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FairPoint customers blanked

By Bruce Edwards STAFF WRITER - PuinShed: June 9, 2009

As yet another sign of its ongoing problems, about 12,000 of FairPaint
Print * Communications customers in Vermont lost Internet service Monday.
Email tink FairPoint's Interet service in parts of the state went down at 2:50 p.m. The outage
Submita affected both high-speed and dial-up customers. A recorded message on the
letter campany's technical support line said there was no estimated time when service
) would be restored and advised customers to call back for an update.
ShareThis
Shortly before 10:30 p.m., service was restored fo about 12,000 customers,
[:RSS | according to Fairpaint spokeswoman Beth Fastiggi. :

"We do have an issue that is affecting some customers in Vermont. However, it is not impacting alt
FairPoint Internet customers In the state,” Fagtiggi said in an e-mall late Monday afternoon.

Fastiggl confirmed that the outage was isolated to parts of Vermont and was related to a hardware
_issue. She said Maine and New Hampshire customers were not affected. '

Stephen Wark, a spokesman with the state Depariment of Public Service, said the deparment received
phone calls Monday from customers who lost service.

“The basic information we have is that it's probably under 12,000 customers but other than that we don't
know exactly how many or what areas are particularly affected,” Wark said. "We do know FairPoint has
said they're working on the problem.”

Fastiggi said the number of customers who lost service represent a minority of the company's Internet
customers in the state. .~

. FairPaint has had ongoing problems with service in the three northern New England states since
switching to its own systems from the Verizon network in January. .

Wark sald FairPoint's service issues in Vermont remain a concem,

"Esséntially FairPoint is suffering from difficulties in the market that have made it difficult for them to
keep up with their promises,”" he said. "Nonetheless, Vermont consumers deserve to have quality
service and we're going to continue to fight to make sure that they get decent quality
telecommunications.”

As the incumbent telecommunications provider in the state, Wark said FairPoint “needs to start acting
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Faeromt tries to tackle New Hampshire blllmg |ssues

It seems like every week one of the states in FairPoint's New

' England region has an operational issue with the lines it bought
from Verizon earlier this year. Following an order from‘the Maine
poor service they provide to other local service provnders, New

. Hampshire's PUC reported late last week that two to four times as
many customers have filed complaints about the ILEC's service,
compared to other service providers. According to an article in the
New Hampshire Unijon Leader, state PUC staff attorney Robert Hunt
said during a technical session for the New Hampshire Public Utilities
Commission staff on FairPoint's Stabilization Status Report that
there were 190 “escalations" as complaints that were filed with the
agency. Most notably, customers have been recelving bills from
FairPoint after they cancelled their service,

“Not surprisingly, FairPoint's President Peter Nixon downplayed the
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situation by saying that there were only 130 escalations. Nixon said that FairPoint put together
an escalation group to help resolve billing issues. Previously, FairPoint's Chairman and CEO

of vice president of business solutions to come up with a plan to qulckly resolve customer

.issues.

' Despite the ILEC's moves, Hunt remained unsatisfied with FairPoint's progress. "What is
happening to address these specific people, who I can teli you when they call are very upset and

want something done?" Hunt asked.

» For more:
- New Hampshlre Union Leader has this article

Related articles
Note to FairPoint Communications: Focus on the fundamentals
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