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January 17, 2003

Via Fascimile (819) 997-4504

Mr. Claude Doucet

Director, Distribution and Competition Policy

Canadian Radio-television and 

  Telecommunications Commission

Ottawa, Ontario

K1A 0N2

Dear Mr. Doucet:

Re:  Response Respecting Customer Services Groups

In a letter dated December 17, 2002 to Shaw Communications the CRTC requested answers on four questions related to the formation and operation of a Customer Services Group (“CSG”) pursuant to Broadcasting Public Notice 2000-81.

The involvement of the Shaw Cablesystems G.P. (“Shaw” or the “Company”) CSG has been exclusively with the disconnection of inside wire for the transfer of customers to Connecting Broadcasting Distribution Undertakings (“BDUs”).  To date there has been very limited discussions with Connecting BDUs in matters other than arranging the transfer of inside wire.  No Connecting BDU has submitted inside wire lease reports to Shaw.

The inside wire transfer process is operating efficiently and the process has been well received by Connecting BDUs.  The Company meets frequently with Connecting BDUs or their agents to discuss issues related to inside wire transfers.

The Commission asked four questions of Shaw respecting its CSG and the confidential information it receives from Connecting BDUs.

1.  Shaw has established a CSG pursuant to Broadcasting Public Notice 2000-81.

2.  There is a clearly defined and straight forward procedure for Connecting BDUs or their agents to request inside wire transfer from the CSG.

a) The Connecting BDU or its agent is provided with a CSG contact in each of Shaw’s regional systems.  

b) The Connecting BDU or its agent initiates an inside wire transfer process through a fax, telephone call, or email and provide to the CSG the customer’s billing name and address, telephone number, and any special instructions respecting the transfer.    

c) The CSG arranges with the Connecting BDU or its agent an acceptable transfer time.  

d) The CSG requests a dispatch to the Multiple Unit Dwelling location where the inside wire is made available for transfer, usually within 48 hours.  

e) The CSG records the completed Inside Wire transfer date.

3.  “Confidential Information” shall mean any data or verbal or written information obtained from the Connecting BDU [Customer] relating to the use of Inside Wire by the Connecting BDU [Customer] which the Company receives for the purposes of permitting use of its Inside Wire by the Connecting BDU [Customer] and that is not generally known outside the Connecting BDU [Customer], 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 BDU, the date of the request for the transfer and the transfer date and information on the use of Inside Wire by the Connecting BDU [Customer] as set forth in the usage reports submitted by the Connecting BDU [Customer] to the Company.”

All information provided to the CSG related to the use of the Inside Wire by Connecting BDUs is treated as “Confidential Information.”  Pursuant to Broadcasting Public Notice 200-81, Revised policy concerning inside wire regime; Call for comments on proposed amendments to section 10 of the Broadcasting Distribution Regulations, Connecting BDU information respecting the customer’s billing name and address, choice of licensee, date of inside wire transfer request, and transfer date are viewed as “Confidential Information.”
4.  The information provided to the CSG by Connecting BDUs or its agent for the transfer of inside wire is treated as confidential.  When the CSG receives the Inside Wire Lease Reports the information will also be considered confidential.

The Commission has requested that Shaw specifically address matters included in section 4 of the Customer Services Group Agreement approved in Order 2000-1079.

Customer Service Group Agreement, “Procedures to Ensure Confidentiality”

4.1.1  The Company reviews with employees the requirement that Connecting BDU information is “Confidential Information.”

4.1.2  The inside wire transfer information received from the Connecting BDUs is stored in a password-protected database that is accessible only by the CSG contact and his/her supervisor.  No other Shaw or contract employee has access to the database.

4.1.3  The CSG currently deals exclusively with inside wire transfer requests from Connecting BDUs.  The involvement of Shaw employees in CSG-related matters from other areas of the Company, such as network planning, regulatory, or legal is negligible.  

4.1.4  Information received in electronic format from Connecting BDUs is stored in a password-protected database.  Facsimile transmissions and phone records from Connecting BDUs are also secured.

4.1.5  When a CSG employee leaves the Company or the CSG Shaw ensures the employee understands the need to continue to treat Connecting BDU information in a confidential manner.

4.1.6  The CSG ensures that contractors understand that Connecting BDU information respecting the transfer of inside wire is “Confidential Information.”

Sincerely yours,
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Dale Butler

Director, Regulatory Affairs
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