
$3000 in revenue from this problem. Still waiting on a solution from Sprint

- PASSED TO' Kevin
TO DO: Fix Latency Issues

ACTIONED AT Wed 19-Sep-2001 15:30

ACTIONED BY Kevin

SPENT THIS ACTION 0 hours. cost 0

SPENT SO FAR: 0 hours, cost 0

ACTION NOTES Yes this is happening with all customers that are diging into us. I think i
have the problem identified however. We are dropping 50% of packets from

Sprint. Im working with them to get this resolved now. Will update you as

soon as i find out more. Thanks for gstting back to me. :

Kevin Wetze!
PA Networks Inc

- Qriginal Message —~—-

From" "Rafael Alvarez" <RAlvarez@picksat com>

To" "Network Operations Center” <noc@panetworks. net>
Cc: <Noc@picksat.com>

Sent. Wednesday. September 19, 2001 1-46 PM

Subject: RE: dish update

= Kevin. , ‘

> { have been running several test from here (VPN and regular Flash)and
avery : , ,
> download is showing an average from 50 to 55 KB/second. 1 also tatked with
> several customers in Mexico and Bolivia and no one is complaining about
the : '

> system performance for the last 2 weeks. | don't understand what is

> happening with your link, since last week I run some tests calling

directly ‘ ‘



> 10 your ISP and the performance was really slow.
PASSED TO: Kevin. :
TO DO Fix Latency issues

ACTIONED AT: Wed 18-Sep-2001 15.31

ACTIONED BY: Kevin

SPENT THIS ACTION. 0 hours, cost 0

SPENT S0 FAR: 0 hours, cost 0

ACTION NOTES When running the same

tests ~ :

> from here to our ISP or other Jocal ISP, performance went to normal.
> | am going to {red again calling to your ISP

> Is this happening with all your customers?

SPRINT IS CURRENTLY COSING US LOSSES BY THIS CIRCUITS PERFORMANGE IN
EXCESS OF $3000.00 PER MONTH AND HAS NOT RESPONDED IN A WEEK AS TO WHAT
IS BEING DONE TO CORRECT THIS SITUATION, : ‘

{(Forward to Representatives for Action)

PASSED TO: Kevin
TO DO. Fix Latency Issues

ACTIONED AT Wed 03-0ct-2001 20 5

ACTIONED BY: Kevit ‘

SPENT THIS ACTION: 0 hours, cost 0

SPENT SO FAR' Ohours, cost 0

ACTION NOTESStill no resolution to this issue. Sprint called {Mr Horn) to state that they want to
put in a cisco roufer to test it and see if its the customer provided equipment causing this issue.
PASSED TO Kevin. : : :

TO DO. Fix Latency Issues

ACTIONED AT Thu 11-Oct-2001 13.46

ACTIONED BY: Kevin

SPENT THIS ACTION 0 hours, cost 0

SPENT SO FAR: 0 hours, cost 0

ACTION NOTES:Filing formal complaint with Public Utilities Commission Did an informal

complaint a few months ago Making arrangements to install circuit from another carrier to
alleviate this issue. Requesting credit from Sprint Have called. Received no calls back in the

past 2 weeks from Sprint biliing

PASSED TO: Kevin

TO DO: Fix Latency Issues




PA Networks inc
PO Box 629
Chambersburg, PA 17201
Phone (717) 709-0080 -
Fax (509) 267-2115
http:/iwww.panetworks.net

Complaint Background and Timeline

Latency above and beyond advertised latency, o :

Non response and non-return of phone calls left for safes associates at Sprint,
Non credit of payments to account lost payments billing issues. '
Loss of revenue and excessive downtime during production hours.

. Notgetting responses or credit for downtime that occurred after hours.

»

»

¥

The problems described in this memo have been occurring since Jan of 2001, PA Networks
Incorporated has made all attempts to fix and alleviate the problems that are oceurring. Sprint has
been sending various techniciang in to repair or find the source of the problems and months have
gone by without resolution, We have attempted to contact our account represeniative at Sprint and
- have left numerous messages with oo call back or response from Sprint.

Problem with Interne( connection: ,

On or about 15 Oct 2000 PA Networks Inc purchased a feased line Frame Relay conuection to the
Internet from Sprint United Telephone of Pennsylvania. From the start we have experieaced nothing
but problems with the connection. Our connection to the Internef has beex slow, unresponsive and
has had periods of downtime for which we have not been credited. In addition Sprint has not
provided an account representative to assist us with these matters even though we were told that we
would be provided with a representative to assist us with our orders, changes, problems and billing.

The Internet connection was advertised by Sprint on their Internet site as having a 70ms Network
Delay and Interworking Service Level Agreement on March 22, 2000. This docitment was part of the
basis for us ordering and choosing Sprint for our data needs. A copy of the press release is included
below. Sprint clearly has not provided services and additional proofis included in this memorandum
as well,

ORIGINAL PRESS RELEASE FOLLOWS ,
This press release is available at hitp //www,sprinibiz.co m/press/0003/000322roundtrip htm! .

EX. A

SPRINT UNVEILS INDUSTRY-LEADING 70 MILLISECOND ROUNDTRIP INTERNET
NETWORK DELAY WITH A 100 PERCENT UPTIME GUARANTEE

Network Delay and Interworking Service Level Agreements (SLAs)

RESTON, Va., March 22, 2000 - Understanding customers’ needs for reliable and secure transport of data,
Sprint Business (NYSE: FON) today announced new Internet SLAs, and is also the first to annpounce -
Interworking SLAs for Frame Relay and asynchronous transfer mode {ATM) services The enhanced
Internet SLAs provide new Intemet customers with better network delay guarantees and web-reporting
capabtlities to check delay statistics. In addition, the Interworking SLAs offer guaranteed network delay
and throughput to new customers with hybrid Frame Relay and ATM networks

Whether managing ¢-business applications, using interactive

communication services, or transferring misston-criticat data, businesses need assurance in network

rehability. Sprint is backing up its refiable and secure network with these enhanced SLAS to increase
customer confidence “With Sprint’s industry-leading SLAs, customers are assured that their e-business

apphcations will run efficiently,” said Christopher Clark, assistant vice president of 1P and Emerging

PA Networks Incorporated
“I’s Your luternet So Use [t!”




PA Networks Inc
PO Box 629
Chambersburg, PA 17201
Phone (717) 709-0080
Fax (509) 267-2115
http:ilwww.panetworks.net

Services. “Sprint’s OC-48 Internet backbone, fully survivable SONET ring technology, and leadership in
data network management provide customers with reliable, end-to-end data services ™

Sprint’s latest SLA enhancements guarantee a 70-millisecond roundtrip network delay to new dedicated
Internet customers For example, a major investment firm relies on solid network performance in order to
offer its customers access 1o buy and sell their investment options online. Excessive network delays could
potentially cost online trading companies and other businesses 2 significant loss in profits

Also for added convenience, Sprint’s customers can review their network performance statistics via the
web with the simple click of a mouse In addition, for customers with a combination of Frame Relay and
ATM sites, Sprint is the first to offer Interworking SLAs These SLAs provide assured dehvery and
response times for Delay and Data Delivery Rate based upon port speed, class of service, and committed
infurmation rate

Sprat's 100 percent end-to-end availability guarantee, combined with unprecedented customer credits,
continues to set Sprint apart from the competition. In the unlikely event of an outage, customers now
recerve up to 100 percent credit if service 15 unavailable On outages of an hour or less, the customer
recetves & three-day, pro-rated monthly port and, if applicable, permanent vidual circuits (PVC) charge
credit. On outages over an hour, the customer receives an additional day credit for each hour the outage
persists, up to 130 percent of the customer’s monthly port or PVC charge. '

The network will always be the underpinning of e-business,” said Tammy Cancela, vice president of
marketing “Sprint is committed to network survivability. In fact, for the fourth straight vear, Sprint has
held the top spot among major telecommunications carriers with the fewest FCC reportable outages

Network dependability and performance make the Internet SLAs and Interworking SLAs for Frame Relay
and ATM services an attractive offer for customers requiring greater assurance in their data ‘
communications. To satisty customer needs for simplicity and convenience, Sprint also offers a suite of
Customer Network Management tools to monitor and validate network performance and service levels

ABOUT SPRINT

Sprint is a global communications company - at the forefront of integrating long- distance, local and
witeless communications services, and one of the largest carriers of Internet traffic. Sprint built and
operates the United States' first nationwide all-digital, fiber-optic network and is u leader in advanced data
communications services. Sprint has $20 billion in annual revenues and serves more than 20 million
business and residential customers ‘

<30
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Below is proof that Sprint does not provide a 70ms latency gugrantee on their circuits. PA Networks
Incorporated has been monitoring this Internet connection for the past few months and is incloding
the Istency statistics with this memorandum.

PA Networks Incorporated
“It’s Your Internet So Use It
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EX.2 Enclosed

The entire trouble ticket system entries for the past month and a half as well as the previous history
have been incloded.

This issue is costing our firm approx. $3000.00 per month and has been ongoing since March of 2001,
We have lost thousands of deHars in revenue and feel that Sprint is trying to harm smaller Internet
Service Providers so that they don’t have to compete with them. Sprint will not return phone calls or
provide us with a dedicated account representative to obtain a resolution to this problem. Sprint was
supposed (o provide a report to outline the problems and resolutions and has not as of this date
provided such report. Since we are in the process of replacing the connection we wonld like Lo be
credited for the service since March of 2001 when the problem was first brought to Sprinis atteation
and we would like to have all billing stopped for the services at this location until such time as Sprint
provides the services that they have advertised. We will in the meantime purchase a circuit from
another provider but we do not feel that it is fair for us to pay for this service since it has not been
stable since being installed and has cost us revenue losses since inception,

PA Networks Incorporated
“It's Your Internet So Use 11



'COMMONWEALTH OF PENNSYLVANIA
PENNSYLVANIA PUBLIC UTILITY COMMISSION
P O BOX 3265, HARRISBURG PA 17105-3265

DATE SERVED: OCTOBER 30, 2001

C-20016327

SPRINT COMMUNICATIONS COMPANY LP

RICHARD A HRIP
VICE PRESIDENT EXTERNAL AFFAIRS Q 0 CUM\E N k
1201 WALNUT BOTTOM RD |

CARLISLE PA 17013 | | F OLD

Dear Sir/Madam:

A complamt has been filed against you before the Pennsylvania Public Utility Comumission
by KEVIN E WETZEL. To defend yourself against the claims stated in the following pages, you
must act within twenty (20) days by filing in writing with the Comumission, either personally or

“through your attorney, your defenses or objections to the claims stated against you. Or, you may
satisfy the complaint by settling the matter with the Compiaulam and submitting proof of settlement
to the Comrmssxon within twenty (20) days, :

- IF YOU FAIL TO RESPOND WITHIN TWENTY (20) DAYS, THE CASE MAY GO

FORWARD IN YOUR ABSENCE AND A JUDGEMENT MAY BE ENTERED AGAINST YOU
BY THE COMMISSION WITHOUT FURTHER NOTICE.

CUSTOMER OF A UTILITY

A payment schedule may be prescribed or a termination of utility services may be
authorized. You may lose money or property or other rights important to you.

COMPANY/UTILITY

-An Administrative Law Judge may revoke or suspend any certificate or permit held by
you, or impose a fine, or any other appropriate penalty or remedy authorized by the Public
- Utility Code. You may lose money or property or othier rights important to you.




‘OCTOBER 30, 2001

- Detailed instructions on how to proceed are contamed in the attached pages. You arc

~ advised toread them carefully.

‘Unless you are 4 corporation or other organization, you may proceed without a lawyer.
However, if you want a lawyer and do not have one or cannot aﬁerd cme, the office listed below can
‘tell you where you can get legal help:

Pennsylvania Lawyer Referral Service
Pennsylvania Bar Assomatmn

P.0. Box 186

Harrisburg, PA 17108

(800) 692-7375

Very trulyvyours,

yan L-’ma’(_w AL
8 James J. McNulty' »

Secretary

DDI




BEFORE THE PENNSYLVANIA PUBLIC UTILITY COMMISSION

L oDCU“EN‘
Kevi e werzen © NEQLDER

VS.

| : | Complaint Docke
SPRINT COMMUNICATIONS No: C-20016327 n ch‘ﬁt En
COMPANY, L.P.

Respondent e 3 0 20(}1

DATE SERVED: OCTOBER 30, 2001

FORMAL COMPLAINT NOTICE TO RESPONDENT TO ANSWER OR SATISFY

TO: SPRINT COMMUNICATIONS COMPANY, L.P.
TAKE NOTICE:

That a complaint in the above entitled matter, of which the attached is a true and
correct copy, has been presented and filed of record with the Pennsylvania Public Utility
Commission.  Section 702 of the Public Utility Code, 66 Pa. C.S. Section 702, requires the
Commission to serve on cach party named in a complaint a copy of the complaint and notice calling
upon each party to satisfy the complaint, or to answer the same in writing within a speuf' ied time;
THEREFORE, ~

1. You have twenty (20) days from the date on which this complaint is served to

either satisfy this complaint or to file with the Secretary of the Pennsylvania Public Utility
- Commission, P. O. Box 3265, Harrisburg, PA 17120, an answer (original and two copies), 1n
writing, under oath, which, as required by Section 5.61 of the Commission’s Rules of Practice and
Procedure, 52 Pa. Code Section 5.61, cither affirms or specifically denies the allegations in this
complaint. You must also serve a copy of the answer upon the complainant. The date of service is
‘the mailing date as indicated by the date at the top of this Notice. Section 1.56(a) of the
Commission's Rules of Practice and Procedure, 52 Pa. Code Section 1.56(a).

2. If you fail to either satisfy this complaint or to file answer or other responsive
pleading within twenty (20) days, you will be deemed to have admitted all the allegations in this
complaint in accordance with Section 5.61 of the Commission's Rules of Administrative Practice
and Procedure, 52 Pa. Code Section 5.61. In that event, the Commission may, without hearing, enter
an order which either revokes or suspends any certificate or permit held by you or which imposes a

fine or any other appropriate penalty or remedy authorized by the Public Utility Code, 66 Pa. C.S.
Section 101, et seq.; and, if you are a customer of a utility, an order may be entered which prescribes




a payment schedule or which authortizes termination of utility services. The Commission is not
limited to the relief sought by the complainant in paragraph 4 of the attached complaint.

3. If you elect to satisfy this complaint you must file, within twenty (20) days from
the datc on which this complaint is served, affidavits executed by each complainant that this
complaint has been satisfied. Such affidavits must describe the basis on which this complaint was
satisfied, any settlement agreement between the parties must be reduced to writing and attached to
the affidavit. Such affidavits are to be filed with the Secretary of the Commission at the address set
forth in paragraph 1. Upon receipt of affidavits of satisfaction from all complainants, this complaint
may be dismissed by the Commission in accordance with Section 703(a) of the Public Utility Code,
66 Pa. C.S. Section 703(a), unless the Commission determines that such dismissal would be contrary
1o the public interest, in which event the Commission may direct that hearings be held upon the
complaint, 3

4. If you file an answer which admits the allegations in this complaint, or which fails
ta specifically deny the allegations in this complaint, the Commission may, without hearing, enter an
order which either revokes or suspends any certificate held by you or which imposes a fine or any
other appropriate penalty or remedy authorized by the Public Utility Code, 66 Pa. C. S. Section 101,
et seq.; and, if you are a customer of a utility, an order may be entered which prescribes a payment
schedule or which authorizes termination of utility services. The Commission is not limited to the
relief sought by the complainant in paragraph 4 of the attached complaint.

: 5. If you file a timely answer which specifically denies the allegations in this
complaint, or which raises material questions of law or fact, this matter shall be referred to the Office
of Administrative Law Judge for hearing and decision. If, after hearing on the issues raised by that
answer, you are found to have committed any of the violations alleged in the complaint, the
Adntinistrative Law Judge may render a decision which either revokes or suspends any certificate or
permit held by you or which imposes a fine or any other appropriate penalty or remedy authorized
by the Public Utility Code, 66 Pa. C. S. Section 101, et seq.; and, if you are a customer of a utility, an
order may be entered which prescribes a payment schedule or which authorizes termination of utility
services. In the imposition of a penalty after a hearing the Administrative Law Judge is not bound
by the relief sought by the complainant in paragraph 4 of the attached complaint.

Nate 7'7}1&77”%&-

James J. McNulty
Secretary

(SEAL)

Certified Mail
Return Receipt Requested




JOSEPH 3 MALATESTA, JR
WILLIAIA T HAWKE

KEVIN J MeKEOR

LOUISE A KNIGHT
YHOMAS J. SHISCAR
NOBMAN JAMES KENNARD
ULLIAN SMITH HARKIS
SCOTE T WYLAND

S TODEG S STEWART

James J. MeNulty, Secretary
Pennsylvania Public Utility Commission
Commonwealth Keystone Building

400 North Street - Filing Room

PO, Box 3265

Harrisburg, PA 17105-3265

‘ THE LAW FIRM OF
MALATESTA HAWKE & MCKE®!
HARRISBURG ENERGY CENTE
100 NORTH TENTH STREE
HARRISBURG, PENNSYLVANIA 1
(717) 236:1300
FAX (717) 236-4841

htlp fhvww.mhmi-law com

CRAIG R BURGRAFF
JANET L MILLER
SUSAN J SMITH

November 21, 2001

Re:  Kevin E. Wetzel v. The United Telephone Company of Pennsylvania, Docket No.
C-20016327. ANSWER

[ear Mr. McNuly:

Enclosed lor fiting with the Commission are an original and three (3) copies of The
Linited Telephone Company of Pennsylvania™s Answer i the above-captioned matter. A copy of
this document has been served in accordance with the attached Certificate of Service.

If vou have any questions with regard to this filing, please direct them to me. Thank you
for your attention {o this matter. ‘ :

JI M/kmg
Enclosures

ce Kevin E. Wetzel

Very truly vours.,

L. Miller

o~ 1 g g . P
Caoubse] tor The United Telephone
Company of Pennsylvania

AV 5.0 20053

py oo




BEFORE THE
PENNSYLVANIA PUBLIC UTILITY COMMIS
¥
KEVIN E WETZEL, ¢
Compiainzmt
% e

v. Docket No, C-20016327 = . -
: M5
THE UNITED TELEPHONE COMPANY : NP
OF PENNS YL VANIA, : RISk
Respondent e D OC UME_ N ﬁ m rf; -2
| L G

FOLDER £ &

‘ ANSWER OF
THE UNITED TELEPHONE COMPANY OF PENNSYLVANIA

TO THE FORMAL COMPLAINT OF KEVINE. \Eﬁg‘@%@% @?%@
" oNov 26200

The United Telephone Company of Pennsylvania (“United” or “Company™}, by its attorneys
pany ), ; pan) b

AR e

iri this proceeding, Malatesta Hawke & McKeon LLP, hereby submits its Answer to the Formal
nds and avers

Complaint tiled by Kevin E. Wetzel ("Mr. Wetzel”). In support thereof, United resﬁn

as follows:

1. ADMITTED based upon information ‘an‘d‘ belief. United AVERS that Mr. Wetzel
appears to be disputing service provided to PA Networks Inc. (“PA Networks™)'. an Internet Service
Provider (“ISP") with a mailing address of PO Box 629, Chambersburg, PA ‘1’72€)i. United

AVEKRS that this account is a business account receiving intemnet service under telephone account

number 717-709-0080. For purposes of this Answer, United considers the Complainant to be both

Kevin E. Wetzel and PA Networks (“Complainant™).

! United AVERS that, although the Cotmmission®s Regulations require that corporations be represented by counsel
m litigated proceedings, PA Networks does not list an attorney on the Formal Complamt form




® -

2. DENIED. The correct corporate name of the Respondent in this mager is “The
United Telephone Company of Pennsylvania.”

3. United AVERS that this Answer responds to the threéspagg docxmcﬁ entitled
“Compluint Background and Timeline™ that was attached to the Formal C omplaint filed at Docket
No. C-20016327.

 United DENIES that the allegedly low latency levels experience& on telephone
accdunt number 717-709-0080 arc caused by failures of the Company’s equipment. On the
contrary, United AVERS that the Company's testing shows that Complainant’s alleged service
pmblems are c:msed by a customer oversubscription of the PA Networks' facilities or by a failure of
the customer’s internal equipment.

United DENIES that its sales associates have been non-responsive to Complainant’s
telephone calls. On ’the contrary, United AVERS that Cempany personnel hz;v,e been ivorking with
Mr. Wetzel and Complainant since June 2001 in an attempt to locate and rectify the possible source
of the alteged service complaints. |

United DENIES that all payments received for charges owed on telephone account
number 717-709-0080 have nof been credited. To the extent Complainant has other “billing issues”
or disputes 10 raise in connection with the billing of telephone account number 71 7-709-0080,
United AVERS that no specific information with regard to these billing issxies or disputes was

“contained in the Formal Cormplaint.  United is, therefore, without sufficient information or
knowledge to respond to Complainant’s statements and these statements are DENIED.

Unilcd. is without sufficient information or knowledge to respond to Complainant’s
statements that PA Networks allegedly has experienced “loss of revenue and excessive downtime

during production hours™ and these statements are therefore DENIED. To the extent Complainant

I




is seeking money damages in this proceeding, United A\/"ERS that the Commission has no
statutory authority to award damages under the Public Utilit}r Code. 66 Pa. C.S.A. §10] et sey.
With respect to Complainant’s statement that PA Networks is “not getting responses or credit for
downtime that occurred after hours,” United AVERS that nci credits are due for services
provided ‘to telephone account number 717-709-0080.  Complainant’s statement is therefore
DENIED.

United ADMITS that numerous technicians have been sent 1o Complainant's
pleu;f: of business in an attempt to locate and repair the source of Complainant’s alleged service
pr{)bir:ms United ADMITS t’hnt Complainant continues to dispute the quafi’t_\;' of service
provided 0 telephone account number 717-709-0080. 1.3nized AVERS, however, that all testing
performed by the Company indicates that the service probiéms allegedly experienced by
C‘«‘xiﬁplainam are a result of a customer oversubscription by PA Networks of its facilities or are
éaus,ed by failures of the custoxncr‘sf internal equipment. |

United DENIES that the Company has refused to assign an account representative
to the PA Networks’ accmmi or that this individual, Thomas Horn, has been unresponsive to
Complainunt’s ealls.  On the contrary, Mr. Horn and Mr. Wetzel have exchanged numerous
iclcphone calls since August 24, 2001 in connection with the Service problems allegedly
é)épcricnued by PA Networks. |

United ADMITS that, on or about October 15, 2000, PA Networks purchased a
“leased line Frame Relay connection™ from United for use in connecting with the intemnet.
Uinited AD‘M['I‘S that Complainant began to report problems with this service in December 2000
and that those reports included slow connection speeds and downtime. Ay indicated above, all

testing performed by the Company indicates that Complainant’s alleged service problems are a

Lok
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result of a customer oversubscription by PA Networks of its facilities or by féil’urcs in the
customer’s internal equipment. United DENIES that any credits are due for services provided t6
telephone account number 717-709-0080.

| United ADMITS that the “Press Release™ included as part of the Forrhal
Complaint was 1ssued by Sprint Commun‘rbationé LLP on March 22, 2000. United is, however,
without sufficient information or knowledge 1o respond to Complainant’s statements regarding
the role that the Press R‘clcasé information played in the decision of PA Networks to order data
 service from the Company. These statements are therefore DENIED.

Based on documents attached to the Formal Complaint, United ADMITS that it
appears PA Networks has been monitoring its internet connection “for the past few months.”
United 1s without sufficient information or knowledge, however, to réspcmd to Complainant’s
clum that the attached documentation shows that the “latency statistics™ included} with the
Formal Complaint support Complainant’s claim that a 70ms latency level has not been
maintained on the PA Networks line at all times. These statements are therefore DENIED.

United ADMITS that Complainant has been disputing the quality of service
provided to telephone account number 717-709-0080 since January 2001. United is. however,
withoui sufficient information or knowledge to respond to 'CO:ﬂplétinaritfs stalements regarding loss
of revenue a?lcgcdlykexpcricnccd by Cémplainant during this period §i‘ ﬁmé. These statements are
therefore DENIED. By way of further answer, United AifERS that the Commission is without
statutory authority under the Public Utility Code t‘of award damages.

United DENIES that it is “trying to harm smaller Internet Service vaiders" in
order to rcrhove these [SPs from competition or that the Corﬁpany is intentionally providing

inferior service for any reason. United DENIES that it has not returned Complainant's telephone




calls or assigned a “dedicated account representative” to the PA Networks™ account. While
United ADMITS that the Company has not been able 1o “obtain a resolution” of Complainant’s
otigoing service claims that has met with Complainant’s satisfaction, United AVERS that all
testing indicates that the Company’s facilities and equipment are mnctionihg within normal
parameters and that the afleged service problems being reported are a result of Complainant’s
oversubscription of its ISP services or a result of failures of the customer’s internal equipment.
’Unite‘d ADMITS that it has not provided a written r’eport to Complainant
regarding the alleged service problems and proposed resolutions. Umted AVERS that these
issues were thoroughly discussed during a meeting between Mr. ‘Wetze[ and Compimy
representatives that occurred on June 29. 2001 and that no written follow-up was required.

United is without sufficient inmeiaticn or knowicdgé ’to respond  to
Complainant’s statements that PA Networks is in the process of obtaining data service from a
currier chcr than the Company or that PA Networks has notified the Company that service to the
7 17;‘709{-0080 telephone account should be permanently disconnected.  These statements are
therefore DI:;I\'II-ZD‘. United DENIES that Complainant is due any credit for services pfovided
since March 2001 or that additional billings should not be issued while service to telephone
aceount ﬁumbcr 717-709-0080 is still in effect.

The remaining documemation (20 pages total) atached to the Formal Complaint
zzppcars to be internal e-miails and testing data that allegedly support Complainant’s claims. United
AVERS that these documents should not be attached to the Formal Complaint but should be
admitted into evidence during hearings to be held in this matter. To the extent a response to the
stai‘c’mex’ns or claims contained in these documents is required, all statements and claims are

DENIED.

LA




4, Complainant’s request for relief is set forth in its Paragraph 3 narrative; United’s
response to which is hereby incorporated by reference. United specifically DENIES that it has
tailed to comply with or has vielated any Commission rule, regulation or order; that Complainant’s
telephone account is owed any credit for services pr(wided: or that additional charges should not
acerue for services provided by the Company to telephone account number 717-709-0080.

WHEREFORE, for all the reasons set forth in this Answer of The United Telephone
Company ol Pennsylvania, and in accordance with the Commission's Regulations, United requests
that the Formal Complaint {iled at Docket No. C-20016327 be dismissed or denied in its entirety.

Respectfully submitted,

N

Janet L[ vliller :

Todd S| Stewart

Malatet{a Hawke & McKeon LLP
Harrisburg Energy Center
100 North Tenth Street

P.O. Box 1778

Harrisburg, PA 17105
717-236-1300

- : ' Counsel for The United Telephone
DATED: November 21,2001 Company of Pennsylvania



AFFIDAVIT

I, Janet L.‘ Miller, certify that | am Counsel for The United Telephone Company of
Pennsylvania, and that, in this capacity, Lam authorized to and do make this Affidavit for them, that
the facts set forth in the foregoing document are true and correct to the best of my knowledge,
information and belief, and that I expect The Uniied Telephone Company of Pennsylvania 1o bc
able to prove the same at any hearting hereof. 1 understand that false statements made therein are

made subject to the penalties of 18 Pa. C.S. §4904, relating to unsworn falsifications to authorities.

"“w’/)(kw} M; {(Lx )

Janet Mxﬂé’r

Malatesta Hawke & McKeon LLP
Harrisburg Energy Center

100 North Tenth Street

PO Box 1778

Harrisburg, PA 17105
717-236-1300

Counsel for The United Telephone
Company of Pennsylvania




CERTIFICATE OF SERVICE

I hereby certify that I have this day served a true and correct copy of the foregoing

document upon the person and in the manner indicated below.

Service by First Class Mail:

~ Kevin E. Wetzel
PA Networks Inc.
PO Box 629
Chambersburg, PA 17201
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| Jancti% Miller
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DATED: November 21, 2001
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