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March 7,2A03

Leo Brennan, General Manag€r
Cox Communications
29947 Avenida De La Banderes
Rancho Santa Margarita, CA 92688
FAX (e4e) 67e s001

Dear L/k. Brennan,
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On2120103, Cristiaq Cox Employee 4Z9lQ3-rueS-dispatchedto our home. He told us that he could NOT fix channel l9
because he said there was a fau-liy qaEle j$ide qf thtbui x
!*ptov19-7_61lyp]y*Y!l.W.-Ee 9ia 

N9T ryp.tjl g,*'!pr 4l " ryquestgd
25, 366d i&ft I :*ydd*1v:*entE[J[e discgverea
p we prompfly tightened thern, which retumed our cabGEcepiion

Bgbg FPb+".y2903 w" *tl* 99. ing in clearly.
We asked Cox to sand us a ter:hgi_cia4-lvho would amnlitu the sipnat,nq otx.TV in order to make CfiannelJgffiEfl

home.
G
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tqL-3.--b
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We contacted Cr-Fd
:mplified tfre simal, which resulted in ch

On2/27103, a Cox employee named David who we believe is Cox Employee #76551, came to our home. At first David
told us thatFere we

ent and started changing the coflnectorsl. we turned on the TV, and suddenly every iininele channel was so
bad that all we see was farnt rmases an

bw minutes later wit! a mdr whom tre iaenti@ Theyffi
TEen David and t OmEcfuileEbout 15 mmutes later. We then

ontffi all of the channels ome so horrible th#a could see was snow. Now David and Ray
dei-nred that 15 feet inside t-!Leonlywaynoffi
receouon was ffiII msi(rorthe building where we live. we asked David and8ay how ourG6G
recEUEon v orfiDre. I ney ctatm mavhave accidentall ed on the faulty cable inside of the

espon mgmem ls coufdnot trc so because the faulty cable inside of the building is unreachable
n with liom tre outside of the building. ermore. all the channels

ER David chang e connectors in the cable SIDE OUR APARTMENT. To our response th had
no explana

We then requested their business cards because we wanted to th[s incident to Cox. Ingdditiqryrl_o b_@
63T6ffie customer were creating negativity and we the customer did not want to be

confused withEE Bse we dr e explanation, they botE-flat-out to give us any.

OnZl28l03, at 10:30 h m" **ing, t * tn*t"0 
" 

by thirry exqemgy_loud i4lory5:ful_b_qagq on our door. The
;umfurr-a;n+An -r. , c& 

"6py*who iooked tike
CTi5tian Tdid not openEl6Tffiuse the theloor

,-
-ma.r-aarv 

I discovered that all of our
cable clhannels w
BEFORE we ever had called out any of Coxi iv-noffiiil-6i7-n@=ry:el .{?,ry,.- '--- --:--
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March 7,24{J3

Leo Brennan, Ceneral Managtr, Cox Communications
Page 2 of 2

A picture speaks more than a thousand wordg so we invite you to VERIFY THAT OIIR CLAIM IS TRIiE by
eoming out to our home and seeing for yourself that our cable reception is most unacceptable.

.IF TI{E-PR-O"BLEM WAS. AS Y.OUR THREE ABOYE CN\/ TF FTNICTANS t-I ATM, THATJHEBE W4!3,]iA]JLTY
_Q&LLMSIDE OF rHE BUrLD{Nc,fleN

1) WHY IS OUR CABLE CTIREENIIY 4T 70% RECIPWLS,
rN PROBEBLY, Nq TIIE SOUND

TO

SOUND VfAS PERFECT. (please see note from Cristian Cox ernployee # 76503 enclosed to verifr this).

2) WHY, WITHIN THE HOURTHAT DAVID AND W IDOURCABLE
RECEPTION FALL TO OOA,ESPECI'ffi FA{JLTY CABLE INSIDE OF THE BUILDING

ACHABLE SO IT COULD NOT HAVE BEEN TAMPERED WITH FROM THE OUTSIDE?

3) lgru-E-orEcABLE_c SpreJUST Ery
YOU ARE WTFoiliEffi'Pf,tUC OUR TV INTO ANY OTHER WORKING CABLE OUTLET TO
VERTFY TH,AT THIS IS TRUE.
'%

. 
j- t 

" 
answer should be obvious to anyone that the problem with orn cable was NEVER a faulty cable inside of a wall./1

COX SPEI{DSALOTOFMONE'TRI]NNING ADVERTISEMENTS CI,AIMING TIIATCUSTOMERSERVICE
IS VERY IMPORTAIIT TO CO)t SO WHA'T ARE, YOU GOING TO DO TO SIJPPORT YOI]R
N)YERTISDMENT CLAIMS TTIAT WE YOT]R CUSTOMERS, ARE Yf,RY IMPORTAITT TO YOU AI\D
THAT YOU VALIIE OllR BUSINESS? Or are you the kind of business that spends its morey on fraud advertisements
to get customers to come to Cox only to lose them because of outrageously poor customer service because you don't care
that the customer gives you a business?

We have always paid welf in advance every penny we have ever owed Cox. But because the above incident occurred
during the middle of our previous billing cycle, which we had already ahead of time fully paid for, which included an

additional installation &*ge, andbecause our cable is presently operating most unacceptably, we refuse to pay our next
bill. lVe are not interested in hearing statements from you that impty that, 'rThe customer is always wrong and the
employee is always right". lYe are onty interested in proactive solutions. We have a legitimate complaint so we are
NOT the bad guys. Come and sse our cable television for yourself, if you don't believe us. I&lglltot ryI-ry1qorg*
!,o:_!illgqles!.-t!g-Egblem is rectified. lf the problem is not remedie4 dren we will become satellite dish customers of
"Diiect tvlilwe ao not fiharmlmfrsC]om you, or we receive a non-pgoactive one, thm-yo-u-ui1! be communicating to

If this lette,r ssems [*g, your Cox ernployees made it that way.

Most Sincerely Yaurs,

Michael and Elana Laham
2 Enterprise #83 I6
Aliso Yiejo, CA 92656
FAX (s62) 982 sT tt

Enclosed: Note from Cristian, Cox Ernployee #76503
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