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January 17, 2003

Mr. Claude Doucet

Director, Distribution and Competitive Policy

Canadian Radio-television and 

   Telecommunications Commission

Ottawa, Ontario

K1A 0N2

FAX 819.997.4504

Dear Mr. Claude Doucet

RE: Request for information regarding Customer Service Group, dated 17 December 2002
This letter is in reply to your request for information regarding Cogeco Cable’s customer service group sent to Mr. Christian Jolivet on 17 December 2002.  In your letter, you requested that Cogeco Cable provide the answers to the four following questions: 

1. Confirm that your company has established a CSG pursuant to paragraph 33 of Public Notice 2000-81. (If your company has not established a CSG, provide the reasons in detail.)

Cogeco Cable has established a CSG pursuant to paragraph 33 of
Public Notice 2000-81.

2. Describe in detail the activities and functions of your company's CSG.  Include a description of the nature of the requests that are handled through the CSG and the associated information that is provided by competing licensees.  Describe the duties of all CSG employees, and indicate whether those employees have duties outside the CSG.  If any CSG employees perform non-CSG functions, describe the nature of those functions.

Cogeco Cable's CSG is the primary point of contact for all competitors.  Cogeco Cable’s CSG consists of a manager and a coordinator.  The manager of the CSG is from the IP Engineering department and duties in addition to the CSG include the management of technical projects, in support of the IP Engineering department.  The coordinator is from the Collections department and other duties include the general administrative support for the department.   No CSG employee is involved in sales or marketing activities for Cogeco Cable Inc. 

The CSG is responsible for competitor services and support in all of Cogeco Cable's systems and reports to the Vice-president of Engineering, IP and Transport service.

The CSG is currently responsible for compliance with the Commission Orders, Decisions and Public Notices, respecting CSGs in the following areas:

· Inside Wire: The CSG is responsible for requests from competing licensees for the use of Cogeco Cable-owned inside wire.  The CSG is also responsible to ensure that all information provided to Cogeco Cable by competing licensees, in respect of the use of Cogeco Cable inside wire, is treated in confidence.  These responsibilities are the result of Public Notice CRTC 2000-81 and Public Notice CRTC 2002-51.

· Resale of High Speed Internet Services:  The CSG is responsible for the provision of high-speed Internet services to Internet Service Providers (ISPs) who have registered with the Commission, at a discount of 25% from the lowest retail Internet service rate charged by Cogeco Cable to a cable customer during any one month period until TPIA access is provided pursuant to an approved tariff.  The CSG's responsibilities arise out of the Commission's directives in Telecom Decision CRTC 99-11.

· Third Party Internet Access:  The CSG will be responsible for third party Internet access (TPIA) services and support for ISPs who request TPIA services.  The CSG is also responsible for ensuring that all information provided by CSGs to Cogeco Cable during the implementation and maintenance of TPIA service is treated as confidential.  The CSG's responsibilities for TPIA services arise out of Telecom Decision CRTC 99-8 and subsequent Orders and Decisions.

Cogeco Cable's CSG activities and functions relating specifically to inside wire are provided in more detail in the following paragraphs.

The information provided to the CSG by competing licensees may include:

· Billing/end-user name and address

· choice of licensee

· date of request

· transfer date

· BDU Inside Wire Transfer Usage reports (attached)

· BDU Inside Wire Transfer Usage Quarterly Summaries (attached)

Competing licensees have been notified of Cogeco Cable's CSG's email address for wire transfers and were directed to submit by e-mail, requests to use Cogeco Cable inside wire, as well as, usage reports and remissions to this confidential email address.  To date no competing licensee has submitted inside wire usage reports or remissions to Cogeco.

Once a request for the use of Cogeco Cable's inside wire is received by the CSG, it is dispatched with the essential need-to-know information only, to employees in the Operations department with a request to accommodate the wire transfer and book a time for premise work if required. Typically the inside wire is made available for use to the competitor within 48 hours during the normal workweek.

If the competing licensee encounters difficulty at any time during the inside wire process, an inquiry can be sent to the CSG who will in turn forward this to the local technician concerned to be addressed.

The CSG's primary functions are; 

(i) ensure that the confidential information provided by the competing licensee will be communicated to employees of Cogeco Cable Inc. on a need-to-know basis and only to the extent such information is required for the administration of the use of inside wire by the competing licensee.  

(ii) restrict access to the confidential Information to those persons who will be performing the functions required for the administration of the use of the inside wire. 

(iii) protect confidential information against unauthorized use or disclosure. In particular, all physical media on which any confidential information resides, in the possession of any of the CSG employees is kept in locked offices and/or in locked desks, cabinets or other storage areas at night and on all Cogeco Cable Inc. non-business days as well as during other prolonged periods when a CSG employee is absent from his/her work station.

3. Provide the definition of "confidential information" used by your company in connection with the CSG.  Indicate whether any of the information provided by the competing licensees through the CSG would fall outside that definition.  If any such information does fall outside the definition of confidential information, describe it's nature and explain why the company considers that the information in question is not "confidential information".

“Confidential Information” shall mean any data, verbal or written information obtained from the Competing Licensee relating to the use of Inside Wire by the Competing Licensee which Cogeco Cable Inc. receives for the purposes of permitting use of its Inside Wire by the Competing Licensee and that is not generally known outside the Competing Licensee, whether or not such information is identified as "Confidential" at the time of its disclosure. 

Confidential information shall include sensitive customer/competitor information such as customer billing name and address, customer choice of Competing Licensee, the date of the request for the transfer and the transfer date and information on the use of Inside Wire by the Competing Licensee as set forth in the usage reports submitted by the Competing Licensee to Cogeco Cable Inc. in accordance with the self-reporting procedures established pursuant to paragraph 51 of Public Notice CRTC 2002-51 and endorsed by the CRTC. 

None of the information provided by the competing licensee through the CSG would fall outside this definition.

4. Describe in detail:

a) The procedures that your company has put in place to ensure that confidential information is not used for any purpose other than the provision of services to the competing licensee; and

b) The steps taken to ensure that the employees are aware of those procedures, and more generally of the company's obligation to ensure the confidentiality of information provided by competing licensees through the CSG.

In your description, address the matters included in section 4 of the Customer Services Group Agreement approved in Order 2000-1079 for broadband access service requests.  If there are measures included in section 4 that your company has not implemented, identify them and explain the reasons that they have not been implemented.  Include copies of any relevant procedural manuals and forms, training materials and/or employee acknowledgement forms.
a) Cogeco Cable has implemented the following procedures to ensure that confidential information is not used for any purpose other than the provision of services to competing licensees;

i) Cogeco Cable has provided the CSG contact information to each of the competing licensees and requested that they use this contact, and only this contact, to request the use of Cogeco Cable inside wire and to help ensure that confidential information is not provided to non-CSG Cogeco Cable employees by the competing licensee. 

ii) All Confidential Information provided to the CSG is communicated to employees of Cogeco Cable on a need-to-know basis only and only to the extent such information is required for the provision of the competing licensee requested Services.

iii) Confidential information is confined to the desktop computers of the CSG, which are password protected and/or physically secured.  Data is also stored at times within email accounts on a central email server, which is password protected as well. All physical media containing confidential information is secured in either locked offices or locked file drawers with controlled access.

b) Cogeco employees are educated though "on-the-job" training as to the requirements of confidentiality regarding confidential information obtained from the Competing licensees. 

CSG employees who leave Cogeco are briefed as to their ongoing responsibilities with regards to the competing licensee confidential information gathered during their employ with Cogeco.  

Contractor's agreements contain confidentiality clauses that protect competing licensee information as confidential.

In closing, Cogeco has complied with the Commission's directives concerning the creation of the CSG, and has implemented safeguards to ensure that the information provided by competing licensees, is treated in a confidential manner.

Please do not hesitate to call me if there any questions regarding this issue.
Yours sincerely,

Original Signed and Faxed

Michael BL Coltart, CD

Manager, Technical Projects

IP & Transport Engineering

Burlington 905.333.7060

Belleville 613.968.2495 x23

Email: mailto:MColtart@internet.cgocable.net
Delivered by facsimile transmission to: 819-997-4504

Delivered by electronic mail to: claude.doucet@crtc.gc.ca
