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amplified the signal, which resulted in channel 19 coming in perfectly.
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March 7, 2003
Page 1 of 2
Leo Brennan, General Manager
Cox Communications
29947 Avenida De La Banderes
Rancho Santa Margarita, CA 92688
FAX  (949) 679 5001

Dear Mr. Brennan,

We would like to bri our attention that we currently we have a substandard quality Cox cable serving our television
..and are therefore in a billing dispute with Cox. We have already called Cox technicians out to our home repeatedly, but the

problem remains, due to outrageously: poor customer service.

During February 2003 we called Cox and requested service to our home because Channel 19 was not coming in clearly.
We asked Cox to send us a technician who would amplify the signal on our TV in order to make Channel 19 come in.

On 2/20/03, Cristian, Cox Employee #76503, was dispatched to our home. He told us that he could NOT fix channel 19
because he said there was a faulty cable inside of the building where we live. (Please see enclosed note from Cristian, Cox

'Employeé" #76503). He did NOT amplify our signal as we had requested. After he Ieft channels 2,5,7,8,12,16, 20, 22;
25, 36 and 58 all suddenly went bad. We discovered that this was because Cristian had left the connectors loose on our TV,
so we promptly tightened them, which returned our cable reception to its previous status before Cristian had come to our

home.

We contacted Cox customer service again requesting that our signal be amplified. We did not agree with his diagnosis of
Sur problem because we had had this same problem with channel 19 at our previous residence and a Cox technician had

On 2/27/03, a Cox employee named David, who we believe is Cox Employee #76551, came to our home. At first David
told us that there was nof a faulty cable inside of the building were we live. He then went to the cable box inside our
apartment and started changing the connectors. After that, we turned on the TV, and suddenly every single channel was so
bad that all we could see was faint images and 16ts of snow. When we made David aware of this, he left our apartment and

“came back a few minutes later with a man whom he identified as his supervisor Ray. They both Iooked at our TV screen.
Then David and Ray went to the building's main cable box. They came back To our home about 15 minutes later. We then
turned on the TV and'now all of the channels had become so horrible that all you could see was snow. Now David and Ray
claimed that 15 feet inside the building was a Taulty cable. David and Ray clai at the only way now to fix the cable
mmmmﬁmumm
reception suddenly became horrible. They claimed that they may have accidentally yanked on the faulty cable inside of the
wall.“WeTesponded by felling them that this could not be so because the faulty cable inside of the building is unreachable
so 1t could'not become tampered with from the outside of the building. Furthermore, all the channels went very bad

RIGHT AFTER David changed the connectors in the cable box INSIDE OUR APARTMENT. To our response they had
no explanation:

We then requested their business cards because we wanted to report this incident to Cox. In addition to being overall very
rudeo us by making Such comments as we the customer were creating negativity and we the customer did not want to be
confused with the Tacts, because we did ot believe Their above explanation, they both flat out refused to give us any.

On 2/28/03, at 10:30 in the morning, I was shocked awake by thirty extremely loud and forceful bangs on our door. The
knocking sounded angry, so T Tooked through the peephole and I discovered that it was a Cox employee who looked like
Cristian. T did not open the door because the knocks were very inappropriate and sounded hostile. Later, T opened the door
Thinking, if Cox had business with us, they would leave a note letfing us know why they were there, as Dann Reese had
done when he installed our cable. There was nothing. At 2:30in the afternoon on the same day [ discovered that all of our
cable channels were once again operative, but reception was clearly unsatisfactory and significantly less than what it was
BEFORE we ever had called out any of Cox's technicians to fix it. This was after we had absolutely no reception for 24
hours:,Wewere fold by Alize Apartments Management where we live that Cox had come out that morning and broke
“inside of their wall to fix a faulty cable. T o - o
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March 7, 2003
Page 2 of 2
Leo Brennan, General Manager, Cox Communications

A picture speaks more than a thousand words, so we invite you to VERIFY THAT OUR CLAIM IS TRUE by
coming out to our home and seeing for yourself that our cable reception is most unacceptable.

IF THE PROBLEM WAS. AS YOUR THREE ABOVE COX TECHNICIANS CLAIM, THAT THERE WAS A FAULTY

1) WHY IS OUR CABLE CURRENTLY AT 70% RECEPTION WITH MANY CHANNELS,
TESPECIALLY AT THE LOW FREQUENCY END, NOT COMING IN PROPERLY, AND THE SOUND
%/%RI_M._.WM——L—-o\ ES GREATLY AND SOMETIMES DOES NOT EVEN COME IN CLEARLY FROM CHANNEL TO
ANNEL? BEFORE ANY OF YOUR CO CIANS EVER CAME TO OUR HOME, IT
“WAS AT 97% RECEPTION, WITH ONLY CHANNEL 19 NOT COMING IN PROPERLY AND THE
SOUND WAS PERFECT. (please see note from Cristian Cox employee # 76503 enclosed to verify this).

2) WHY, WITHIN THE HOUR THAT DAVID AND RAY WERE AT DID OUR CABLE
RECEPTION FALL TO 0%, ESPECIALLY SINCE THE FAULTY CABLE INSIDE OF THE BUILDING
ISUNREACHABLE SO IT COULD NOT HAVE BEEN TAMPERED WITH FROM THE OUTSIDE?

3) WHY IS OUR CABLE CURRENTLY A CEPTION, WHEN OUT TV WORKS JUST FINE?
YOU ARE WELCOME TO PLUG OUR TV INTO ANY OTHER WORKING CABLE OUTLET TO
VERIFY THAT THIS IS TRUE. I

e e

The answer should be obvious to anyone that the problem with our cable was NEVER a faulty cable inside of a wall.

COX SPENDS A LOT OF MONEY RUNNING ADVERTISEMENTS CLAIMING THAT CUSTOMER SERVICE
IS VERY IMPORTANT TO COX. SO WHAT ARE YOU GOING TO DO TO SUPPORT YOUR
ADVERTISEMENT CLAIMS THAT WE, YOUR CUSTOMERS, ARE VERY IMPORTANT TO YOU AND
THAT YOU VALUE OUR BUSINESS? Or are you the kind of business that spends its money 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 well 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 charge, and because our cable is presently operating most unacceptably, we refuse to pay our next
bill. We are not interested in hearing statements from you that imply that, "The customer is always wrong and the
employee is always right". We are only interested in proactive solutions. We have a legitimate complaint so we are
NOT the bad guys. Come and see our cable television for yourself, if you don't believe us. We will not pay any more
Cox bills unless the problem is rectified. If the problem is not remedied, then we will become satellite dish customers of

Direct TV. If 'we do not hear aTesSporise from you, or we receive a non-proactlve one, then you will be cemmumcatmg to

If this letter seems long, your Cox employees made it that way.
Most Sincerely Yours,

Michael and Elana L.aham

2 Enterprise #8316

Aliso Viejo, CA 92656

FAX  (562)982 5711

Enclosed: Note from Cristian, Cox Employee #76503
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55 Ok @881-.88a1 @55 @88:88:43 «MT & 812133463733 APR-E3 @3:16 ElBBR266EE1636
S6 BUSY DUB-B81 @54 ©8:80:88 XMT & 12133463739 APR-B3 ©@9:32 BRBBBEBEBBEEE
57 oK 882 Bs6 BR:BR:22 KMT & BlS625931E69 APR-B9 18:26  ClB7AZBBSBCDB
58 oK @866 @s7 Ba:@a:439 $MT & 27462 APR-B3 13:23  ClE7A286B5BDDE
3= oK 881-881 658 @68:88:25 XMT & 818182229688 APR-18 13:280 BREYA2BBERETE
1) DK BBl1-881 B9 BB:BA:14 XMT & 27462 APR-11 17:82  ClB7A2BBSBELDO
&1 oK B8z PEE Go:e@E:47 RCY 1 562 630 8141 APR-14 18:51  @SE7CEEEEAETEA
62 oK 882 Bel @8:8a:57 ROV APR-14 12:52  B4E7CHBRBABTEA
63 OK BP1-881 B2 BB:Bl1:E3 XMT & B8181822296H3 APR-14 13:82  BREA2BEBABTH
64 oK @el-881 663 BB:86:14 XMT & 27462 APR-14 1%:16  ClB7A2BGEEDDE
65 Ok  Be1/6881 GQed B@:88:17 XMT & 27462 APR-14 15:18  Cl@7A288SEDDA
66 oK B13 BeS  BR:p5:35 KMT & 99161379 APR-15 B8:38  41087AZBEVABTE
67 oK @13 A66 B8:@5:35 KMT & 939161379 APR-1S @83:52  4187A2000AE7E
&8 oK aaz Ae? Ba:81:28 RCY 714 839 7191 APR-15  12:11  BSE7CHEEB1834
69 BUSY 0OUB-BE3 B B0:BB:88 XMT & B1B136633B5S APR-1Z  13:45  BBBBEBBBBBBHG0
78 oKk @8a3 B65 O@:8@:28 xMT & 818136633655 APR-15  16:58  B61687A206ABDCH
71 aKk  aaz ava ae:88:22 XMT &8 27462 APR-15  17:83  ClE@7AZBEB5EDDE
72 oK 882 871 B8:88:19 XMT & 27462 APR-16 18:86  Cl1B7TAZ2BBSELDY
73 oK a8z @72 ea:aa:19 XMT & 27462 APFR-16 18:22  ClE7AZEESEDDE
74 oKk @a1 @73 B@a:8@:19 RCY 562 384 2527 AFR-16 14:47  CSOTCBRASEDED
S oK 881 P74 BR:BR:44 RCY  LARRY TELLIER APR-17 ©7:54  C4ABFCHBBOABTH
76 oK 8as @vs BE:@E1:38 XMT & 818663855516 APR-17 11:37  @187A206001678
77 oK 881 @7 B8a:8a:16 RCY  BOEIMG C-17 SE APR-17 13:33  CSUFCBBBSEDDE
78 oK  B8891-.881 B77 BB:ER:24 XMT & B1B1822296P3 APR-18 B2:23  DBBBTAZBBDABTHE
79 oK @a3 @ve @E:aE:47 XMT & 812536579488 APR-18 @3:47  B187AZ000RET7A
aa oK aez2 ava Ba:aa:37 AMT & 319783701938 APR-12 18:34  61B7AZ28B0ABTEA
81 oK 882 BE8 BB:BBR:1S RCU  Fl4 513 7OB4 APR-18 18:44  CSO7CHBUSECED
82 oKk @8as @32 @e:e2:63 RCYU BOEING C-17 S APR-12 11:85  CS@FCEBBSEDDA
83 Ok Be2-7802 @31 Be:8a:18 xMT & 27462 APR-12 11:18  ClB@7AZBBEEDDE
84 OK  881-881 B33 80:00:38 XMT & 92281048 APR-21 B7:45  BlB7AZBBBEB3B
85 Ok @a1-861 684 60:88:38 XMT & 92201843 APR-21 @8:84  BlE7AZBEEEE3E
86 oK @a1 @RS B@:aa:42 RCY 9@9 655 SV43 APR-21 ©8:19  BSE7CEELBRETEA
a7 OK  BB2-882 BH86 BB:88:37 XMT & B17ed7rS6192 APR-21 B8:34 DBBERTAZBBBEBEB
a3 oK 8ol @87 @e@e:a0:15 RCYU BOEING C-17 SE APR-21 ©@9:36  CSEFCOB@SEDDY
23 oKk @as a38 Ba:aa:47 RCY LARRY TELLIER APR-21 ©@9:48  C4B7CREaSRETa
=1t oK Bas B39 BB:81:12 RCY  LARRY TELLIER AFR-21 ©39:50  C4B7CBBB9ABTE
51 oK ©a4d @98 @0:600:36 RCY BOEING C-17 SE APR-21 18:28  CSUFCUBUEEDDY
92 oK  8a3 a31 @8a:8a:41 RCY  BOEIMG C-17 SE AFR-21 18:38  CSBFCBEEEEDDE
a3 oK B81 P92 B8:88:33 RCY  BOEING C-17 SE APR-21 13:83  CSBFCBBBEELED
94 Ok @81-681 @53 60:668:34 xMT & 819733786175 APR-21 13:37  28E7A2600AE7E
95 QK @82 894 @a:88:28 RCYJ  BOEIMG C-17 SE APR-21 16:88  CSEFCEEEBBDDA
95 oK Bas B9z BB:01:82 RCY  BOEIMG C-17 SE APR-21 16:10  CSOFCBRBEEDDE
97 oKk 8a1 @96 B@:80:19 RCY  BOEING C-17 SE APR-21 16:12  CSBFCEEEEEDDY
a3 K @al @37 @a:8a:19 RCY  BOEING C-17 SE APR-22 B8:18  CSBFCBREBEDDE
99 428 BE3 B33 B8:08:42 RCY APR-22 18:18  OBBECHBBLBBLE
(5] oK 816 @99 @@:81:42 XMT & 95938357 APR-22 13:54  FBU7A2800ADDE
a1 oK a8z 1800 @@:81:25 RCY  BasSQ@ BOEING APR-22 16:43  C4@7CHEESAE3EE
82 oK B2 181 BB:88:28 XMT & 27462 APR-23 B3:44  ClB7A2ZBBEEDDE
a3 oK @882 182 BB:80:19 xXMT & 27462 APR-23 11:44  Cl187AZBESEDDU
a4 oK eaz 183 B88:88:39 xMT & B12535835e31 APR-23 13:34  Cl@7AZBASAATYA
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@5 oK  BB2 1R4 BP:PB:383 RCU  C17 MTA AU/FC AFR-24 13:24 C4P7CHBPSAD3D
@5 oK  @@8 1085 @@:@1:19 RCU  LARRY TELLIER APR-24 13:36 C4@87CHOB9ABTE
a7 oKk  @@s 1P6 @P:@@:47 RCY  LARRY TELLIER APR-24 13:39  C487C0R8SA070
B8 oK 287 197 BP:P1:28 XMT & 819497246045 APR-25 BB:P3  2007A2000EDAD
B3 STOP 00E-/087 108 G0:00:00 XMT & 99497246045 AFR-25 B2:47 COEEHOREDEDEE
1@ oK @av 19 @E:@1:27 XMT & 819497246845 APR-25 B8:47 2007AZ00REDAR
11 0K  BP7/087 118 BB:P2:23 XMT & 819497247101 APR-25 B9:31 2107A2000A07D
12 oK  8av 111 @@:@2:22 XMT & 519497247161 AFR-25 ©@3:35  2107AZ0000070
13 oK @12 112 @@:@4:19 ¥MT & 815625935847 AFPR-28 14:8@ C187A20A9AB3A
14 0K  B82 113 BP:08:43 XMT & 819497165610 APR-29 B9:01 B1PTAZDPPADTH
15 oK @@z 114 @P:E@:43 XMT & 819497165610 APR-29 B©3:10 ©187A20000870
16 OK @@1-801 115 @0:88:13 %XMT & 27462 APR-29 1@:51  C187A28@8EDDA
17 ] 116 B@P:@B:22 XMT & 27462 APR-29 1@:52 C1@7A2BESEDDD
18 oK  @e2 117 @@:@@:31 XMT & 27462 APR-29 1@:53 C1@7AZ0ESEDDE
19 oK eas 118 @0:@@:48 XMT & 27462 APR-29 1@:54 C187A2BESEDDR
28 oK 885 119 B9B:@B:46 XMT & 27462 APR-29 11:12 C1B7AZBPSEDDD
21 OK BE5/-009 120 B@:E2:49 XMT & B18662922554 APR-38 G7:54 ©187A20001074
22 oK @@z 121 @0:@@:20 XMT & 27462 APR-38 12:56 C1@7AZ0ESEDDA
23 oK @82 122 PP:PB:39 ¥MT & B176B77S6192 MAY-B1 B3:18  OERTAREPDE030
24 STOP @01 123 @@:@@:21 XMT & 95938357 MAY-B1 1@:59  FEETAZOEEADCE
25 OK  ©@8 124 @@:@@:52 ¥MT & 95938357 MAY-B1 11:8@ FOE7A2000ADCA
26 OK 928 125 PB:@1:53 XMT & 94969175 MAY-B1 11:82 ClP7AZDP9AB30
27 OK ©91-8081 126 0@:086:27 XMT & 817144798750 MAY-B1 11:18  B107A2000BE7G
23 oK  @a1 127 @2:08:49 RCY MAY-B1 13:83 @SE7CORDERETA
29 OK ©91-891 128 ©90:008:14 XMT & 27462 MAY-B1 15:48  C1@7A20PSBLDDD
30 oK @12 129 @@:@@:59 xXMT & 27462 MAY-@1 15:49 C187AZ0@SBEDDE
31 oKk  @az 130 0P:E@:36 RCYU  9B42493399 MAY-B5 ©B8:34 BSETCODDRAETE
32 OK  BB6 131 ©P:03:53 XMT & B19497165618 MAY-BS B8:5P  B1BTAZDPBABTE
33 oK @85 132 @E:@3:47 XMT & 819497165610 MAY-B5 B9:03 B1O7TAZO00AETE
34 oK  @a3 133 02:01:88 XMT & 817143757181 MAY-BS ©9:36 O0OETAZ00R007E
35 oK 2983 134 BP:PP:21 ®XMT & 27462 MAY-B5 B8:17  ClP7AZOPSEDDD
36 oKk @@z 135 @0:008:43 XMT & 814084514366 MAY-BE 18:87  B187AZ000A036
37 Ok ©991-801 136 98:02:31 XMT & 8140884514360 MAY-B5  18:11  B107A200PARZE
38 OK ©91-.9091 137 ©90:808:30 xXMT & B1916263224% MAY-B7 BB:23  2187AZ0DDABTH
33 0K @18 138 @@:@2:29 RCU  BOEING C-17 SE MAY-B7 ©8:53 CSEFCEO@SEDDO
4@ oK Bal 139 ©@@:8E:15 RCY  BOEING C-17 SE MAY-B7 18:39  CSEFCEBABEDDE
41 oK  ©82 148 BOP:0B:18 XMT & 93842312 MAY-B7 12:38  A1P7AZ0PDADED
42 Ok @@1 141 @@:@@:48 RCY 619 230 8535 MAY-B9 @2:67 OSETCE00ESETE
43 oK @a1 142 @R:@@:43 RCY MAY-B9  11:98 ©SE7CORBREETE
44 oK 883 143 BB:B8:26 =XMT & 27462 MAY-12 1@:23  C1B7AZ08SBD0D
45 ok  @e2 144 B@E:@EE:34 RCYU  LARRY TELLIER MAY-12 11:46  C487CO0ESACTE
a1 145 @@:B@:46 RCU 214 975 1814 MAY-13 B2:43 ESE7CORBRABTE
B2 146 BB:@1:87 RCY  LARRY TELLIER MAY-13 11:86  C4B7COBBSADTH
PE1-8@1 147 B0:00:14 XMT & 27462 MAY-14 1@8:32 Cl1E87AZEESEDDE
aa4 148 ©0:808:48 XMT & 819956886187 MAY-1S @9:28  A107AZ0BEADED
BRL_ 149 ©@:Pp:31  RCU e MAY-1S 10307 BSOTCODDRARTE
04 158 @@:@1:29 XMT & 819496795081 MAY-16 B6:55  B1E7AZEEEAGETE
Be4 151 @E8:@1:29 XMT & 819496795801 MAY-16 @7:06 BlO7AZEEEAETE )
BpE4 152 ©92:91:38 XMT & 519496795391 MAY-16 B7:52 B107A2000AE7TD
B4 153 @@:@1:38 xXMT & 819456795801 MAY-16 @8:03 GlE7A2000RE7E
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