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if Your Employment Ends

Any time an empioyee leaves the Company, we like to conduct an exit interview. The
information you give us during your interview is a valuable management taol for us. If you leave
Cablevision, there are different pracedures that you will be reguired to follow depending upan
your reason for ieaving.

H you wish to resign from Cablevision, please notify your supervisarfmanager and your Fluman
Resources representative so that an exit interview can be scheduled and Cablevision property
and equipment can be returned,

Employees who resign or employees whose emplioyment is terminated from Cablevision will
receive pay for vacation time thal has been accrued but not used, up to their permitted annuat
gcerual for that year except where otherwise required by law. Employees will not be paid for
unused sick or personal days except where required by faw.

Severance

In general, severance will not be awarded except where jobs are eliminaied for economic or
other business reasons. Economic job elimination occurs if and when Cablevision restructures
its operations ¢r eliminates a position for economic or other business reasons, and no other job
within the Company for which you are qualified is available.

Cablevision has the right {o determine whether and to what extent severance will be paid to an
employee whose empioyment is involuntartly terminated. In any instanca, the Company may
grant severance, determine the amopunt thereof, and impose conditions for receiving any
awards. The Comipany also may determine that no severance is appropriate i any given
circemstance. No employee is entilled 10 severance henefils except as determined by the
Company in its sele discretion.

Your Human Resources representative will advise you regarding the avabability of severance in
sonnection with the termination of your emplaymeant,

Retfurning Company Property

If you leave Cablevision for any reason, you must return all Company property. This includes,
but is not limited to, office keys, pagers, handheld or PDA devices, Mextels. headsets, press
passes, celf phones, identification cards, telephenas, fax machings, computers and access
codes, software, uniforms and other Company equipment, documents, materials and files.

Continuation of Benefits

Please refer to your Benefits Enselimant Guide for information about the continuation of medical
and dental benefits under COBRA and the conversion of kfe insurance or disability benefits for
you and your eligible dependents after your employment has ended.

Unemployment insurance

[n all states in which we do business, we pay into a fund that provides unemployment insurance
for employees. This means that you may be eligible to receive unemployment payients if you
become unemployed and meet the requirements of the applicable slate law. Generally, we pay
the cost of this program through state and federal taxes. You do not pay for anything axcept the
taxes on benefits received for unemployment,

Page {49
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« Calling ettention {o pancreatic cancer thfoug% curePC tetevision, online, radio and print
public service announcements and the campaign's Web site {(curePC.org)h.

» Using Cablevision's media and telecommunications assets to reach millions of people
through our cable system, local networks, print publications, and more.

Lightpath® in the Community

Lightpath® is an industry leader in providing advanced Ethernet-based data, Internet, voice,
video transport solutions, and managed services io businesses across the New York
metropolitan area. We are also an active sponsor of organizations that have a positive impact
un the future of outr community, our customers, and their families. To help keep educational
tachnology's momentum rolling, we have recently:

» Awarded 350,000 fo Wesichester County schools
»  Awarded 575,000 to New Jersay schools
«  Awarded $100,000 Lang Island schools

Cablevisionaries Think Green

Being connsgctad 1o our community also means being a good steward of the planet we share.
That's why we have launched several initiatives to help shrink our carben footprint by reducing
waste and greenhouse gas emissions. Throughout our organization, you'll see us engaged in
eco-friendly actions like these:

« Using environmentally sound lighting and heating.
« Recycling 126.000 pounds of used carpet.
= Partnering with vendors to recycle our used paper. plastic, and glass.

« 'Recycling used netwark gear. converters, madems. routers, as well as computers, IT
eqguipment, and mobile phones.

» Providing customers with a convenient, paperiass Online Bill option.
+« Encouraging our employees o use direct deposit and paperlass online pay statements.
« Assisting employees in finding car-pooling pariners.

Additicnally, we are proud to have:
» Created the New Jersey Education Technaology's Grant Program
+ Recognized custoner innovations that serve the community

Page |48
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For more information about the Patent Development Initiative ar the inventor Recogition Progran,
comact the Legal Departmont,

Cablevision Community

Building a Better Tomorrow

Cablevision ia committed to building a better tormorrow for our employees and the communities
where we live and work. In 2014 the organization launched the Volunteer Day Program and the
Chiis Conklin Student Scholarship Pragram to continue its comimitment to strengthening our
communities and investing in the naxt generation of leaders.

Votunteer Day Program

Cablevision has aiways heen deeply cominitted fo the communities in which we live and work,
and is proud of the many employees who involve themselves in charitable causes. Our
Volunteer Day Program provides eligible employees with the opporntunity to take one paid day
off per year to volunteer at a charitable organization of their choice. This program supports our
employees' engaing efforts to make a difference in their communities and bring their spirit of
hope to a charity they feel passionate about. Please visit Marquee for mare information.

Chris Conklin Student Scholarship Program

Cablevision suppors initiatives and programs that fester an environment of innovation,
continuous kearning and improvement. As part of this ongoing commitment, we are pleased to
offer a schatarship program for the children of our employees. The Chris Conklin Student
Schotarsivip Program awards up {0 one hundred schelarships of $1,500 each to help offset the
costs of college. The program s admindstered by Scholarship America, a third-party
grganization, which objactively evaluates the applications and selects award recipients, Please
visit Marquee for more information.

Power To Learn

Cabtevisian's "Power to Learn” program equips students, parents, and educators with cutting-

edge toels and technologies that enhance and empawsr learning in foday's digital world. We do

this by:

» Providing schools with access to state-of-the-art voice, video, and high-speed internet
Services.

+  Working with teachers to help searnlgssly integrate technology into the curriculum,

« Making alternative educatinnat rasources such as blogs, podeasts, and games available t6
students, parents, and educators.

« Creating unique content and programs that best ulllize the power of technology for leaming.

« Ensuring that children use digital media safely and appropriately. through our "Internet
Smarts" program.

The Lusigarten Foundation for Pancreatic Cancer Research

Founded in 1998 and named for former Cablevision executive Mare Lustgarten, The Lusigarten
Foundation ioday is the nation's largest private supporter of scientific and clinical research
refated o the diagnosis, treatment, and cure of pancreatic cancer.

Cablevision and The Lustgarten Foundation's award-winning curePC campaign raises
awareness of pancreatic cancer, the most lathal of all cancers, and of the urgent need for more
research to ind a cure, Our multi-year commitment to this initiative includes:

» Underwriting the Foundation's administrative costs to ensure that 100 percent of every doltar
donated goes directly o pancreatic cancer resaarch,
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steps to avoid conflicts of interest and presendeSthé confidentiality of Company and custernes
information.

(n addition, if your spouse, darmestic partner, fiance, child or a family member works for the
Company, he or she cannot be hirad or retained in a suparvisory or reporting refationship to
you. If you have any questions about a situation that could present a potential conflict of
interest, please speak to your supetvisorfmanager or Human Resources as soon as possible.

For further information on Confiicts of interest. refer to (he Code of Business Conduct and Efhics, os
contant vour Human Resourtas reprasentalive or the Compliance Support Group.

Gifts to Public Officials

The federal government, each state and many ocal jurisdiclions have laws that restrict the
ability of the Company and its employees to give gifts of any kind to elacted officials, or any
other official or employee of a governmental entity. These laws range from absalutely
prohibiting such gifts to permitting tham as long as there is no intent to influence a specific
official decision with the gift. Therefore, employees may not make any gifts to public officials,
including meals, entertainment, tickets to sporting events, golf, travel, lodging, and payment for
servicas, without prgr written approval from the Government Affairs Department.

For more informalion, confact the Government Affairs Depariment.

Intellectus! Property
The Company's Intellectual Preperty (IP) is any asset developed or purchased with Company.
resources. |t inghides inventions, processes, brand nameas, programs, and software,

The Company oewns all 1P made ar developed by an employee when:

« The employee is working for the Company, and the IP is relatad to his or her
employment or the Company’s busingss: o

s The employee creafes the (I after he ar she leaves the Company, but the IP
is based on information related to his or her employmernt with fhe Company.

Employees who wish to declare ownearship of any P they created before being hired by
Cablevision shauld complete a Prior [nnovations Disclosure Form.

For a copy of Cablevision’s (nteflectual Property Policy, comtact your Human Resourcas reprasenfative or
olick herg. If you have questions, contact the Legal Department or Compliance Support Group.

Patent Development [nitiative

The Company’'s Patent Development Intiative is designed to increase the number of worthwhile
patent applications we file with the U.8. Patent and Trademark Office, and ultimately the
number of patents issued to the Company. The Patant Development Initiative consists of three
parts:

+« The Inventor Recognifion FProgram. i which employees are rewarded for
providing assistance with preparing patent appticalions refated fo their inventions,
and for any patents thaf may uftimafely be issued aon their inventions,

v Required discussions with the Company's Patent Working Group in connection
with aff product development efforts, o assist in identifying patentable fventions;
and

¢ ELnhanced fraining on the pafent process, provided by the Patent Working Group.
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Confideniiality/Competition

The Company's business documents and materiats, intellectsal property such as trademarks,
service materials, copyrights, patents and trade secrets, as well as confidential and proprietary
information are valuable resources. Company assets also inciude information about Company
employees, customers, fans, subseribers, guests, entertainers, celebrities, suppliers, joint
vanture partners, the viewing public and other individuais and entities with whom we do
business. This information should not be copted or shared except with Company permission in
the course of your assigned duties.

Prior to hire, all employees sign a Confidential Information Agresment, agreeing to protect
Cablevision's confidential information, including customer information, payment card
information, social security numbers, financial or bank account numbers, system passwords,
employee personne| files, and non-public proprietary information. This agreement reguires that
this confidential information be shared only with authorized individuals, and ensures the proper
transmission, storage and disposat of such information when it is ne fonger needed for buginess
or legal purposes. You must be sure to comply with the Agreement and the Folicies both during
your employment and after you leave the Company.

Ours s a competitive business and we strive to compete aggressively, fairly and in compliance
with applicabie laws. We do not seek competitive advantage through ilegal or unethical
business practices. Whean we gather inforrnation on behalf of the Company to better understand
our marketplaces or for ether business purposes, we do so anly from public ssurces and in
accordance with all applicable laws.

For further information on Confidentiality, refer fo the Confidential information Policy, the Protection of
Customer Information Policy. and the Code of Businass Conduct and Ethics, or contac! your Hurman
Resources rapresentative or the Compliance Suppar Groun.

Working for Another Company

If you are thinking of taking ot a second job or already have one when you start work for the
Company, please get prior approval from your supervisor/manager before accepting any
position if you believe it may interfere with your job here or pose an actual or perceived confiict
of interest.

We do not permit employees to take oulside jobs, either for pay or as a donation of personal
time, with our business customars, suppliers, contractors or competitors. This includes working
in your own husiness if it competes in any way with the Company since doing so would
potenialty conflict with the sale of products and servicas thal we provide to our customers.

Confiicts of Interest

A “canflict of interest” exists when an individual's personal interest improperly interferes with the
interests of the Company. Conflicls of interest are probibited as a matter of Campany policy,
unless they have been approved by the Company. Playing favorites or having corflicts of
interest, In practice or appearance, runs counter to the fair treatment {0 which we are all entitted.
Avoid any relationship, influence or activity that might impair, or even appear to impair, your
ability to make objective and fair decisions when performing your job, For example, a conflict of
interest can arige when you are involved in accepting, giving or soliciting gifts in a business or
potential husiness reiationship; when you recommand doing business with a compaiy or
business owned & controlled by you, a friend or a family member; when you own 2 substaniial
interest in 2 company that is a competitor or supplier; or when you serve as a consultant to a
Company customer or supplier. f these situations arise, it is especially important that you take
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The ilegal duplication of computer software and copying of Company documents, confidential
information and other materials is prohibited at Cablevision. It is alse a federal crime. f you are
interested in obtaining software that has not already been provided by the Company, please
contact your supervisor/manager. He or she may be able to provide you with the software if the
Company believes that it is necessary for your job. Loading unauthorized software onte a
GCompany computer is prohibited,

4. A Loyal and Dedicated Commitment to Moving the Company Forward

At Cablevision, we pride curselves on a tradition of excellence, integrity and values. Freserving
this tradition is a responsibitity that every employée shares, regardless of title or tenure.
Honesty, muiual respect and responsibility are what help us maintain cur traditian of excellence,
from the businass we conduct (o the ways in which we live and function logether as an
organization.

This means that we should give our best efforts on the Company's behalf, avniding any caonflicts
of interest or even the appearance of impropriety.

We have a duty to perform our job functions without misreprasentation, questionable practices,
theft or fraud, and with the proper and timely completion of promised commitments. We should
always conduct business in compliance with Company policies, the spirit and letter of all
applicable laws and regulations and sound husiness practices. When making business
decisions, we showld ail exercise good judgment, ensuring that our decisions are based on the
best interests of the Company as well as ethical considerations.

Business Conduct and Ethics

We expect all employees to comply with the Company's Code of Business Conduct and Ethics
{the Code). Any questions relating to the Code or ethica! issues should be directed to a
Company Ethics Officer, the Compliance Support Group, arf your Human Resources
representative. The Company will not tolerate retaliatory action against any employee who in
good faith reports violations of the Code or other Company ethics-related policies. If you see
unethical conduct of a violation of the Code, including but not limited to complaints related to
accounting, internal accounting controls and auditing matters | speak o your supervisaor,
Compliance Suppart, an Ethics Officer, or your Muman Resources representative, or contact the
ttegrity Hotline st 1-888-310-6742. The Integrity Hotline is available 24-hours a day, 7-days a
week  All calls are confidential, and you are free to remain anonymous.

insider information

in the course of your employment you may obtain insider information related to Cablevision or
other companies that could be viewed as material in deciding whether to buy or sel stock before
such information [s released to the general public. For exampile, insider information may include
marketing ptans, new product releases. financial data, changes in dividends or earnings,
mergers or acquisitions, stock splits or business strategies. 1t is illegal to buy or sell stock or
other securities based on insider infermation or to pass such information on to anyone alse 50
that they can trade in securities. As a general ritle, you should assume that business
information you hear at work is not publicly available. These restrictions on insider trading apply
to you as well as your spouse, domestic partner, fiancé, children and other family members and
friends.

For further information on Company securities and insider trading, refer to the Code of Business
Conduct and Ethics and Cablevision's Insider Trading Policy, or contact your Human Resourcas
rapresentalive or the Compliance Supporf Group.

Page | 44
March 2015

JA0805



Case 2:15-cva@a546ORIBGA KD cDoentrieht@/AD/Filed] 1204V83, FRegp 108 86226 PagelD #:
1820
the Company may inspect Company vehicles, desks, file cabinets, lockers and other Company
property. You should have no expectation of privacy with regard to Company property.

Advertising/Solicitation

Bocause we belisve that you should net be disturbed in the perfarmance of your job, we prohibit
the solicitation of an employee by another emplayee while eithar is on work time.  Dislribution or
posting of advertising material, handbills or other materials in any work area or through the
Company’s information systems is also prohibited. Solicitation, trespass. or distribution of
literature by non-employees is prohibited at 2l imes on Company premises and in Company
vehicles.

Selling on Company Premises

To prevent employees from being pressured to purchase merchandise sold by colleagues and
to further prevent distractions during the workday, sefling merchandise, either by an employee
or by a visitor to the Coampany, is not permitted on Conpany premises.

Safely Procedures

Each employee is expected to use common sense, follow alt established safety policies and
maintain safety awareness at all times. Cablevision maintains evacuation ptans for all of its
businesses. Far a copy of your building's current evacuation plan, please visit Marquee
{htip:fimarques).

Smoke-Free Workplace

in order to maintain a healthy work environment far both our employees and our visitors,
Cablevision is a 100% Smoke-Free Warkplace. Smoking is not permifted anywhere on
Company premises, indoors or outdoors, including Company vehicles.

The policy applies to alt locations owned or leased by Cablavision.

The full Smoke-Free Workpiace Policy is posted on Marquee within Business
Resources/Company Folickes and alsa within Vellness/Smaoking Cessation.

Personal Telephone Calls

We ask that alf employees keep incoming and cutgoing persenal phone calls to a minimum. i a
personal emergency occurs duning working hours, please bring it to the attention of your
supervisorfmanager immediately and he or she will try to accommadate you.

Theft

Property theft is not only theft by employees of Caompany property. It also includes the
unauthorized use of Company resaources or information for personal reasons. To help us svoid
this, please ba sure {0 obtain your immediate supervisor/manager's permission before using
Cablevision information, egqulpment and resources for purposes other than your official job
respaasibilities.

While at work, please take care in safeguarding your own personal property, as we are not
responsible for lass or damage to persana! property on our premises. f a personaf iterm of
yours is missing, please notify a member of your management team immediateiy.

Theft, misappropriation or misuse of Company information or property, including the
dnauthorized resale or distnbulion of ticksts, Is a serous matter and will be met with corrective
action, up to and including suspension or termination of employment.

Duplication of Computer Software
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persanal car inchiding insurance, gasotine, ail, depreciation, etc. Business trave| does not cover
miteage from your home to your regular place of employment. Parking fees and tolls incurred
during appraoved business travel, however, will be reimbursed.

For a copy of Cablevision's Giff, Meals & Entertainment or Travel Policy, please contact vour Human
Hesources representative ar clicy here.  You may also ohlain a copy from Mamguee (hifp Amargues).

information and Communications Systems

Cablevision's voicemail, teiephone communications systems (including celhdar telephones,
handheld or POA devices. pagers and Nextel devices) e-mail, internet aceess, the Company's
Intranet and other information and communications systems are intended primarily for business
use only. Therefore, communication fransmitted through these systems and information stored
on them should have a business purpase. In addition, enly #censed software should be used on
our computers and we should actively take steps to protect our computers from unauthorized
aceess,

Cablevision's information and communications systems are Company property and therefore
may neot be accessed by any unauthorized person. Since these systems are primarily for
business use, coinmunications through them and infarmation stored on them may not contain
offensive or inappropriate content orf be used for any type of “for-profit” or "not-for-profit”
business or charitable event or venture and also may not be ysed to engage in any iflegal
activity.

Our employaes are prohibited from using the Company's information and communications
systemns in a manner that is offensive, embarrassing or harmiul to others or in a way that
reduces productivity or interferes with regular work duties. Writing or sending e-mailis or
accessing internet sttes that contain sexually explicit, racial, or other offensive or inappropriate
content or information that may be construed as harassing or embarrassing are aiso prohibited
in the workplace. In essance, any statement or material that would be offensive or inapprogrizte
or that yau ordinarily woukd not put into a Company letter or memorandum should not be sent or
stared on the Campany's information and communications systems. Downloading or forwarting
inappropriate matarial is also prohibited.

The Cumpany may take sleps to ensure that its information and communications systems are
used in a way that is consistent with the Company's policies and to facilitate business
objectives. Such steps may include the random review of the use of such systems and the
information transmitted on them by authorized representatives of the Company.

Far a copy of Cattevision’s Use of Information Syslems Policy, please contae! yaur Hurman Resources
representative of click here, You may atso oblain a copy from Marquee (hitp #margues}.

Remate Access fo Company E-Mait

Depending on your business unit and job function, Cablevision may pravide you with remote
access to your business email account. Please contact your supervisorimanager to find out if
you are eligible to receive remote access privileges.

Figase refer lo the Company's Use of Information Systems Policy for agditional infarmation regarding use
of the Company’s e-matt and gther informafion and communications syslems.

Company Property

The Company provides property to emplayees for their use (e.g., Company vehicles, desks, file
cabinets, and lockers). To protect employees and the Company from theft, 1o ocate missing items
or contraband, or to enforee Company policy prohibiting other misconduct or any violation of law,
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Employess should also check willt their local management ana'or HR manager for addifijonal deladils wiith
respeci to thelr locations or their individual circumstances.

Media {Press} Contacts

As a leading entertainment and communications company, Cablevision frequently receives
inguiries from the press. |t is impaoriant that our Public Relations Department handles those
inquiries, as there are many considerations that affect our relationship with the media. If a
member of the press contacts you, please indicate that you wilt refer the inquiry to the proper
persan in the Fublic Refations Department immediately and await explicit instruction before
discussing anvthing with any media organization.

Contact your Human Resources representalive or click here fora copy of Cablevision's Media and Other
Externaf Communicalions Policy. You may alse oblain a copy from Marquee (hlip:fmargues).

Dress Guidelines

As a service company, we feal that it is important to maintain an appropnate business
enviromment. Under most circurnstances, proper atlire is "business ¢asual.  In alf cases,
please consider safely as well as professional image, position and neatness when choosing
what to wear {&.g9. shorts, t-shirts, sneakers, extremely short or tight fitting ¢lothing or sheer
apparel is not acceptable). Should your supervisor/manager fea] that your greoming of attire is
unaccepiable, you may be asked to make the appropriate changes or be subject to corrective
action for not following Company guidelines.

Certain employees wear uniforms including, in some clicumstances, shirts showing their first
name and Company identification. if you wear a Company unifarm, piease keep it in good
repair at ail times. Depending on your job function, you may alss be permitted to wear jeans as
pan of your Cablevision uniform. More specific restrictions may apply to you based an your job
funciion. Your supenvisorfmanager will tell you what type of attire is appropnate for your
position.

Business Travel and Other Business Expenses

Business travel and entertainment present opportunities to produce substantiat revenue resulls
for Cablevision. Conversely, excessive or unieasonable expenses are an unnecessary drain on
Company funds.

Effective control of expenses is a vitally important part of cur business. This is a primary
responsibility for everyone. The Company's Gift, Meals & Enierntainment, and Travel Policies
address this business objective and to establish Company-wide standards to achieve consistert
and fair treatment of all employees who incur such business expenseas.

The Gift Policy outlines the circumstances under which you may give or receive gifts ar
entertainment to or from a third parfy, and also provides guidansca on how you may exchange
gifts with other employees. The Meals & Enterfainment Policy defines the legilnate and
necessary business expenses that may be reimbursed for meais and entertainment for
employees and non-employees working on behalf of the Company.

The Traved Policy provides information to assist you in making travef plans, and aiso contains
specific instructions and procedures concarning the process for bhooking through Waorld Travel
inc. All business travel ptans must bhe made through World Travel In¢. More information about
World Travel Inc. can be found on Mamuee. Only approved travel expensegs will he reimbursed.
The Company will also reimburse ¢ligible employees for business travel in their own persenal
vehicles. The reimbursabie amount is intended 10 cover all costs of normal operation of your
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As a critical service organization, our employees play a vital role in bemg nimble, responsive
and shle ta provide a superior service experience at all times. We are expected to make avery
effort to carry out our core business responsibilities, even in extreme situations. ¥e do realize
however, that certain weather conditions and emergencies may present travet difficulties,
Accordingly, the Business Continuity Roies Policy defines specific priority levels, known as
Business Continuity {(BC) Roles that are assigned 1o every employee in the event of a severe
weather event or emergency. Your BC Role outlines your level of responsibility during these
gifuatians and provides protocol guidelines ta follow during in the event of an emergency or
severe weather. Your BC Role assignment appears within your employee profile in Marquee
diractory, and is based on the responsibilities of your position within the Company.

For more informalian and a copy of Cablevision's Busingss Gonlinuity Roles Policy, please comact your
Human Resources representative ar olick here. You may also ohtain a cogy from Marques
(http Amarguee).,

Employee Hollines and Other Information Resources
The following sources for up-to-date information are available to our emplayees for muttiple
nurposes (such as inclemant weather or other unplanned events),

Employee Hotlines -~ The following Employes Hollines have been set up for employee use in
emeargency situations.  In addition to the local numbers lsted below, ol free numbers are
available.

Cablevislon Corparate! 516-803-2100 Toll free: 1-866-337-2100
Cabievision Media Sales T
Cable & Communications - L 516-803-8361 Toll free: 1.800-315-3886

Cable & Ccmmunicationa NJ &16- 8ﬂ3-6362 Tolf free; 1-800-315-6029

wreard

| Cable & Communications - 546-803-6387 Toli free: 1.800-315-98486
CTWestchesterfNYC
Cable & Communications - 516-303-6855 i Toll free: 1-B55-817-0111

Rockiand/Greenwood Lake/
Matamoras, PA :
Cptimoim Lightpath 516-B03-6573 Toll free: 1-868-783-21 ?@

bews 12 Nehvarks employees should call their focal Assigrment Desk far further information.
Newsdgy employees should call 1-888-T17-8817 for information updates.

Telemarketing Sales should call 1-877-515-5120 for infonmation vpdales.

Long fstend Field Operalions should contact their supervisor or manager for specific insiructions
regarding where and when to report. Al ather employees should call their direct supervisorimanager.

Tristate Digial Group employeas should call their direct supervisorimanager.

Other methods that will be used fo communicate about events that may affect our business:

« Marguee At Home - in emargency situations, employees can access a special Internet
site for information, as needsd, at the foliowing url:
http:/imargueeathome cablevision. com. This information will be accessible through your
web browser, fram outside of the office.

« Marguee - for employees with aceess to Cablevision's internal data network,
Cablevision's employee intranet wilt cantinue 1o be updated with news and information
that iz applicable to aur employeas.

-in arder to faciltate communication with cur employees in emergency situations, managers are
expected 1o maintain a2 current list of all employee contact numbers in their organization.
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3. Adherence to Company Policies, Rules and Regulations

Aitendance

The tength of your workday and workweek will depend on your location, department and job
function. When you are first employed, your supervisor/manager will describe your working
hours, meal schedule and any other schedules applicable ta your depariment and position, Of
course, schedules are determined by business needs and are subject to change. Other than in
emergency situations, management will provide you with advance notice of changas 1o your
shift.

To hetp us maintain customer satisfaction and keep things running smoothly, we expect all
employees to be at thair work-sites ready, willing and able to work at the baginning of their
regutarly scheduled workday. Employvees who are late or who otherwise do not adhere to work
schedules may have their performance reviews affected or be subject to corrective action up to
and including suspension or termination of employment.

if you are unable to report to work on time or at ali on a given day, please contact your
supervisarfmanager, or his or her designee, prior to the beginning of the workday and no latey
than the start of your shift. He or she will make arrangements to cover for you in your absence,
Failure to report to wark without natifying your supervisarimanager may subject you to
disciplinary action. In those cases, a latter may be sent to your home asking you to contact us
by a specfic date. i you do not report to work ang do not pravide an acceptable reason for your
absence by that time andfor you fail fo notify the Company of your absence, we will not continue
your employment.

Mote for Union Employees
Time and Aftendance policies and relaizd corrective action procedures are governed by the provisions of
your collective bargaining agreemeni and the policies st by your business unit management,

Schedule Adherence

it is Cablevision policy that employees work only their reguiarly-scheduled hours and any
approved ovartime. Do not start work early, finish waork late, work during 2 meal break or
perform any other extra or overtime work cutside of your scheduled hours uniess you are
authorized to do so and that time is reported acourately.

Employeas are prohibited from performing any "off-the-clock” work. "Off-the-clock"” work means
work you may perform but {sil to report. Any employee who falls to report of inacgurately
reports any hours worked will be subject to corrective action, up o and including suspension or
termination of employment.

It is & violation of Cablevision procedure for any employee to falsify a tims report. laisoisa
serious violation of Cablevision procedure for any employee of supervisorfmanager to instruct
another employse to incorrectly or falsely repart hours worked or alter ancther employee's tims
report to under- or over-report hours worked.

If any superviser/fmanager or employee suggests or instructs you ta (1) incarractly or falsely
under- or over-report hours worked, or (2) alter another employee's time records to inaccurately
or falsely report that emplayee's hours worked, you should report it immediately t0 a member of
your management team or your Human Resources representative. i you do not wish to raise
the issue with your management team or Human Resources representative, you may ahways
utilize Cablevision's Open Door Policy and bring the issue to the sttention of any manager in
your business operation, Carporate Hurman Resources or Corporate senior management.
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WHAT CABLEYXISION EXPECTS FROM YOU

1. A Commitment to Provide Outstanding Service to Our Customers

Cablevision's success is largely due to our cutstanding customer service. As the number of owr
loyal customers and guests continues to grow, it has become more important than ever that we
pk their needs first and we conduct ourselves professionally with every function that we
perform. Our customers and guests expect professional, respectful and ceurtecus service. 1tis
important to Cablevision that we deliver outstanding service well beyand that offered by our
competitors,

Communicating With Our Custoriers

Cablevision's success can be greatly influenced by the way we communicate. Al of our offices
are equipped with telephone systems capable of multiple functions. Please don't be intimidated
by them. Learning to use all of the features will allow you to work more efficiently. Your
supervisormanager can give you a list of all of the features of your telephone system ang can
provide training if necessary.

Cablevision encourages alt employees to practice good telephane manners. This includes
answering ringing telephanes (even if it is not part of yous job). speaking courteausly and trying
your best to assist the internal or external caller with his or her needs.

Cablevision has a rich history of personalized service. |t is important that our customers and
feliow employees be able to reach us when we are needed. Therefore, employees must make
every effort to answer their phones or provide perscnal phone support during wark hours.

2. Cooperative and Respectful Working Relationships

Cablevision expects all employees to extend a high level of cooperation and respect to
colleagues, visitors, customers and guests. Cablevision’s commitment to cocperative and
respecti] working relationships is critical to our business success. These relationships will
foster the kind of place whete each employee wants 1o work, each customer wants to buy
services and each sharehalder wants to invest,

A cooperative and respectful environment is one that ig free from harassment, discrirmingtion,
intimidation, threats, violence and abuse. We expect all employees to assist us in creating a fair
and respectiul workplace and fo comply with this Policy by cooperating with investigations.
Please help support this enviranment for yourself, your colleagues, as well as our visitors,
custamers and guests.
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Ernployees are sirongly encouraged to speak with their supervisorsfmanagers about the
apportunities that are of interest to them. However. we recognize that some empioyees may not
he comtoriable having discussions with their supervisors/managers about other jobs within the
Company until they kKnow mare about a particutar jab and the chances of being offered the
position. Accordingly, an employee applying for an internal job opening is not required to notify
hiz or her supervisor/managey of his or her interest in a new position prior to meeting with Talent
Acquisition and the hiring manager. Afler meeting with the hiring manager, if there is a mutual
interest in proceeding, the employee is required to inform his or her current supervisorimanager
of his or her interest in the position befare any further action can be taken.

If you are transferring to a new departmant, your current supervisor/manager and future
manager must mutually eommit to the timing of your transfer. The transfer must take place
within a reasonable period of time. If necessary, senior management and Human Resources
will help supenvisors/managers reconcile timing conflicts.

10. Career Growth and Opportunities in 2 Growth Environment

Cablevision is committed to providing a wark environment that promotes employee growth and
satisfaction. For example, Cablevision continuously strives to provide pleasant suroundings,
fair and equitable performance standards, competitive rewards, and recognition for a job well
dong,

Cablevision is also committed to helping employees develop for opportunifies in the future, As
the Company expands into new businesses of implements new technologies, we believe that
opportunities for growth and advancement will be available for thase with the needed skills and
talents. This is why Cablevision encourages alt employees to become continuaus learners and
to take advantage of the development oppostunities available to them.

Cablevision's goal is to provide opporfunities for employee growth and advancement by being &
dynamic and leading edge campany, and & company that provides the resources for the
ongoing development of its people. Yo promote career success and foster the achievement of
career goals, Cablevision encourages all emplovees to engage in career planning and to take
advantage of the wide variety of development resources available.
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corrective action up to and including termination of employment without prior corrective action
where, for examiple, there are serious infractions of Company pelicies or ii the Company
helieves that addititnal corrective action is uniikely to resolve the problem.

Before any form of corrective action is issued to an employee, the supervisorimanager will
consult with the employee's Human Resources representative. If a supervisor/manager
reaches a decision to recommend, demation, or termination of employmesnt, the
supervisorfmanager must consult with and gain the approval of the business unit head and
Human Reseurces before communicating any decision to the employee.

Your showld contact your Human Resoumes representative or use cur Open Door Policy if vou have
guestions ar feal you have been treated unfainy,

Employes in Good Standing

Employee in Good Standing is an eligibility requirement for many of Cablevision's benefits,
initiatives and community programs, To be in goed standing, an employee should not have
received formal corrective action in the prior six months {o one year as defined by the corrective
action process, and must meet specified pedformance rating standards for his or her pasition for
the prior year. For more information an the specific policies and programs for which this
definition applies, please contact your Human Resources representative or ¢lick_here to find
mere information on Marquee.

Promotions and Job Transfers

Al Cabtevision, good performance may mean more than a salary increase. {Et may also leadto a
promotion. A promotion is the advancement from one position to another position with greater
responsibility andfor duties in a higher salary grade.

Generally, you may request, or the Company may initiate, a transfar to another job within the
Company after warking six months in your most recent position. Your ability to transfer is based
on the avaiability of a position for which you are gualified, your successful completion of the
interview process. and relevant assessment (if required), and your selection for the position.

A salisfactory performance record without corrective action within the |ast six months is
ganerally a prerequisite for promotions and transfers.

Generally, employees on any Company leave of absence are not eligible to apply for a2 new
position within the Company unless otherwise directed by Human Resources,

Applying for an Internaf Job
To ensure that employees have an oppartunity to pursue new or different positions within the
Company, the following processes are used to fill internal positions:

Posting Process - All open positions are posted on Marquee's Carear Center for at {east ten
husiness days uniess gtherwise specified by senior executive management based on business
necessity. Candidates must formally apply for these paositions through the Human Resources
Depariment, which will assess, interview and screan all qualified applicants. The recruiter in the
Hurnan Resources Department will then forward the most appropriate applicants ta the hiring
manager for further consideration. The hiring manager and his or her department will complgts
the final round of interviews and make the final selection.

Interview Progass - Internal applicants who meet the minimum qualifications of the job will be
interviewed by Human Resources for open positions and will be advised personally if they have
or have not been offered the position. if you have applied for an internal position that you
believe you are qualified for and have nol been interviewed or you have not personally been
informed that a position you have applied for has been filled, please contact your Human
Rescurces Talent Acquisition group immediately.
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9. Fair Procedures for Promotional Opporiunities
Cablevision recognizes the efforts, contributions and accomplishments of cur employees.

Performance Reviews

Our review of your performance does not stop after your introductory period. Ongoing reviews
of your peformance contribute to your continuad success by enabling you o work with your
supervisorfimanager o set performance expectations and goals.

In addition 1o informal ongoing raviews, your supervisorfmanager will canduct a formal review
with you at least once each year. The purpose of your performance review is to look back an
yaur last year's work and help you cantinue to improve and grow in your job. In furs, merit
ingreases are based on performance,

Employees typically recejve salary reviews af the time of their annual parformance appraisat,
Company guidelines for salary increases are determined annvally and corragpond $6 the
Company’s overall compensation structures, The primary factors considerad in determining an
individual's percentage of salary increase, if any, are the employee's performance and where
the employee’'s curyent salary falls within the current carresponding salary range for his or her
grade. Other factors may include the time since the last adjustment and econormic conditions.

Employees are entified {o timely performancs reviews. H your annual review does not occur,
pleass notify your Human Resources representative.

Perfaormance Appraisaf Process

At your annual review, your supervisor/manager will share his or her appraisal of your work
performance and ask you to review and sign it before forwarding it to Human Resources for
retenttion in the file concerning you. The performance appraisal process has been designed to
document performance expectations for employees. The Goals section of the Performance
Appraisal form is gesigned tc help clarify these expectations and to help employees focus on
areas of development.

If you disagree with your appraisal, you may add commsnts to the evaluation or appeal it to your
supgrvisorfmanager, depariment head andfor Human Resources representative.

Corrective Action Process

The Company expecis all employees to perform their responsibilities and conduct themselves in
accordance with estahlished polictes and procedures, honesty and the highest standard of
personal integrity.

Open communication provides a means for employees to receive feedback by both format and
inforrnal means. When a problem concerning performance of canduct is identified, your
supenvisor/mangger is expected to address it. Depending upon the particudar issues invalved
and your performance recard taken as a whole, corrective action may be taken. Since the
Company deals with each ¢ase individually, nothing in this Employee Handbook should be
construed as a promise of specific {reatment in a given situation.

Where a performance issue has been identified, coaching or counseling, a verbal warning
documented to fle, or a formatl written waming may be issued to make you aware of the severity
of the situation and provide you with an opportunity o improve your perdormance or conduct.
Where appropriate for performance related issues, an action plan may be issued or developed
to assist you in achieving short- and long-term results by focusing on specific areas that need
improvement within a given timeframe. Under some circumstances, the Company may take
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7. The Tools and Equipment For The Proper Performance of Your Job

As an empioyee of Cablevision, you are a member of a team dedicated to providing excelient
service o our customers and guests. To accomplish our service and business goals,
Cablevision witl provide all of the togls and equipment necessary for you to perform your job. i
is important that these items are protected from damage or theft and used carefuily to ensure
your safety and so that we may efficiently render the services we have been asked to provide.

It is everyone’s obligation to protect Cornpany property and exarcise care to prevent damage to,
loss or unauthorized use of any Company property, including tools, uniforms. vehicles,
computers, documentis orf information. Thef, misappropriation or misuse of Campany property
is @ serious matter and will be met with corrective action, up to and including suspension or
termination of employment. Loss, abuse or destruction of property adversely atfects
Cablevision and our ahbility to render high quality and timely service ta our customers and
guests. Corrective action may be taken if the Company concludes thal you did not make the
praper effort to aveid loss, misuse or destruction of property.

if you feel that yau) have nat beean given the adequate 1ools to perform your job, please contact
your suparvisor/manager or your Human Resources representative immediately.

8. The Freedam to Express Your Views Without Fear of Reprisal

Cablevision encourages individual expression and is committed to fostering an environment of
hongst and open communication at every level. We enthusiastically stand by our Open Door
Policy and do not tolerate retaliation against employees for having views different from ours.
We encourage all employees to raise concermns, problems or guestions with their
superviserfmanager or Human Resources representative, Please report any conduct that you
believe to be retaliatory to your Human Resources representative, Corporate Hurnan
Resources, or any member of our Corporate Senior Management team, including our President
& CEDO, immediately. All concerns and problems will be handled confidentially to the graatest
extent possible.

From time to time, Cablevision sponsors employee surveys and focus groups to gather
employee feedback and suggestions. We encourage all empioyees lo take advantage of every
opportunity to express their views.

¥ You Have a Suggestion gr Complaint

We are interested in your thoughts and ideas about making Cablevision an even hetter piace to
work, If you have any specific suggestions, please feel free to discuss them with your
supervisor/manager, department head or Human Resources representative,
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o 20 consecutive years with Company ~ 10-year benefit upon retirement
o 25 consecutive ysars with Company - 15-year beneht upon retirement
o 30+ consecutive years with Company — Lifetime Cable Benefit

You may be gfigible to receive the retiree product benefit so tong as Cablevision continues
to grovide such services to its then current employees. This complimentary service will
begin on the dale of separation ang extand far the eligible years noted above (from that
separation date} provided eligibilily is maintained,

This complimentary service will mimor the benefit classification you received prior io your
separation with Cablevision, unless otherwise noted. The retiree product benelit cannot he
transferred to another person and must be used in the home within our service area where
you personglly réside. There is no retiree cable allowance benefit applicabie to employees
wha reside off system.

On an annual basis, eligible recipients who are receiving the benefit will be asked to confirm
that they reside at the address that Cablevision is providing service to, and to verify
assigned equipment in a manner similar to the current employee equipment verification
process. .

FPiease note that Cahlevision may eliminate or modify these services in its sole
discrefion at any time.

» Commuter Program - The iRS allows amployees to pay for eligible commuting expenses on
a pre-tax hasis up to ceftain monthky mits. By paying for these expensas on a pre-tax
basis, you can save up 10 40% on your commuting expenses. The Commater Frogram
permits employees 10 pay a partion of their monthly commuiation costs on a pre-tax basis
thraugh payrall deductions.

You go online, choose your transit pass, parking provider, or both and your transit pass will
be delivered to your home every month in which you are enrolled or the Program will set up
autamatic monthly parking paymaents to your pravider.

if you are interested in enrolling, visit waww wageworks com or call 877-WageWorks (877-
924-3987), Monday through Friday, from 8am to Bpm EST Thers is no annuat enrolliment
perind for the Commuter Program so you may enrat] at any time.

»  NY State 528 College Savings Program - Cablevision offers a flexible, tax-advantaged 528
College Savings Program, which is an effective way far you to save for your child or
grandchild’s ¢ollege education through canvenient payroll deductions. You can start with as
littte as a $15 payrolt deduction. You may choose from a wide range of investment eptions
and your acgount will grow tax deferred. Your eamings are exempt from federal income tax
as long as money 1s bsed for higher education retated expenses at an accredited
institution. There are additional tax advantages for New York State taxpayers. The
Program is managed by Upromise Investments, Inc., with investment management and
services provided by Vanguard,

+ Savingg Bond Program — Cablevision employees are able o purchase U.S. Savings Bonds
through convenient payroll deductians.

« Bethpage Federal Credit Union & TD Bank — Enrelirment with Bethpage Federai Credit
Union and TE Bank is available to employees. Membiership offers you an array of finanaiat
features that include mortgage services and personal and auio loans. Direct deposit is alse
available, which saves you time and trips to the bank to daposit your paycheck.
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howrs of service in this first period, then succele%?n]g 12-month periods are measured from the
January ist that next follows an employee's date of hire.

Cablevision wilt contribute 100% of the first 4% of eligible pay saved inta the 401(k) Savings
Plan each pay period in pre-tax and/or Roth after-tax contrihutions. Effective January 1, 2014,
the Company may make an annual discretionary contribution that wili be determined at year end
based on the Company's performance. The discretionary contribution, if applicabie in a
particuiar ptan year, will be made to alt eligible employees, regardiess of whether the employes
actively contributes {o the 401(k) Savings Plan.

Vesling refers (o the portion of yous 401(k) Savings Plan account balance to which you are
enfitled under the plan rules. You are always immediately 100% vested in your gwn
contributions and wilt become 100% vested in ail company matching and discretionary year-end
contributions, if applicable, as well as any related samings after you complste three years of
service. Seyvice is measured from your date of hire, You alse become 100% vested in your
plan account if while employed you reach age 65, die or become totally and perrmanently
disabled.

To enroll in the Plan, visit www nethenefits cam or ¢all the Cablavision Service Centsr at
Fidelity at 1-877-973-2345,

Cablevision Cash Balance Pension Plan

Effectiva Dacember 31, 2013, participants in the Cablevisicn Cash Balance Pension Plan
{"Pension Plan™) ceased accruing pay credits. No future pay credits will be made under the
Pension Plan after 2013. Maonthly interest credits wiill continde to be made io participant
accounts until the accounts are distributed foliowing termination of employment. Vesting, or
ownership of a Pensian Plan participant's account batance, ocours at three years of service.
Service is measured from date of hire,

(ther Benefits
n addition to comprehensive health, weifare and retirement bensfits, Cablevision offers &
variety of other perks and benefits to its employees. These include:

« Emplovee Product Benefit - Eligible employees who reside within Cablevision's service
area may enjoy our wide salection of channea! options, as well as discounis on programs
such as Pay Per View and Video on Demand - just to name a few. Services may also
inciude phone and/or internet. The standard equipment charge will apply, along with cerfain
service andfor channel rates, based on the business unit for which you work, For more
information, please visit the Employee Product Benehit sectian of Marquee or glick here.

« Off-System Cable Allowanee — Cablevision has discontinued the Off-Systern Cable
Allowance for new hires, as of Qctober 22, 2014, However, employees who were already
receiving the Off-System Cable Allowance prior to that will continue to do so, now at the rate
of $50 each month._The allowance is ¢covered for service(s) provided only by a cable
company: therefore, it does not include an allowance for satellite service(s) or video services
provided by a telephone company. For more infarmation, please visit Marguee or contact
your oozl HR/ER representative. The IRS views these allowances as taxable income;
therefare applicable payrol taxes will be withheld for this benefit.

» Retiree Product Benefit — If you retire from Cabtevision or one of its subsidiaries and reside
within Cablevision’s service area (footprint), you may be eligible to receive the Retiree
Procuct Benefit as follows:
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Thera are other support services offered through the WorkingSoluions Program including:

e Child/Parent Support

»  AduitElder Suppart

o Chronic Condition Suppaort

o legal Assistance

e Financial Services

e Life Learning Educational Support
o Convenience Services

The WorkingSatutions Program is completely confidential and is available af no cost te you.
Simply call 1-800-285-6201 or Iog orto www liveandworkwell .com - accass coda: 223594, Call
anytime for help with the demands of everyday life.

independent contraciors and consulfanis are nat employees and are therefore nat eligible to paricioale in
the Bertefits Program.

FPlease refer ko the Benefits Enrofiment Guide for a delailed description of these benefits and the
candidions hat apply.

Bright Horizons Care Advantage Program

Cablevision understands that family is important. The Bright Harizons Care Advantage Program
provides benefits eligible employess with access to emergency back-up care for children and
adults/elders, as well as other ongoing care support programs for children, pets and family
members of all ages.

The Bright Horizons Back-Up Care Advantage Program is designed 1o hetp employees batance
personal and professional priorities by providing a total of up 1o ten calendar days per year of
back up care for children, adults ar elders for a minimal cost copay. Bright Horizons also offers
additional family support programs to help you balance the needs of family members of all ages.
These pragrams offer added resources, discounts and access 10 care across a broad range of
situations 10 meet multiple nesds.

For more information visit, wway . careadvaniage.conycablevisiaon.

Adoption Assistance Program

At Cablevision, we care about what is imporiant to our employees, and we know that expanding
your family through adoption can be a lengthy and costly process. The Adoption Assistance
Program provides reimbursement of up to $10,000 to eligible employees to help cover qualified
axpenses associated with the adoeption of a child under the age of 18,

For more information regarding employee eligibility and qualified expenses, please visit the
Adoption Assistance Program section of Marquee,

Cablevision 401(k) Savings Plan

Eligible Full-Time employees hired or rehired on or after Januvary 1, 2810 wili be automatically
enroiled in the 401(k) Savings Plan at a 8% pre-fax contribution rate beginning with the first pay
period 45 days after hire. Such employses may enroll sooner or opt out of automatic
gnroliment. Employeas who are not classified as Full-Time become gligible to participate in the
401{k) Savings Plan after completion of one year of service. A year of service means a 12-
month period in which at least 1,000 hours of service is earned. This 12-month periad is
measured initially from an employee's date of hire. If an employee does not compilete 1,000
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Cabievision Benefits Program

The Cablevision Benefits program (the "Benefits Program™) has been developed to offer an
array of benefit choices so you can design the benefits package that meets your needs now and
throughout your career with Cablevisiah.

Efigibility
You are eligible to parlicipate in the Benefits Program if you are a Full-Time {exempt or non-
axempt) employee who is regularly scheduled fo work at least 35 hours each week,

Full-Time employees are eligibie to participate in the following plans:

Medical Ptan

Dental Plan

Vision Plan

Flexible Spending Accounts

Shaort-Term and Long-Term Disability covaerage
Life and AD&D Flans

Group Legal Plan

v & & 9 & B »

Part-Time employees who are regularly scheduled to work at lgast 20 haurs per week are
eligible to participate in the same plans as Full-Time employess, except for Long-Term Disability
coverage.

Coverage beging on your date of hire, provided you and your dependents, if applicable, enroll
within 31 days frarm your date of hire. Shert-Term disability coverage baging after a 90-day
eligibility waiting perind for employees hired on or after April 1, 2010

Part-Time employees who are not regularky scheduled to work at feast 20 hours each weesk, or
are freelance, seasonal or temporary employees are not eligible to participate in the Benefits
Program.

The Company’s Shart-Term Disability Program is designed to provide a |evel of income
protection, in whole orin part, 1o ernployees who are unable to work due to a disabling Blness or
injury (including pregnancy related conditions).

For more defatted information about short-term disabifity bonefife please confact vour Humarn Resources
representative or the Corporale Benefits Department.

Employee Assistance Program (EAP)

Employees and their family members also have access to the WorkingSalutions Program
through UnitedBehavicraiHealth. The WorkingSnolutions Program provides resources and
expertise that you may need to deal with everything from the demands of everyday life to major
life events.

One impaortant program that UnitedBehavioralHaalth offers is our Employee Assistance
Program (EAF). An employee of family member can speak with an Employee Assistance
Specialist who will hetp identify the best resource to assist with your personai sitsation. if you
want to see a licensed clinician, the Specialist will match you with an EAP nebwork clinician
who is experienced in helping people with similar problems.
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Jury Duty

if you are called for jury duty. you must provide your department head with a copy of the
summons or other docwmentation requiring jury service as soon as possible, but no later than
two hours before your regular starting tfime. That way, proper arrengements can be made o
cover for you in your absence,

If you are a Full-Time or Part-Time employge and act as a juror. you will continue {0 receive
your regular base rate of pay for the periad of your jury duty as it coinscides with your reguiarky
scheduled shift, While on jury duty, employees are expected to report for work on regutarly
scheduled workdays when they are not required to report for jury duty. If you ordinarily work
Part-Time, your pay will be based on your raguiarly scheduled workweek, reduced by any pay
{@xcluding travel alfowances) you receive for jury duty. Exemgt employeess, however, will be
paid their full salary for any workweek interrupted by jury duty (less any payment received from
the court for jury service). In New York State only, any employee who is not otherwise aligible
for salary payments under this Policy will receive a payment of $40.00 for the first three days of
jury seivice,

Leaves of Absence

Leaves of Absange are available to you for a variety of reasons, ingluding medical, family and
personal siteations. Ouring an authorized leave of absence, you will continue to earmn service
cradit, and you are eligible to participate in the Cablevision Benefit Frogram. You will, however,
conkinue to be responsible for any deductions that are made from your paycheck in order to
mairtiain banefit coverage. You will also be responsible for the repayment of any loans that may
be outstanding from the Cablevision 401{k) Savings Flan.

Al Full-Time and Part-Time employees may be eligible for the following types of leaves:
»  Famiy/Medical Leave *
¢ Personal Leave of Absence

» Bonding Leave
« Bereavement Leave

e Miliiary Leave

* Famiy/Medical leave provides lime away from work to care for an employee's child after birth {or
placamen! for adogtion or faster care); an employee’s own sericus health condifion; a serious health
condition of the emplayvee’s spouse, child ar parent, or in certain cimumslances where @t employes has a
famity member en or called fo active duty in the mifitary. In the stafes of New Jersey end Connecticut,
FarmilyMdedical leave can alsa be faken fo care for a parent in-law wifh a serious health condition,

For more detaited informalion abouw! the Leaves of Absences listed abave or otfter isaves available under
applicable stafe amd faderal laws, please contac! your Human Resources representative or the Carporafe
Banefils Departmernt.

Mote for Unifon Empioyees

The paid timz off practices applicable t0 you, where not governed by applicable law, are governed by the
provisions of your collective bargaining agreement and the policies set by your business uni
management
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the eighth consecutive calendar day regardless of the relevant state-mandated waitng period for
workers' compensation benefits.

Please contact your Human Resources representative or the Benefits Department for specifics
regarding workers’ compensation caverage.

Personal Time

In addition to holidays, vacation and sick time, Full-Time employees receive personal time each
year (the equivalent of three working days, based an your individual standard work schedule,
genarally not to exceed 24 hours per year).

To be gligible fo receive an allocation of paid time off for personal time, you must be a Full-Time
employee who is regutarly scheduled to work at least 35 hours per week. |n your first year of
employment, you may be eligible for less personal time depanding on your date of hire, Your
Human Resources representative can advise you of the personal time you are eligible to receive
for that year. Part-Time employees are not eligible for paid time off for personal time.

Personal time may be used to observe religious or ethnic holidays, personal emergencies or
any other days of personal significance. f you are eligible, you may take personal time
whenever you choose - provided that you have obiained the prior spproval of your
supervisor/manager. unless it is an emergency situation where advance notice cannot be given.

You must use your personal time in the year that you receive it. Parsonal time does not usually
carry over from one year to the next. Employees may not take a personal day without pay if
they have accrued personal or vacation time available, Non-exempt Full-Time employees will
tie paid in December for any personal time they did not use in the previous twelve-month period.
This allocation of your personal time is made in December fur use during the upcoming personal
time year. This allocation is an advance of your annual personal time allotment. The personal
time year generally runs from December § to December 4 of the foliowing year. Exempt
employees will not be paid for unused personal time. Al Full-Time exempt employees who are
hired after June 1* of a given year will carry over any unused persaonal time for one year only.

Halidays

Cablevision generzlly observes ten holidays each year. The official holiday scheduls is
generally announced in October for the following year. This information ¢an also be found on
Marquee. Holiday schedules may be adjusted as a result of specific business unit neads.
Under certain circumstances, you may be entitied to additional pay if you work on a Company-
recognized holiday. If you are a non-exempt Full-Time or Part-Time employee and you wark on
a Company-recognized holiday, your pay may be calcuiated as follows;

e All Full-Time non-exempt empioyees may receive holiday pay plus two times their regular
hourly rate for any hours worked on that assigned holiday.

+ Al Part-Time non-exempt employees may receive holiday pay plus 1} times their regular
rate for any hours worked on that assigned holiday. Part-Time non-exempt employees who
are normally scheduled to work on a holiday will receive holiday pay. if you are not normally
scheduled to work, you will not receive holiday pay for that holiday.

For a copy of Cablevision's hofiday schedule, click here The holiday schedule may not apply to
employees who wortk a non-fradifional workweetk, in which case the depariment head wilf
designate the holiday based on schediles and business needs. You may also obtain g copy
from Marquee (hilp./marquee).
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paid sick leave per 30 hours worked, Your Hub8B&Resources representative can advise you of
how much sick time you are eligible fo receive during those years.

Part:Time Ernployees L ‘
_Length of Service e Totat Sick Time Aliocation Per Year 7
Alf lengths of service 20 hours per year

~ ae >

Part-Time Employees in CT, Newark and NYC

P

; Length of Service _Total Sick Time Allocation PerYear . "
i Afllengths of emplayment 20 hours per year plus accrual of 1 hour paid sick time
; tor every 30 hours worked up to @ maximum of an

' additional 20 hours paid sick time, beginning after 600
hours warked in the sick leave year,

Sick Time Notitication

If unable to atiend work on a given day for any af the reasons covered by this policy, you must
call out in accordance with our standard call eut procedures outlined in the Attendance Policy for
the absence to be considered "excused.” The paid sick ffime provided by this policy must be
used whensver you are absent for reasons covered by this pobicy. Time off without pay is not
permissible if accrued sick tirme is available. Accrued personal and vacation time should only be
used if slck time has already been exhausied. Employees whose need for sick time is
fareseeable are expacted o provide as much notice as possible in advance of the expected
absence, but will not be required to provide any more than seven (¥) days’ notice of the
foreseeable leave. The paid sick time provided by this policy must be used whenever an
employee is absent for reasons covered by this policy.

it ts the responsibility of the supsrvisor/manager to keep complete and accurate records of all
absences by his or her empioyees, and to make these records avaitable to the Payroil and
Human Resources Depariments upon raquest.

Employees whao use paid sick time may also be gligible for unpaid leave pursuant {o the Family
and Medicat Leave Act or other applicable faw. Employees who believe they need time off for
reasons protected by the FMLA (see the Family and Medical Leave Pelicy}, or who believe they
will need additional time off beyond their paid sick time {0 accommaodate their own medical
condition, should contact the Accommodation and Leave Management team.

If your sick time extends beyond seven consecutive days, you may be eligible for short-term
disahility benefits under the Company's CHOICE Plus Income Protection Benefits Program.
Please comtact your Human Resources representative or the Benefits Department for specifics
regarding eligibility for disability pay.

If you are absent from work as a result of your own non-work related injury or iliness and your
absence extends beyond seven consecutive calendar days, you may be eligible for shor-term
disability under the Coempany’s Income Protection Benefits Program. In this case, you must use
your aflotted paid sick, personat and vacation time. in this arder, during the unpaid portion of the
disability waiting period before the Company's incoma protection benefits commence. Please
contact your Human Resources repratentative or the Benefits Department for specifics regarding
ehgibility for short-term disability pay and unpaid leaves of absence.

If you are absent from work as a result of an injury or Hiness sustained in the course and scape af
your employment at Cablevision, you must first use your allotted paid sick, personal and vacation
time, in' this order, during any unpaid portion of the workers' compensation “waiting period”
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. . 1837
Sick Time _
Cablevision provides paid sick ime to both Full and RPart-time employees. This ime may be
used if you are unable to work due to your own ifiness, to care for a family mermber whois ili, ar
to attend doctor's visits for diagnostic and preventive care of a child (including an aduit chiid
incapable of seif-care). A family member includes: a spouse, domestic or civil union partner, a
biological, foster, adopted or stepchild, the child of a domestic or civil union partner; a sibling; a
parent, fostar, adoptive or step-parent; a person with whom you have an in foco parentis
relationshipy; the parent of a spouse, domestic or civit union partner; a grandchild, grandparent
and the spouse, domestic of civil union partner of a grandparent. In the first three years of
employment, employees are eligible for up to 40 hours of paid sick time per year. After 36
months of service to the Company, full-time employees are eligible for up to 80 hours of paid
sick time per year.

All employees will be allotted paid sick time in accordance with the allotment schedule balow.
Paid sick time shalt be aliocated each year on December 5 (the annual allotment date”} and the
paid sick time year will run from December 5 to December 4 of the following calendar year,
except in Connacticyt where the annual allotment date will be January 1 and the paid sick time
year shafl run from January 1 to December 31

Emplayees hired in the middie of the paid sick time year will receive a pro rata allocation based
upon a presumed 40-hour for schedule far fuli-time or 20-hour schedule for part-time employses
between their start date and the next December 5th, at which point they vall be allotted a full
forty {40) or twenly (20} hours of paid sick time. Fart-time employees will also begin 10 accrue
additional paid sick fime at a rate of 1 hour for every 30 hours worked up to an additional 20
hours {up to & maxirmum of 40 hours total}, after they have worked 600 hours. Newly hired
employees may not use any accrued/ailotted paid sick time untd! after the S0th calendar day of
empioyment, unless they were previausly employed by Cablevision within the six months before
their etart date, in which case the employee may immediately beginfo use it

Paid Sick time does not carry over from one year to the next. However, non-exempt full-
time employees and al! part-time empioyees (whether exempt or non-exempt) wii be paid
at the end of their location’s paid sick time ysar for any paid sick fime that was alfotted
but unused during the previous paid sick time year. Full-Time exempt employees will not
ke paid for allatted but unused sick time because they wili receive the full allotment of paid sick
tirne at the stard of each paid sick tima year.

Paid sick time is allocated according to the following schedule:

Full-Time Employees

¢ LengthofService. . . . . . Total Sick Time Allocation Per Year
. 0 months - 36 months Up to 40 hours per paid sick time year
| More than 36 months 80 hours per paid sick time year o

In the first year of employment and thind year of employment {Full-Time employees only), your
allocation may be different depending on your date of hire, but will never fall befow one hour of

‘Employees in New York City, Newark, NJ and Connecticut may use paid sick time if they are unable to
wotk due to: their own diness, injury. or health condition {including diagnestic and preventive care), the
need to care for a family member with an fingss, injury, or heatth condition {including diagnostic and
preventiva care); their need o obitain medical care ar olher services or participaie in legal praceedings i
the employae is a victim of family violence or sexual assault; the closure of Cablevision’s workpiace by
order of 3 public health officiat due to a public health emergency; or ta care far a chidd whose schoo! or
childcare provider has been closed by order of a public official dus to a public health emergency.
Additianafty, employees employed in Newark, NJ may use paid sick ¥me to care for a famity member
determined by health authoriiies to jeopardize othars because of exposure 10 2 communicable diseass.
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Part-Timie Employees - If you are a Part-Time employee regularly scheduled to work 20 hours
or more per week you are gligible for paid vacation time, after 12 months of continuous
employment,
You may use available vacation tume, provided that you have obtained your
supervisorfmanager's prior approval for the dates you have selected. Part-Time employees wilt
accrue vacation time on a monthly basis in accardance with the following schedule;

_,E‘?E.Qﬁlgj_Semde o T U7 Total Vacation Accrual Per Year 0 il
12 months - 24 months 1 week per year {based on the number of hours you are
- e e s e LEQUIBRY SThECUlRd 10 WOk per woek) -
25 months ar more- 2 weeks per year {basad on the number of heurs you are
regularfy scheduled w0 work per week]

Parf-Tima amployees will begin {0 aoerue patd time off for vacation beginning the date of hirg.  You wil receive an
atiocalion of T weok of paid vacshon lime In e firsf pay perod fsliowing one full year of service (vour 12 month
anniversary) With the Company. At this time, your vacation time wilf be available for your use.

Use of Vacation Time and Vacation Carryover

Cablevision belisves that it 1s important for alt employses to {ake thelr vacation tme in the year
in which it was accrued. Everyone, regardiess of fitle and position, needs time away from wark
to relax and rejuvenate,

Please keep the following in mind when you use your accrued vacation time:

v Your vacation time should he used during the year in which it was accrued. VWhen
necessary, you may carnry over to the next year a maximum of 75% of the amount of
vacation time you are eligible to accrue during that year (unkess applicable state {aw
provides otherwise). Vacation accruais that exceed the maximum carry-over balance will he
forfeited (unless applicabie state law provides othenvise).

o You must oblain approval from your supervisor/manager at least 3¢ days in advance of your
desired vacation time. During peak periods, you may be required 1o request your vacation
time no more than 60 days in advance. Management will nolify you at the beginning of the
calendar year as to which peak periods will requirg 80 day nolice. Management is also
responsible for approving vacation time and resolving schedule conflicts if more than one
employee requests the same vacation dates, Management within certain functional
organizations may institute different vacation notice and scheduling requirements. This will
denend on the specific needs of that arganization, provided that such requirements are
approved in advance by the President & CEQ or his designee.

<« Sick time cannot be used to extend a vacation pariod.

» it you leave Cablevision for any reasen, you will be paid for unosed, accrued vacation time
up to the maximum amount of accrued vacation fime you were sligible to acerue during the
calendar year (regardless of how much time was cairied aver) untess another amount is
required under applicabie state [aw.

»  Employees may not take time off without pay if they have accrued vacation time available,

Cerlain state faws may requine thal accrued time be handled differenfly. Flease confact your Human
Respurces representative for additional information.
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it is important that your time worked is accuraléhdtaported, and if you identify any discrepancy
or issue with the recording of your time, notify your supervisor/manager immediately.

Falsification of a time record, timing in or out for ancther employee, or having angther employee
time in or aut for you, is against Cablevision policy and may result in corrective action, up to and
including suspension or termination of employment.

Direct Deposit

Most non-union emplayees may have their paychecks deposited directly into a maximum of
three different bank accounts. Because Cablevision does not allow for partial depositing
{depositing a portion of your check and getting the rest in ¢ash), the full amount of each
paycheack must be depasited into one or more of your accounts.

If you wigh to take advantage of direct deposit, simply complete a direct deposit form {far each
separate account, if applicable) and forward it to Payrall or Human Resources for processing. It
may take several pay perigds for this change to take place. Once the direct deposit transaciion
is complete, you will continue to receive a pay stub each pay period reflecting the amount that
was deposited tn your account(s),

Additional checks, such as certain bonus checks, cannot be depasited directly into your
account{s) (hrough direct depasit.

Paid Time Off

Vacation Time

Fuil-Time Exempt Employees - If you are a Full-Time exempt employee regularly scheduled to
work at least 35 hours each week, you are eligible for paid time off for vacation after four
months of contintous employment. On your four-month anniversary, you will receive an
allocation of one week of paid vacation time, which is available for your use, provided that you
have obtained your supervisor/manager's prior approval for the dates you have selected. Full-
Time exempt employees accrue vacation time on a manthly basis dunng an "anniversary year”
in accordance with the following schedule:

[ Length 1 of Service . "7 "Total Accrued Vacation Per Year® .
4 months - 72 ronths 3 weeks per yeaar
73 manths or more 4 yrerks per year

Fult-Time Non-Exemnt Einploveaes - If you are a Full-Time non-axampt employee regularly
scheduled to work at |east 35 hours gach week, you are eligibie for paid time off for vacation
after six rmonths of continuous employment. On your six-month anniversary, you will receive an
allocation of one week of paid vacation time, which is available for your use, provided that you
have obtained your supervisor/manager's prior approval for the dates you have selected. Fufl-
Time nan-exernpt employees accrue vacation time on a monthly basis dunng an "anniversary
year” in accardance with the following schedule;

. Lepgih of Service . .. .. .. Total Accrued Vacation Per Year"

 Gmonths -3 montne __ 2 weeks per yaar

| 37 mooths - 72 montns _ 3weeks per year -
73 moaths of more 4 weeks per year

T Hours vacy based on weekly stancard howrs. You will contirtue o acorde vacalion time on a monthly basss.
Yecation time is accrued on he first of each month for fhe previous month. Your actuaf accrued time is refiected on
your pay stud.
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if at any time you beliave that you have not bee}l8pici)d, or have not been paid the proper amount
of overtima that you have warked, please contact yaur supervisor/manager or Human
Resources representative. There are fwo different categonies of overtime for non-exempt
amployees:

Scheduwed Overtime —~ This type of overtims is announced in advance. If you are unable to
work gvertime on a specific date, please inform your supervisor! manager so that he or she can
plan an alternative. As always, our flexibility is driven by our desire to batance employee needs
with the needs of our customers and guests. f you have a personal conflict that cannot he
resolved, please discuss the situation promptly with your supervisorimanager.

Incidental Qvertime — This is extra time needed 1o ensure a high degree of service to our
customers and guests, to address business needs, breaking news or other unplanned svents. it
is not scheduled in advance. Management Is required to balance service to our customers and
quests with the needs of our employees when incidental overtime conflicts with an employee’s
avaitability.

For a copy of the Overtime Pay Policy, click here.

Standby FPay

"Standby pay" is pay for time in which certain eligible employees are scheduled fo be available
to perform waork outside the regular work schedule, as required by their supervisar/manager to
mesat the Company's business needs. Your supervisorimanager will advise yau if standby pay
is available for your position.

Exempt Employees

If you are classified as an "exempt’ empiocyee, you are generally paid on a salary basis and are
not entitied to overiime pay. Exempt employees must be paid their full salary for each week
they work: however, deductions may be made from their pay in only limited circumstances.
improper deductions are prohibited. if you are an exempt employee and you believe an
improper deduction has bhean made from your paycheck. please contact your Muman Resources
representative,

Time Sheets

Cablevision requires all exempt and non-exempt empioyees to keep accurate records of the
time they work, The method of recordkeeping will be by automated time tracking systems, ime
sheets, or other mechanisms specified by Cablevision, Your supervisor/manager will advise
you on how ang when t¢ compiete your fima records. Every employees must complete and
submit ime records to his or her supervisgrimanager as directed and in a timely mamner.

Accurate time records will help ensure that your paycheck reflects the hours you spend working.
Unless your supervisor/manager approves, you should not work any hours beyond your
scheduled haurs, any unauthorized overtime or any other hours off the clock. [fysuareina
customer facing position {for example, a customer rejations coordinator, instalier, ticket sefler or
taker, at¢.) and are assisting a customer at the end of your scheduied shift, you should generally
finish the transaction with the customer and record the actual time that you finished wark.

When you review your pay statement, please verify immediately that you were paid correctly for
all regular and overtime hours werked each workweek,
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Employment Classifications, Types qﬁzﬁay and Pay Practices

Employment Classifications
The following are some of the employment classifications used by the Company in connection
with pay and benefits practices:

‘Reqular Full-Time™ Employees - Employses who are reguiarly scheduled to work for the
Company, in the aggregate, at least 35 hours in a standard workweek,

"Regular Par-Time” Employées - Employees who are regulary scheduled to work for the
Company less than 33 haurs in a standard workweek.

Other Classifications:
"Temporary Full Time™ Employees — Employees who may be scheduled to work for the
Company at least 35 heurs in a standard waorkweek.

"Temporary Part-Time" Employees — Employees who may be scheduled to work for the
Company less than 35 hours in a standard workweek.

Temporary employees are generally not eligible far Company benefits except where required
by law. Employees will be told what their classification is when they are hired, or when any
change in thelr employment classification takes place. Cablevision establishes your
Employment Classification by reviewing your current work schedule and the type of
work you perform for the Company. Additicnal work assignments or previous work
history could alter your employment classification.

Employses retain their employment classifications until they are notified in writing of a change
by Company management. Regular work schedules and overtime requirements may vary
depending on your businass and work location.

Pay Practices

Cablevision conducts periodic surveys of similar industries and related marketplaces to ensure
that our pay rates and structures for all job categories are fair and competitive. Generally,
individual performance reviews are conducted annually for all Full- and Part-Time employees
and pay increases may be awarded based on your performance. Your supervisorimanager can
advise you of your scheduled annual performance review date.

Pay increases are administered according to approved ranges and guidelines, Generally,
increases are not granted outside of these ranges and guidelfines

Differential Pay

Certain non-exempt (hourly} employees may be eligible for differential pay depending on their
joby functions, When an employee has earmned differential pay, the Payroll Department will
process it accordingly. Your supervisor/manager will advise you of the types of differential pay,
if any, that are availabie to you.

Overtime Pay

if you are classified as a "non-exempt” employee. you are generally paid on an hourly basis and
are gligible for overtime pay. Your supervisor/manager ganerally must approve your overtime in
advance and failure to oblain advance approval may result in corrective action, up to and
including suspension or fermination of employment. it is Cablevision's policy that employeeas be
paid for ali overtime worked and you must report ail overtime hours worked, even if you did not
receive advance approval. '
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8. An Opportunity for Training and Development

New Employee Crientation

All new employees are required to attend employee ofientation training. The orientation serves
as a new employee's first in-depth look at gur businesses, guiding principles and our individual
and collective assets that uniquely position us to compete effectively. The crientation provides
background information about Cablevision and its businesses to help you adjust to your new
wark enviranmant by fostering an understanding of their culture, Values, mission, objectives,
policies and organizational structiwe. The orientation also highlights standards for treatment
and appropriate behavior in the workplace, You will also complete new hire paperwork during
the orintation, which activates payroli and securily access.

Employee Training and Development )

Emplayee training and development is an ongoing process at Cablevision, which starts the day
you begin employment with us. Cablevision believes in giving every employes a chance to
expand his ar her knowledge and skills throughout the course of his or her career. Therefore,
we continuously offer our employees a variety of internal and external job-related learning
opporfunities. You will ba paid for the time you spend attending these programs.

Educational Assistance

Employees who have compleied at least six months of continuous Full-Time service with
Cablevision are eligible to apply for reimbursement under the Educational Assistance Program.
Once gualified, you will be reimbursed upon receipt by the Company of required documentation
showing a grade of C or better in a pre-approved, Company-related degree prograrn at a state-
accredited educational inshitution. Eligible employees may be reimbursed for pre-approved
coursewdrk up to $58,250 per calendar year, which includes tuition and tab fees. Taxability is
subject to RS regulations.

tf you are interested in continuing your education, please visit Marquee for the eligibility
quidelines and approval request form. Discuss your plans with your supervisor/manager,

The Educational Assistance Frogram will only reimburse tuition expenses not paid for by other
sources. Therefora, if you are entitled to educational aid under any veteran's benefits or othert
financial grants, the other sources must first be exhausted before you can apply jor
reimbursement through Cablevision.

For more information about the Educational Assistance or Tuition Reimbursement Programs
click hera. You may also obfan a copy from Marquee (Ritpmargues).

§. Salary and Benefits That Are Fair and Competitive
Cablevision is committed to providing its employees with fair and compétitive salaries and

benefits. We seek 10 recognize individual contributions and base rewards an employee
performance. As a result, empioyees have direct input in their future,
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4. A Clear Statement of Company R%ﬁélé, Regulations and Expectations
Cablevision believes in clearly and openly cammunicating Company policies and practices so
that all employees are aware of what is expected of them. All employees must comply with the
Company poficles and procedures. Failure to do so may result in comective action, up te and
including separation from the Company. This Emplayee Handbook and Marquee will serve as
your best resources far general policy infarmation, Changes {o this Employee Handbook or the
policias and practices it contains may not be made by any employee or member of management
without the written approval of the President & CEO or his autharized designee. Updales to this
Emplayse Handbook will be made when there is a business need to do so. We will attermpt to
keep you informed of any changes thai affect you.

If you feel that you do not have a clear understanding of your job requirements, Company
policies or management expectations, or if you find that our policies are not being applied as
stated in this Employee Handbook, please contact your Human Resources representative
immediately.

For a complete st of the Company palicies, click here, You may alsc obtain a copy from
Marguee (hito./imargiiee).
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1844
Abuse Program. In addition, the Company maintaing an Employee Assistance Program which

is available to employees who have substance abuse problems and wish to seek assistance.

Emoloyes Assistance Program

Your participation in our Employee Assistance Program ("EAP") is strictly veluntary and
confidenttal and may enable you to address your problern without being subject to discipline.
In the alternative, an employee may elect to obizin assistance from an outside substance
abuse professional. The Company's EAP provides confidential professional assistance to
emploveess and is available 24 hours a day, 7 days a week. To reach the EAP. call the toll-
fres number 1-800-260-4819, or log on o waww liveandworkwell.com - access code 228594,

Drug and Alcohof Testing ,

A5 part of the Company's Substance Abuse Program, the Company will conduct drug and
alcohaol tests under certain conditions and in accordance with applicable laws. All appiicants
will be subject to a post-offer, pre-employment drug test. Employees will be required to submit
te a drug and/or alcohol test, whenever a member of the Company's Corporate Committee
On Substance Abuse has reascnable suspiclon to believe an employee has engaged in
prohibited drug or alcohol-related conduct, |n addiion, emplayees will be reguired to submit
to a drug and alcohinl test if they cause or contribute to the following types of work-related
accidents: Rear-ended another vehicle; struck a parked vehicle; side-swiped another vehicle;
struck another vehicle while backing up: struck a pedestrian; struck an object {(e.g. a tree,
telephone pole, or guard rail); any accident where the employee receives a moving violation;
or, any other accident that is deemed to be avoidable by local management.

Use of Prescription and Qver-the-Counter Medications
Employees in safety-sensitive positians may use prescription or ever-the-counter
medications which;
a, have been lawfully prescribed to, or abtained By, the employes;
b,  are being used by the employes in accordanca with the pressription’s guidelines
(if applicable); and
c. before reporting to work under the influence of such medication, the employes has
inquired whether the drug manufacturer or the employee’s physician warns against
driving, operating machinery or performing other work-related safety-sensitive
tasks. If such warnings exist, the employee taking the megication must inform his
or her supervisor of such restrictions before reporting to work under the influence
of such substances. When informing hig or her supervisor{s} ar his or her Human
Resources Representative of such restrictions, the employee should not _identify
the medicationis} being used o the reason for its use. The Company wifl evaluate
and respond o this infarmation on a case-by-case basis. Responses may include,
among other things, femporary job reassignment or maodifications, a request for
additional medica! documentation and consubtation, and/or an instruction that the
employse not work until the restriction is removed. Any employee reporting to
work in a safety-sensitive position without first advising the Company about
warnings accompanying lawfully prescnibed or abtamed medications will ba
subject to correchive action. An employee's |ack of knowledne concerning such
wamings wiill not excuse a viclation of this rule where an employee has faied ta
make the ingeAries reguired by this rule.

if you have guesions regarding the Substance Abuse Prograrm and how it operates, including our "Fresh Start™ Program dnd EAR
Fref how thay werk id sanfunction wilt o Company policies and banefits, plegse contact yayur Human Resolirces Representalive.
For 8 compfete copy of the Substange Abuse Program, click here. You may also pbfain a copy frvn Marquee (hitha:imanguae),
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If You Are Injured On the Job/Workers \Gémpensation

Your health and well-being are of the utmast importance to us. If an accident or injury shoutd
happen on the job. you must notify your supervisorimanager as s0o0n as the incident eccurs
{and no later than the end of the shift'day the incident occurred}. Managerment must be notified
pramgtly regardless of how minor the incident may seem,

Prompt medical aliention will be arranged where necessary. Coverage of all medical bills
incurred for a job-related injury or ilinegss is provided under the state’s workers’ compansation
benefit. In addition to medical benefits, workers' compensation also provides certain wage
reimbursement benefits as required by state law, You may also be gligible for authorized time
off in accardance with the Company's leaves of absence policies.

Cablevision’s Income Protection benefits programs coordinate with warkers' compensation as
they do with state disability benefits. Cablavision’s Income Protection benefits pragrams are not
avaiable to union emplayeas unless spacifically pravided for in the applicable collective
baraaining agreement.

Drug & Alcohol Pojicy

Cablevision cares about its employees and the customers it serves. The use of drugs or atcohol
can lead o actions that may jeopardize the safety of the user, other employees, customers,
visitors and the genarsl public. and can also adversely affect empioyee productivity. To address
these issues, wa have established a comprehensive Company-wide Substance Abuse Program.
The Substance Abuse Pragram applies to all emplayees. (Cerain employees may be covered
by an additional substance abuse palicy and will receive a copy of the additional policy which is
not summarized in the following paragraphs).

A detsiled deseription of the protocol we use to implement our comprehensive Substance Abuse
Program for employees is avaitable for review by all employees who request it. That detailed
description is contained in two documents, entitied "Substance Abuse Pragram Protocols for
Empioyees” and the "Summary of Proceduras far Testing, Employees and Applicants." Thase
dacuments inclide a list of specific drug and alsohol-related conduct which employees are not
permitted to engage in and a detailed description of the procedures and programs which the
Company will use to identify and resclve substance abuse problems within our workplace,
including the Company's "Fresh Start” Program and dritg and alcohal testing.

Although the Campany has a zero tolerance o workplace drug and alcohot use, our Substance
Abuse Program offers employees with drug or alcohol-related problems a remedial program to
address their problem before it results in employment termination -- the "Fresh Start” Program.

"Fresh Start” Program

Employess who test positive for drugs or alcohol or engage in certain other conduct in violation
of the Substance Abuse Program will ba given the opportunity to enter into our "Fresh Start”
Frogram, if itis the first tima in ten years ar more that the employes has violated the Substance
Abuse Program. In addition, those employees who voluntarily self-identify as having a drug
or alcohol problem and who voluntarily request assistance for such problem {prior to any
violation of the Company's Substance Abuse Program) wili be given the opportunity to enter
into our "Fresh Start” Program. To participate, an employee must agree to be evaluated for a
drug or aicohot problem by a substance abuse professional selected by the Company's
independent administrator of the “Fresh Start” Program, and, if determined to be necessary,
to enrofl in and successfully complete a treatment program. Employees who refuse to be
evaluated or enroll in a treatment program, if recommended, or who fail to successiully
complele the treatment program, will be immediately terminated from employment.
Employees who have not completed the first 80 days of employment are not eligitle to
participate in the "Fresh Start” Program but are otherwise subject to the Company's Substance
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A Workplace Free From Violence

Cablevision has a zero folerance for fighting and for harassing or intimidating behaviar in the
workplace, whatever the provocatien. Such behavior will be met with appropriate corrective
action, up to and including suspension or termination of employment. It is imperttant to us that
we act in a responsible and careful manner at alt times and exercise reasonable judgment in
identifying potentially dangerous situstions on and eff Company premises.

if you are aware of anyone who has been threatening or intimidating, engaging in fighting or
otherwise acting in an unsafe or menacing manner towards co-workers, customers or guests,
please contact your Human Resources representative, Secwrity affice ar 2 member of your
management team immediately. Your swift action can help us prevent that person from hurting
himsaifherself or others.

Each of us is responsible for cbsenving safety rules, policies, faws and regulations. You may
not possess any licensed of unlicensed firearm or other weapon on Campany premises, in
Company vehicles of on Company time.

Reports of threats will be treated confidantially fo the greatest extent possible. There wilt be no
retaliation for raising or pursuing such complaints. All claims will be investigated thoroughly and
the appropriate corrective action or other steps will be taken. Any repont may te made
anonymously, but it is obviously easier for us to adequately address allegations that are not
anOTnYMmous.

Safety on the Job

Safety is every employee's responsibility. Employees are expected to use commen sense and
are encouraged 1o develop and maintain safety awareness at all imes, both an and off the job.
Shauld you become aware of an unsale condition or emergency situation, please react
immediately and notify your supervisorfmanager or Human Resources representative.
Cablevision's Corporate Risk Management/Safety Department is also available to assist you
with safety questions.

Some business units within the Company must abide by formal safety policies. These safsty
policies are designed to assist and protect you while performing your job. Additionally, if you
drive a Cablevision vehicie or operate a vehicle on Cablevision's behalf, you sre required'to
read, become familiar with and sign off on the procedures outlined in the Vehicle Policy.

For a copy of Cablevision’s Mofor Vehicle Policy antd/or Safety Training Manual, please contact
your supervisar/manager, Human Resources representative, or jocal Safely Manager or_click
hera for the Motor Vehicle Policy and click here for the Safely Training Manuel. For a copy of
Cablevision’s complete Safely Accountability Policy, please contact your Human Resources
representative or click herg, You may also oblain a copy from Marguee (hfip./marquee).
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conduct, you should contact your Human Resbiftes representative immediately so that we may
promptly investigate and take appropriate action. If you believe it is more appropriate given tne
particular sircumstances, you may contact Corporate Human Resourcas ta report your
somplaint. if you have not received a satisfactory final or interim response within five (§)
business days after reporting any conduct or incident that you perceive to be harassment,
discrimination or abusive conduet, please immediately contact any member of Carporate senior
management, including the President & CEC.

Please note. all complaints will be fully and promptly investigated and, where necessary,
appropriate corrective action or othar steps will ba taken. Al actions taken to investigate and
resolve such complaints will be conducted in confidence to the greatest extent possible. Thare
will be no retaliation for raising or pursuing such complaints. When we have completed our
investigation, we will inform the person filing the compiaint of the completion of the matter.

For a copy of Cablevision's complete Harassment Prevention Policy, please contact your
Hurman Resources representative or olick here. You may also obtain a copy from Marquee
(http:#marques),

2. Ready Access to Management Regarding Your Concerns

Open Door Policy

Differences of opinion are likely to occur In any company. To address them, Cablevision
believes in open and honest discussion at every level, Positive suggestions and insights come
from the meeting of creative mings. As a Cablevision emplayee, you have a right to raise
concams, suggestions or questiaons and receive a quick and acourate answer, We pelieve that
most complaints and differences of epinion ¢an be resolved amicably, satisfactarily and quickly
through Cablevision's Open Doar Policy.

While we cannot guarantee that we will always give you the answer that you want, Cablevision's
Cpen Boor Pelicy assures that you will recaive ready access to management and a fair
cansideration of any problem or question that you raise. If you have an issue ar suggestion that
you would like 1o discuss, you should initially speak with your supervisor/manager. This initial
discussion between you and your supervisor/manager will give you the opportunity to directty
impact your situation at the local level. You may requast a private meeting, or if you prefer, your
Human Resources representative may also be present.  |f for any reason you'd rather not take
yOUT I8S0e or suggestion to your immediate supervisar/fmanager, you may speak direclly to your
department manager, his or har depariment head or yaur Human Resources representative.

Your supenvisorfmanager or the individual to whom you have brought your issue or suggestion,
after learning of and investigating the problem, will provide you with an answer in a timely
fashion, If this discussion does not provide you with a satisfactory answer, you may discuss
your issug or suggestion with your department manager or his or her department head. If at any
firne you do not wish to diseuss the matter with your Human Resources representative or your
management team, you may bring # fo the attention of a senier manager in your business
operation. |f you believe it is appropriate, you may also contact Corporate Human Resources or
any member of Corparate senior management to voice your concerns, including the President &
CEO.

If something is troubling you within the workplace, please report it as s0on as possible 50 that
we tan provide you with a quick response. Retaliation by anyone toward any employee who
makes use of Cabilevision's Open Toor Palicy will not be tolerated.

3. A Safe and Clean Working Environment
Cablevision is committed fo providing its employees with a safe and clean workplace,
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WHAT YOU CAN EXPECT FROM CABLEVISION

1. Fair and Respectful Treatment

Equal Employment Opportunity

Cablevision is an equal opportunity employer. This means we offer the same opportunities te
every person regardless of that person's sex, race, color, age, nationa! origin, citizenship,
marital or domestic partner status, veteran status, sexual orientation or preference, religion ot
religious creed, ancestry, genetic information, physicat or mental disability or handicap, or any
ather characteristic protected by law.

We also make reasonable accommodations available to enable otherwise qualified individuals
with disabilities {as recognized by applicable faw) to do their jobs. Reasonable
accommodations will be made for such individuals uniess the accommadation would impose an
undue hardship on the cperation of the business o, despite the accommodation, there would be
a significant risk to the safety of the employee or to others. H you believe that you need an
accommodation, please notify your Human Resources representative.

Qur management team is dedicated to ensuring the fulfillment of equal employment oppartunity
with respect to recruitmeant, hiring, training, prometion, transfer and other personnel activities,
salary and other farms of compensation, bensfits and general treatment during emptoyment.
Candidates are hired and promoted based solely on business needs and the candidate's
gualifications and abilities related to the job. |f you believe that you have been subjected to
employment discrimination or harassment, please report the matter immediately to your
supervisorfmanager or your Human Resourcas representative,

Harassment Prevention Policy

Cablevision has a zero tolarance policy against harassment, discrimination or ather improper
conduat on the basis of sex, race, color, age, national arigin, citizenship, marital or domestic
partner stafus, veteran status, sexual orientation or preference, religion or religious creed,
ancestry, genetic information, physical or mental disability or handicap, or any other
characteristic protected by law. This conduct is prohibited in the workplace. Cablevision
requires that all managerial and supervisory employees be diligent in addressing and preveniing
such conduct,

We require that everyone refrain from conduct that is, or could be considered harassing,
discriminating or ahusive. Consequently, this Policy against sexual and other harassment,
discrimination and other abusive conduct applies ta conduct by ouwr employees toward their co-
workers as well as conduct by or towand customers, guests, cenaultants, suppliers ar visitors.

We want all employees to know they can work in 8 secure environment and with dignity, and
need not endure unwelcome, degrading. unprofessional, abusive or explotative freatment or
conduct. Subrmission to any unwelcome conduct or any form of harassment andfor
discrimination is not and never will be a term or condition of employment with Cablevision,

Cablevision considers harassment, discrimination and ahusive conduct to be serious
misconduct. They are unacceptable in the warkplace. Any employee found fo have harassed,
discriminated against, of been abusive or insulting toward anciher employee or to a customer,
guest, consultant, supplier, visitor or other person tovered by this Policy will be subject to
corrective action, up to and including suspension or termination of employrment.

If you believe you have been or are heing discriminated against; harassed or otherwise treated
improperly, or believe some other employee is engaging in or receiving such treatment or
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The Cablevisionary behaviors are;

A Cablevisionary demronsirates:

Customer Focus — C3blgvlslonarias know the cusbormae
[s & 42 haart ot averything wa da

Lesgarshin —~ Cablevisionatfes have a vision antd motivile others

Aceountabiity = Callevisfonariss Lake gwpedstin xid dekver reaufts,

Purpose = Cablevtionaries know her wak s shaplng ow bxdusiny’s hilire.

Exce{tencs - Cablewtinnaties are driven by suocass and take pride in their wark.

Ceantivity & Innevation ~ Cablevislonaries dont see olestacies, only passibifites,

Passien ~ Coblevisionarias fadiate endrgy that creates excioment and inspires odivery,

Collaboration —~ Cablevision arigs thrive on faxnwark and brimg oub the best in sthers.

Intaqrity — Cablavisionarios fve the walues that make awr company & graat placs (0 worl.

Transformatios ~ Cablavlslonaries vekomn opporiuniles 16 ovofve and chatl New CoWrass.
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ABOUT US

Cablevision hoids true to the mission and values that have grown our business and support our
vision {0 become the premier connect'rgity provider. \We are passionate about our work and
strive to give our best in everything we do. We are Cablevisionaries.

Cabievision’s Values

Cablevision is a business founded upon basic principles of honesty, integrity, and a sincera
cornmitment 1o our emplayees, our customers and guests. We are proud of our Vaiues, which
continue to pe nurtured by our enviranment of direct and honest communication, creativity and
growth. Cablevision's Values are basic principles that every employee should emulate and
expect avery day,

As a Cablevision employee, you have the right to expect:

1. Fair and Respectful Treatment

2. Ready Access to Management Regarding Your.Concerns

3. A Gafe and Clean Warking Environment

4. A Clear Statement of Company Rules, Regutations and Expectations
5. An Opporunity for Training and Development

5. Salary and Bengfits That are Fair and Campetitive

7. The Tools and Equipment for the Proper Performance of Your Job

8. The Freedom to Express Your Views Without Fear of Reprisal

8. Fair Procedures for Promotional Opportunities )

10, Career Growth and Opportunities in a8 Growth Environment

In exchange for your:

1. Comrnitrnent to Provide Outstanding Service to Qur Customers

2. Cooperative and Respectfu] Working Relationships

3. Adherence {o Company Rules and Regulations

4, Loyal and Dedicated Commitment to Moving the Company Forward
Culture

The customer is at the canter of all that we do. As we continue to transform and position
aurselves for futire success and industry leadership, we complement our company values with
Cablevisionary behaviors that demaonstrate how employees support our customers evary day.
The Cablevisionary behaviars help guide how we conduct oursetves and align us all around the
actions and mindset needed to achieve our company goals and future success.
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Statement About Unions

Throughout Cablevision’s rich history, our Values have remaingd the cornerstone of the way
business is conducted. Employees have always been encouraged to communicate their
concerns, ideas and questions directly with management as we befieve that direct, open and
honest communication is best for each individual and for the Company.

For more than a quarter of 8 century, actions, not promises, have demonstrated the Company's
sincere desire to be fair to each employee. By working togather, without outside intervention,
Cablevision empioyees and managemeni have developed a company with fair and competitive
compensatinon and benafit programs and a commitment to individua! growth and development.

Through the acguisition of certain companies, employees who histarically have been
representaed by unions have joined us. While we believe that outside arganizations may alter
the individua! focus, harmonious relations and values we strive to create here, we will abide by
the decision of our employees who have voluntarily chosen that empleyment retationship.
Accordingly, the policies and practices set forth i this Employee Handbook will he applied,
interpreted and, i necessary, modified consistently with applicable collective bargaining
agreements and the principles of federal labor 1aw.
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Employee Communication

The [nternal Communications Department supports the strategies and businass objectives of

the Company by developing, implementing and managing official Company contmunications,

policies, pracedures, and activities; developing internal marketing campaigns in support of new
initratives andfor business goals, fostering dialogue and serving as the department of record for
officiat Company communigations,

Because an open, communicative environment is important {o Cablevision, senior management
utilizes a number of methods to communicate with our employees.

W.LR.E.

The internal Communications Department sends cormmunications via emat to deliver perfinent
and timely Company information from the corporate office to employees in every Company
location - based on its subject matter and interided audiance. In addition to email
communications, there may be times whers designated employee volunteers are used 1o
distribute various internal promotions or communications that support corporate initiatives and
programs as determined by internal Cammunications.

Marguee

Cablavision's Employee Infranet, Marquee, is the primary source for internal employee and
Company information. Marquee houses information related to key Company initiatives, policies,
irternal memos, press releases, employee recognition, benefits information, perks, the
Company's employee directory, the Marguee Career Center, and other department-spsaific and
event-driven content. Usefui links to pertinent online business resources and Company forms
are also included on the site.

The Employee infranet is located at http /marguee. it can be accessed through mobile devices
using the AnyConnect app or with your laptop if you have acgess to our Vidual Private Network
(VPN If you do not have segular access 1o a deskiop computer and would like o use
Marguee, your supervisor can direct your to a Kiosk (where availahla),

Digitaf Signage

Cabievision utilizes digial signage as another means of sharing internal employee and
Company information. Television monitors located at faciiities throughout the Campany
broadcast an array of content, featuring slide presentations and other programming,
which highlight Company-wide initiatives — along with news relevant to employees to
their specific group or location.

Other Communjcation

Cablevision may also use olher means to communicate infarmation to you, such as employee
meetings, teleconferences, e-mail, memoranda and employee manuals like this Cmployee
Handbook, Your area or business unit may also utilize other communications {ools, such as the
distribution of local newsletters, to share key messages targeted specifically for your group.

We always welkiome employee questions or suggestions and encaurage you to contast your

Human Rescurces representative or a member of your management team if you are unciear
about something that has been communicated to you.
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performance review(s) and corrective action(s}ggged by you), as the materials are Company
property.

If you disagree with any information in the file, please discuss the matter with your Human
Resources representative. i you and an autharized representative of the Company mutually
agree upon correction of cerfain information, the file will be modified accordingty. 1f the-
Company does not agree with your requested change, you may submit a written staternent that
will be added to the file.

Qutside Requests for Employee Information

As an employee of Cablevision, you may handle a variety of canfidential matters regarding other
employees, clients, and other information. When daing so, it is your responsibility to respect the
highest level of privacy for your fellow employees. Should you be contacted regarding a
subpoena or other legal documents on behalf of the Company ar other employees, you must
immediately refer to your supervisorfmanager, who will notify the appropriate Company
representative.

Piease note; Certain requests by third parties for employee information ar references should bea
referred to your local Human Resources representative. Human Resources will work with others
within the Company to determine the appropriate response in a given situation, if necessary.
For further information regarding the handling of Confidential information, visit Marquee at

htpmarqlce

Employees are prohibited from releasing any employment ¢r income information. Organizations
who wish to verify the employment of an employee must use Cablevision's designated external
ermployment verification service, THE WORK NUMBER®. This service provides information
such as dates of employment, title, satary and other earnings. Requests of this nature will be
pravided to third parties only upon an employee’s authorization or where required by law, For
employment verificalion, please visit Marquee af hitp./marguee
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You can reach the EAR directly by calling the folfowing tofi-free number. 1-800-885-6901 orlog
onto www liveandworwell com - access code: 228584,

Parking Accommodations

The Company, when possible, will make reasonable parking accommodations available for
employeas who are pregnant, disabled, or have temporary medical conditions that require
parking closer ta a Company facility.

Sheuld you require such a parking accommodation, please submit 2 writlen request to Human
Resources. Your reguest should include the reason for the accommodation and the duration of
time it is needed. Once received, Human Resources will assess your situation and then
coordinate with your iocal Security department to determine how, if possible, to best reascnably
‘accommodate your needs. S

Identification Cards/Buiiding Access

It is important to us that our employees work in 8 secure and protecied environment. Toward
this end, all employess are givén an identification (1D} card when they begin working for the
Company. This |D card must be displayed at all times while performing services on the
Company's behalf, This enables Company Security and management to quickly identify nen-
employees and unauthorized persans in our facilities. Our ID cards also help our customears
identify Cablevision employees outside of our Company buildings.

Your |D card is Company propefty and cannot be used by any other person. Be sure o
promptly notify your Human Resources representative if your ID card is lost, stolen or
destroyed, or if you see someona in your facility without the proper identification.

Misuse of \th']r I card and/or unautharized entry into any Company facility ar event is not
permitted. Your |D cand should nat be used for any unauthorized non-business purpose.

To provide greater security to our employees, building access is rastricted in all facilities.
Depanding on your rote and assigned work ocation, you may be given an access device or a
keypad entry password that will aliow you access to your workptace. Please nofify Security (if
applicable) or a member of your management team if someone unknown to you attempis to
gain entry into & building, area or Company-sponsored event withaut the appropriate access
device.

Photos taken for your |D card may be used for ather internat business purpases, such as for
display on the Employee Intranet, Marquee, to foster infernal communications or to assist with
security measures.

Personne! Records

Cablevision collects and maintains personal job-related information about each emptoyee to
satisfy govermment-reporting requirements and for payroll, performance reviews and benefit
processing. Therefore. it is impartant {o notify Human Resources immediately if you have had a
change in parsonal infoermation - such as your name, family status, address, telephone number
ar emergency contact information.

if requested, you may review the contents of the Company's personnel file pertaining to you in
the presence of a designated member of the Human Resources Department, This can be done
by submitting a written request to your Human Resources representative. You are permitted to
receive g copy of your perfarmance review(s) or any corrective actiors) signed by you and to
fake notes if you wish. Except where required by law, copies cannot be made (except for your
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When You Begin Employment

Intreductory Period
Everyone needs time to adjust to a new job. Therefore, the first 90 days of your employment
with Cablevision is classified as an introductory period.

During this period, your supervisar/manager wilk do his or her best to orient you to your new
surroundings and make you as comfortable with your job as possible. Your supervisor/manager
will advise you of the particular requirements of your job and will use this period t assess your
job knowledge, your approach toward work, your work habits and initiative and your interaction
with co-warkers, custamers and guests.

if your performance during the introductory period is not satisfactory, your supervisor/manager
wifl discuss the issues with you and suggest ways to improve your performance. In same
cases, we may extend the introductory pericd to give you more time to improve your
performance and adjust to the requirements of the job. If your parformance continues to be
unsatisfactory, we will ook at alt of the facts and circumstances surrounding your employment
and make a final decision regarding cortinued employment with us. i at any time, serous
infractions or performance deficiencies are involved, dismissal prior to the end of the
infroductory period is a possibility.

Your Human Resources Representative

Lipon joining Cablavision, each employee will be assigned a Human Resources represantative.
A Human Resources reprasentative serves as an employee's main point of contact for all
Human Resources issues. Acting with the highest levet of confidentiality permitted by the
circumstances, your Human Resourcas representative will assist yau by:

» providing you with a timely response fo questions or problems

+ serving as an employee advacate, espacially in sensitive situations

«  ensyning prompt and acsurata prosessing of personnel actions or status changes,
performance reviews, tranisfers, benefits and changes in employment or farmily status

Every Human Resources representative Is kept up-to-date on current Company policies and
practices and can provide you with a clear explanation of them at any time, We encourage
each empioyee to develap an ongoing refatienship with his or her Human Resources
representative.

Your Management Team

IManagement is responsible for day-to-day operations and for ensuring that we provide
outsianding setvice to our customers and guests. At the same time. management has the
following additianal responsibitities:

« handling sensitive issues or concerns in & supportive and confidential mannear

« respecting your outside interests, including educational, social, political, family and religious
activities

enswiing that you receive timely responses to guestions and follow-up regarding concerns
ensuring that you are notified of and adhere to Company policies

consistently encouraging and supporting your professional growth and development
offering access to appropriate referral services, such as the Employee Assistance Program
{EAP), which can provide outside confidentiai assistance for personal or prafessional issues

- » &
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Vi IFYOUR EMPLOYMENT ENDS 49.80

Severance. A9
Returning Company Property. A9
Continuation of Benefits. e A9
Unaemplgyment [nsurance.. 49
Rehire Policy. 50
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Dear Colleague:

As a result of the tremendous contributions made by our employees over the past 30
years, Cablevision is a leading telecommunications, media and entertainment company
with a portfolio of operations that includes z fill suite of advanced digital television, '
voice and high-speed Internet services, valuable local media and programming
properties, and some of the counfry’s most-watched national television netwarks.

With your help, we will continue to shape the industry and provide cutting-edge services
that extend the boundaries of communications as wall as entertain and excite our
consLumers,

I am proud of our many accomplishments over the years and remain mindful that the
most impartant investment that the Company can make is an investment in its
employees. With that, our employees can expect develapment and fraining
opportunities, fair treatment, competitive compensation and benefits, and a workpiace
that encourages honest and direct communication,

This Employee Handbook outlines the {reatment that you can expect as a member of
the Cablevision fgam. It has been designed to help you adapt to your work
environment. We encourage you fo take the time o review it and to contact your
Human Resources representative with any questions you may have.

I hope that your employment with Cablevision is a successful, creative and rewarding
experience.

Sincerely,
James L. Dolan

Chief Executive Officer
Cablevision Systems Corporation

Page |3
March 2015

JAO846



Case 2:15-cvex5ARIBA KD cDnentrieht(BAD/Foilss] 1204V83, FRepb146 86226 PagelD #:
1861

ABOUT THIS EMPLOYEE HANDBOOK

At Cablevision we sirive 1o be the employer of choice in our area by creating an atmosphere
of cooperation and rnutual respect. Qurs is a growth company and we invite you to grow
atong with us by taking advantage of the many opportunities open to you.

As you read through these pages, please remember that this Employee Handboaok contains
guidelines only and supersedes any prior version. it is designed o answer questions you
may have about your employment with Cablevision. Flexibility is essential to the
Company's ability to respond to the changing needs of our customers, guests, organization
and employees. We, therefore, reserve the right {0 revise, sliminate ar otherwise
reconsider any o ait of these guidelines and the benefits we offer at any time. The only
recognized deviations from the stated policies are those authorized and signed by the
President & CEOQ or his authorized designee.

CABLEVISION HAS OPERATIONS IN MANY STATES. THE LAWS QF THESE STATES
CHARACTERIZE THE RELATIONSH!P BETWEEN A COMPANY AND iTS EMPLOYEES
AS "ATWILL.,” THIS MEANS THAT THE EMPLOYMENT RELATIONSHIP (S NOT
GUARANTEED FOR ANY PER!OD OF TIME. EITHER YOU OR THE COMPANY CAN
END THIS RELATIONSHIP AT ANY TIME WITHOUT LIABILITY, NOTICE OR CAUSE.

THIS EMPLOYEE HANDBOOK AND THE GUIDELINES 1T CONTAINS 0Q NOT CREATE
A CONTRACT BETWEEN THE COMPANY AND ANY OF 178 EMPLOYEES. THiIS
COMPANY IS FREE TO ADD, MODIFY OR REMOVE ANY OF THE GUIDELINES
CONTAINED iN THIS HANDBOOK AT {TS SOLE DISCRETION, WITH OR WETHOUT

NOTICE.* THIS NOTICE APPLIES TO ALL EMPLOYEES REGARDLESS OF DATE OF
RIRE,

* We will attemnpt to keep you informed regarding any changes that affect you. Changes andfer
updates to this Employee Handbook, when avaitable, will be posted on Cablevision's intranet,
Marques {Ritp:fmarques). Should significant policy/guideline changes andlor updates be made,
employees wili be advised via an.internal communication.

Page {2
March 2015
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Dorothea Perry

Verltas et Aequitas _
Alt., Email msdorothea.perry@gmail,com<mailtoimsdorothea.perry@gmail.comy

The information transmitted in this email and any of its attachments is intended only for the
person or entity to which it is addressed and may contain information concerning Cablevision
and/or ite affiliates and subsidiariés that is proprietary, privileged, confidential and/or
subject to copyright. Any review, retransmission, dissemination or other use of, or taking of
any action in reliance upon, this information by persons or entities other than the intended
recipient{s) ls prohibited and may be unlawful. If you received this in error, please contact
the sender immadiately and delete and destroy the communication and all of the attachments you

have received and all copies thereof.

A e P T A A o T T ke T VB e M o Dy v i e e e A e b A e P M — — — e Al —r
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From; Scoit Rosinger 1865
To: Dorothea Perry

Ce; Francesca Prochazka

Sent: 4/30/2015 3:45:10 PM

Subject: RE: Request for 500 Code accommodation
Dorothea,

You need to call the number as below and make your reguest. The packet cen be emailed to an
address that you provide when you call the number and speak with the Cablevision intake

specialist, I cannot provide this to you,

Thank you,

Scott Rosinger
Accommodlation & Leave Managemenl Specialist

Cablevision Systems Corporation

Ph: B66-356~3315 (at prompts choese 2, then 3, then 4, then 1)
Fax: 516- 803-3004
srosinge@cablavision.com<mallto:srosingefcablevision. com>

2

=r

Should you reguire immediate assistance, plesse contagct Teanne McDonald (at prompts choose
then 3, then 5, then 1)

From: Dorothea Perry [mailto:dorcothea.perryfiverizon.net) b, %i:
gent! Thursday, April 30, 2015 3:43 M Exnwwﬁwf Raoslved Rejocted

To: Scott Rosinger C Nes.
C¢i Francesca Prochazka 36 No.. WDSfC:Z AV
Subject: Re: Reguest for 500 Code acoemmodation CaseName:(- % Eigééggf*ég
¢ d .
No. Pga: _z..w',‘l Date 4 Sélep@{q’/

Please send me the packet.

Dorothea Perry
veritas et Aeguitas
Alt., Email msdorothea,.perry@gmail com<mailtoimsdorothea.perryfgmail.com>

On Thursday, April 30, 2015 2:42 PM, Scott Rosingsr )
<SROSINGEEBrablevision, com<mailto: SROSINGEQeablevision. com»> wrobts:

#i Dorothea,

Pleagse call the leave intake group at Cabklevision to make a request for a work place
accommedation to use code 500, ¢all them at 1-866-356-3315, press option 2 and then optioen 1,
Monday - Friday, 9 AM to 5 PM. You willl need to bring the ada accommodation forms to your
doctor to be filled cut in addition £o the lettar you provided, Please make sure the doctor

includes duration and frequency of accommodation request,

Thank you,

Scott Rosinger
Accommodation & Leave Management Specialist

Cablevigion Systems Corporation
Ph: B66~358~3315 {at promphts choose 2, then 3, then 4, then 1)

Fax: 5l6- 803~3004
srosinge@erablevision.com<mailto;srosingedcablevizion, com>

should you require immediate assistance, please contact Teanne McDonald (at prompts choose 2,
then 3, then 5, then 1)

From: Dorothea Perry [mallto:dorothea.perry@verizon.net]

Sent: Yhursday, April 30, 2015 3:38 PM

To: Scott Rosinger; Claudia Rose
Subject: Request for 500 Code acceomodation
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SECTION F — Employee Comments: As an employee, you may use this section to comment
on the Performance Appraisal and/or record any differences of opinion.

{ SECTION G - Career Interest Discussion Summary: To be completed by employee.

Areas you would like to pursue:

Steps you would like to take:

1.

2.

JA0853



Case Z. 15-CVH

SECTION D - Overall Performance Rating: Provide a narrative of any exceptional
performance factors (strengths and/or development areas) that have significantly influenced
the employee's overall performance. Pravide an Overall Performance Rating by placing an “X”
in the appropriate Overall Performance Rating box below.

Additional comments:
Over the course of this past year, Dorothea has exceeded expected performance results in Cablevision,

Dorothea is a Representative who is versed on all products. Her performance consistently meets department
goals month over month. Dorothea has met or exceed goal for SER Scores, Availability, Knowledge Check
and QoSD monitors for this review period.

Dorothea has to remaln consistent with his QOSD performance this year, She needs to incorporate feedback

given by her supervisor to exceed goal in order to Career Progress to Grade 15,

Dorothea must continuously take advantage of her streaming toois. This will increase awareness of seif-help

oplions for all customers and increase her streaming averaga,

Dorothea understands the needs of Cablgvigion subscribers and is expected to remain focused, providing

our customers with optimuem support which will assist in further enhancing the customer's experience.

A
Overall 1 2 3 4 5
Peefyrmunce Did Nt Achieve Partially Achieved Exceeded Far Excerded
Ruta ng! Expacted Achleved Expected Expectad Expectad
Pedarmance Psggxffnie Perfornance Peformance Performance

SECTION E ~ Define performance improvement needs and/or areas of developm'ﬁent. If

applicable, include a specific target completion date,

A i 4

Goals .

Completion Date

1. QoSD: Continuous world ¢clags support and treating the customer with value will aid
in giving an amazing customer experience. Dorothea wark on treating the customer
with value by being conversational and creating rapport, X

Ongoing.

2

3

JA0854



8. Helps Others
« Helps others learn
+ Qlfers feedback to improve others’ performance
v Provides assistance to colleagues as needed 3

+ Willingly shares job knowledge with others
Comments: Dorothea is always willing to assist her coworkers whenever possible.

9, Supporis Company Values and Policies
Practices the company's values

L3
» Consistently lollows the cornpany’s policies
+ Practices the code of business conduct and ethics 3
» Agts honestly and ethically an the job
¢ Treats others in a fair and respectfi! manner
Commenta: Dorothea adheres to all Cablevision policies and procedures,
' Average Rating of Effectiveness Areas 6- 8 3.0

Overalf Key Effectiveness Areas and Behaviors Rating - 20% of Performance Rating

(A) (B) ) AxBxC=

Rating Target | Category Score
o Weight Weight

Individual Effectiveness Behaviors 3.2 50% 20%

Average Ratlng of Areas 1-5 32

Contribution toward achieving team goal 3.0 50% 0%

Avesags Ratlng of Araas 6-9 30

Total Effectiveness Rating :
Sum Individua) Effectiveness and Contribution Taward Achieving Team Goat Scores 52

SECTION € — Performance Summary: Copy the numerical Scores from Sections A and B to
the appropriate boxes below. Sum these scores to determing the Total Score. Provide a
Performance Rating by placing an "X” in the appropriate Performance Rating box below.
Total Optimum Service Score 1.48
Total Operational Compliance Score 1.62
Total Effectiveness Score [+ .62
Total Score |  3.70
x [y ey
1.0~ 1.9 2027 28~3.6 3.7-4.5 4.6 - 5.0
Performance 1 2 3 4 5
Summary: Did Nol Achigve Partlally Achiaved Exceecded Far Exceaded
Expocied Achievad Expecled Expecied Expecied
Perormance Expecled Perforrmance Periormance Perfermance
Parformance .

JA0855



3. Plans Effectively

= Prioritizes work in support of deparlment goals

+ Anlicipales problems and fakes corrective action where possible

« Manages time effectively, daily and long term

v s redigble and dependable with regard to schedule adherence 3
Comments: Dorothea worked diligently to meet her daily and monthly geals.
4. Makes Results Happen

» Works efficiently while promoling customer (internal and external) satisfaction

« Understands own responsibilities and takes aclion to produce results

» Makes sound, bimely decisions that lead to resulls 3

« Takes personal responsibility for achieving results
Comments: Dorothea works diligently te promote customer satisfaction. She handled aif calls
in an efficient manner and treated customers with value,
5. Develops Seif

s Knows own strengths and weaknesses

* Learns from experience 3

= Actively seeks feedback for improvement
Comments: Dorothea is receptive to feedback to enhance her performance. She understands
that she naeds to be morg consistent with her QoSD monitors to he able to progress to Grade
15. :

Average Rating of Effectiveness Areas 1-8 3.2 )
[SECTION B ~ Cantinued| *
Contribution Toward Achieving Team Goals — Rating

6. Develops Relationships

+ Builds positive relationships with customears and peers l

+ Maintains productive work relationships

» Acknawledges the contributions of others

» |5 an effective team member 3
Comments: Dorothea understands the importance of establishing strong relationships with
both her internal and external customers by providing quality service.
7. Demonstrates Resilience and Fiexibility

» Deals effectivety with multiple demands and shifting priorities

« Hasg s positive can-do altitude when faced with setbacks or criticism

» g recaplive to hew ideas

o Adapls effectively to organization / department changes 3
Commients: Dorothea will continue working on multitasking and resolve customer issues
efficiently, She is always receptive to the changes in the department and imptements them
aceordingly,

Rating

Contribution Toward Achieving Team Goals (Continued)

JA0856



|

Total Optimum Service Score - Full-Year
Sum Optimum Service Scores ~ Keeping Promises, Efficiency, Consistency & Reliable|Score
Service 1.46
QOperational Compliance ~ 40% of Performance Rating
Target/ Responsibili (8) (&) -
g P ty R;‘:}L Target | Category | A XBXC
) 9 | weight | Weight
Availability o s
% of Availability 4.9 40% 40% 78
Transactional Integrity o a
Quality of Service Defivery Summary Score 36 50% 40% 72
Other '
Call Center defined items of importance i.e., 3.0 10% 40% A2
adjustments, remedy compliance& 1x charges
Total Operational Compliance Score 1.62
Sum Avaitability, Transactional Integrity and Other Scores
SECTION B - Key Effectiveness Areas and Behaviors
Using the scale below, rate performance in each key effectiveness area by placing the appropriate
number in the rating box. Use the comment section availabie in area to provide additional information. if
the rating Is below achieved expected performarice, examples must be provided in the comments
section. ‘
1 2 3 4 5
Did Not Achiave Partiatly Achieved Achieved Expeclad Exceeded Expecled Far Bxcoadad Expacted
Expecled Peifamance Expacied Paiformance Performancee Parlanmance
Parlormance ‘
individual Effectiveness Behaviors Rating
1, Job Knowledge _
» Possess and applies job knowledge and technicat skills required to perform job functions
« Takes necessary steps to increase job knowledye and keeps abreast of new developments
Comments: Dorathea displays a good knowledge of Optimum Gnline, Optimum Voice and 4
Business Class products, She exceeded goal for this Knowledge Check exam scores this
past year.
2, Communicates Effectively
» Listens well and understands the needs of custormers and others
= Expresses ideas clearly and directly
= Communicates information in an understandable way 3
» Responds effectively to questions
Comments: Dorolhea 15 patient and understands the needs of the customer. She is effective
| with turning customers around during difficult situations,

i
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T Case 2:15-cved
1979

{ SECTION A — Evaluate Optimum Service and Opefaotibﬁa! Compliance using the scale below:

~

HOb A RISGAIOD CIDDE N e (aBALD) Z0leR) 120/I83, FRags 257 PagelD #

1 2 3 4 5
Did Not Achieve Pantially Achinvad Achieved Expecied Exceeded Expected Fas Excoeded
Expeciad Expociad Ferformance Performance Exparied
Parormance Perfotmanca : Perdonmance

Calculale score: In Target/Responsibility Resulls area below multiply sach rating by the listed
Target/Responsibility weight and Category weight to determine score, (e.g, Ax B X C = Score)

Target / Responsibility tA) (8) (C) AxBxCe=
Results through August 2012 Rating | Target | Category
Score 1 Welght | Weight | S°o'¢7
Optimum Service - 40% of Performance Rating
Keeping your promise o o
Customer Survey Rating 2.5 34% 40% .34
Efficient Delivery of Support
Average transaction time 2.5 33% 40% .34
Consistent and refiable service ' :
Knowledge Check Average Score 4.0 33% 40% .53
Total Optimum Service Score 1
SumOptimum Service Scores — Keeping Promisas, Efficiency, Consistency & Reliable Service 1.21
| Target / Responsibility A) (B) (C) AxBxC=
Results beginning September 2012 R;tin Target | Category Scor):': 2 -
Score 2 g Weight | Weight
Optimum Service - 40% of Performance Rating
Keeping your promise o 0
Customer Survey Rating 3.3 0% 40% .68
Consistent and reliable service 0 | 0
Knowledge Check Average Score 4.3 50% 4;’ h. 86
Total Optimum Service Score 2 1.52
Sum Optimum Service Scores ~ Keeping Promises, Consistent Service
Target / Responsibility {D3) {E) {F) {Full Year’
Full-Year Resuits # Months | Score 1| Score 2 | Score
Optimum Service —~ 40% of Performance Rating
Total Optimum Service Score 1
Sum Optimum Service Scores — Keeping Promises, 2 1.21 .22
£fficiency, Consistency & Reliable Service
Total Optimurn Service Score 2
1Sum Optimum Service Scores — Keeping Promises, 9 1.52 1.24
| Consistent Service
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J=Casez s CVQCW

Customer Service

(All Support Representatives
in Connecticut, New Jersey, New York)

| Performance Appraisal

I Employee and Organization Information: ” i

Dorothea Perry Valmiki Mohip o :
Employee's Name Appraiser's Name  Exh Nou Recsived .ﬁie} ted,...
' Casa No.:
‘Rep ll - Tech Support 14 Case Name: Cu: 5’/“%‘74 Loys- |
Paosition Title Grade
No. Pgs:e...Da Rep e tA.—
Jdericho 07/01/13
Employee's Location Current Appraisal Date
T8G 07/01/12
Department Previous Appraisal Date
Cable & Communications 07/0114
1 Business Group Next Appraisal Date '
g! | Signatures: | | |
g Appraiser; M M Date: é@? /;
Appraiser's SW//@ %ﬂ] é‘ﬁ 7// .
Employee ,Aﬂ Date: é’ Al 7//,6’

e

*Tha srgnamr cas not necessarily represent th Bmpiﬂ 's pgreement with the appraisal, ummcmes a1 ihe employee has read and reteived & copy of the

%27 /3

Date reviewed with employee:
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[—STECTDN G - Career Interest Discussion Summary: To be completed by employee. —l

Areas you would like to pursue;

Steps you would like to take:

1.

2.
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X

Qverall 1 2 3 4 L
Perforfnance Did Not Achieve Partially Achieved Exceeded Far fixceadad
Rating: Expected Achiaved Expacted Expactad Expaciad
Performance Expactad Pestaimance Perfcrmance Perfarmance
Parformance

SECTION E -~ Define performance Iimprovement needs andlbr areas of development, If

applicable, include a specific target completion date.

(Goals

Completion Date

1. Being aware and making sure that the customer is well taken care
of and transferring afl calls to the survey will help in improving

Dorathea's SER

8/31/2012

2

SECTION F — Employee Comménts: As an employee, you may use this section to comment

on the Performance Appraisal and/or record any differences of opinion.

e e

S
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Overall Key Effectiveness Areas and Behaviors Rating ~ 20% of Performance Rating

" B 1 8 axexcs
Rating Target | Category Score
. . . Weight | Weight ]
Individual Effectiveness Behaviors 3.0 'B0% 20% 3
Average Rating of Argas 1-5 A :
Contribution toward achieving team goal 3.0 50% 20%
Average Rating of Areas 6-9 [ ) ' 3
Total Effectiveness Rating
Sum Individual Effectiveness and Contribution Toward Achieving Team Goal Scores -80

SECTION C - Performance Summary: Copy the numerical Scores from Sections A and B to
the appropriate boxes below, Sum these scores to determine the Total Score. Provide a
Performance Rating by placing an “X" in the appropriate Performance Rating box below.

Total Optimum Service Score 1.35
Total Operational Compliance Score 1.51
Total Effectiveness Score | + .60
Total Score 3.46
X.
1.0-19 2027 2B-3,8 . 3.7-45 4.6 ~5.0
Performance 4 2 3 4 5
Summary: Did Not Achieve Partally Achigved Exceeded Far Excesdad
Expacted Achleved Expected Expected Expecled
Parformance Expectled Perfarmance Portormance Performiance
Parformance

SECTION D ~ Qverall Performance Rating: Provide a narrative of any exceptional
performance factors (strengths and/or development areas) that have significantly influenced
the employee's overall performance. Provide an Qveral] Performance Rating by placing an "X”
in the appropriate Overall Performance Rating box below,

Additional comments:

The past years performance for Dorothea has shown improvement in her QoSD and her
afficiencies, She has also improved on her Knowledge Check. Dorothea's has taken it Up on
herself to improve her availability as well, Dorothea displays a positive and professional image 1o
the customer at all times; maintains composure in difficult situations ard irate calls. Dorothea
‘carries out all duties and tasks without sacrificing accuracy or quality. She is aiways available for
feedback and uses that feedback in a positive manner. '

Ovaer the past year Dorothea has improved her slow speed documentation as well. Dorothea still
must be more consistent with her QoSD, Efficiencies and SER.
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I_SECTJON B -~ Conlinued]

‘Contribution Toward Achieving Team Goals

Rating

6. Dsvalops Relationships
« Builds pasitive relationships with customers and peers
+ Meintains productive work relationships
o Acknowledges the contributions of others
« s an effective team member
Comments: o

7. Demonstrates Resilience and Flexibility
o Deals effectively with multiple demands end shifting priorities
+ Has a positive can-do attitude when faced with selbacks or crilicism
¢ Isreceptive to new ideas
» Adapts effectively to organization / depariment changes
Commenis: Dorothea does very well at adapting and accepling changes within the depariment.

8. Helps Others
» Heips others leamn
« Qffers feedback fo improve others’ performance
» Provides assistance to colleagues as needed
s Willingly shares job knowledge with othars
Comments:

4. Supports Company Values and Palicies

+ Practices {he company's values

s Consistenlly follows the campany's policies

» Praclices the code of business conduct and ethics
Acts honestly and ethicaily on the job

» Traais others in a falr and respectful ranner
Comments:

Average Rating of Effectiveness Areas 6- 9

3.0

i

l!
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SECTION B - Key Effectiveness Areas and Behaviors

be provided in the comments section,

Using the scale below, rate performance in each key effectiveness area by placing the
appropriate number in the rating box. Use the comment section available in area to provide
additional information. If the rating is below achieved expected performance, examples must

1 2 3 4
Did Not Achieve Parfially Achleved Achieved Expacted Excaeted Expeocled
Expecled Expected Pedormance ’ Performance
Perforrmance Performance

Far Exgeaded Expecled
Parformance

individual Eﬂectiveness Behaviors

Rating

1. Job Knowledge
= Possess and applies job knowledge and tachnical skilis required to perform job funclions
+ Takes necessary steps lo increase job knowledge and keeps abreast of new developments

Comments:
Dorothea has scored well for the year on her knowledge checks

2. Communicates Effectively
» Listens well and understands the needs of customers and others
= Expresses ldeas clearly and direcly
« Communicates Information in an understandable way

» Respands effectively to queslions
Comments: Dorothea communicates well and expresses ideas clearly. She creates good

rapport with customers.

3. Plans Effectively
¢ Pripritizes work inn support of department goals
+ Anticipates problems and lakes corrective action where possible
» Manages limeg effectively, daily and {ong term
« s reliable and dependable with regard (o schedule adherence
Comments:

4. Makes Roesults Happen
» Waorks efficlently while promoting customer (internal and extarnal} satisfaction
= Understands own responsibliities and takes action {0 produce resuils
+ Makes sound, timely decisions that lead to results
» Takas personst responsibility for achieving results
Comments:

5. Develops Seif
»  Knows own strengths and weaknesses.
» tearns fram experience
» Actively sesks feedback for improvemant

Comments:
Dorothea uses feedback to make changes in work bahavior,

Average Rating of Effectiveness Areas 1-5

3.0
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SECTION A — Evaluate Optimum Service and Operational Compliance using the scale below:
] 2 3 4 5

Did Nat Achleve Partisity Achiaved Achiaved Expacted Excesded Expecied Far Exceeded
Expected Expacied Parformange Parformange Expacied
Performance Performance Pertormance

Calculate score: In Target/Responsibility Results area below multiply each rating by the listed
Target/Responsibility weight and Category weight to determine score. (e.g. Ax B x C = Score)

Optimum Service — 40% of Performance Rating

Keeping your promise 24 259, 40% 0.24
Customer Sunvey Rating _ F.
Efficient Dehvery of .Support 3.0 259, 40% 0.30
Average transaction ime
Consistent and reliable service 0

. 409 A8
Knowledge Check Average Score 45 25% 0% 0
Exceptional Customer Experience 0 0
Quality of Service Delivery Summary Score 3.3 25% 40% 0.35

Total Optimum Service Score-] 1.35

Sum Oplimum Sarvice Scores -~ Keeping Pramisas, Efficiency, Consistency & Exceptional Service

QOperational Compliance — 40% of Performance Rating’

Availability o 40 |
% of Availability 43 | a0% 0% | 089
! Transactional integrity . . o 0.
Quality of Service Delivery Summary Score 3% 50% | 40% 70
Other
Call Center defined items of importance i.e., adjustments, 3.0 10% | 40% 0.12
remedy compliance& 1x charges

Total Operational Compllance Score!  1.51

Sum Avaliability, Transactional Integrity and Other Scores
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Customer Service
{All Representatives)

Performance Appraisal

Employee and QOrganization Information: [

! Dorothea Perry Valmiki Mohip Exh. Noth L @ Received.
| . 4 e HE}EN

o
A e Lt e e e R~

Employee’s Name Appraiser’'s Name

'Casge No.: . ﬂ
Rep I - Tech Support 14 Case Name_ﬁif(i’ ;»%Dé., ,) ‘ 4
Position Title Grade No. Pgs: M e *‘,"
Jericho 07/01/12 /
Employee’s Location Current Appraisal Date

TSG 07/01/11
Department Previous Appraisal Date

0701113
Next Appraisal Date

Cable & Communications
Business Group

i [ Signatures: )
/ t

Bopraisal.

Date reviewed with emiployee:

i s
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Steps you would like to take: '

1

2,
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Overall 1 2 4 5 F
Performance Did Net Achieve Partially Achigvad Exceeded Ear Exceeded
Rating: Expecled Achiewed Expected Expacied Eupesiod
Perlormance Expected Barformande Pedormance Performanca H
Performance AR

SECTION E — Define performance improvement needs and/or areas of é‘evelopment« i

applicable, include a specific target completion date.

Goals

Completion Date

1. Dorothea needs to be more consistent with her QoS0 scores this
will be done through rémote monitors and peer coaching.

713112011

2 Dorothea needs to be more consistent meeting her monthly TAHT
This could be achieved through peer coaching with troubleshooting
and proper use of tools.

39 QTR 2011

SECTION F — Employee Comments: As an employee, you may use this section to comment
on the Performance Appraisal and/or record any differences of opinion.

l SECTION G —~ Career Interest Discussion Summary: To be completed by employee.

]

Areas you weuld like to pursue:
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1 you become unemployed, contact your forme]r%an Resources representative or your slate
unemployment office for more information.

Rehire Policy

Employees who provided Cablevision with satisfactory service may reapply to Cablevision at
any time. Former employeas seeking re-employment will be asked to undergo our complate
pre-employment sereening process again, including drug testing where permitted under state
law.

Employees who have been rehired within ane year of leaving Cablevision and who had already
met the requirements for any applicable waiting periods prior to leaving Cablevision will be
eligible for the same level of accrual for vacation, sick and personal time as they were receiving
prior to their separation from us or such paid time oft program that is then available to other
employees in their position and business. Cablevision will also waive the benefits waiting period
for all eligible employses wha have been rehired within one year of leaving Cablevision, If you
ara returning to work at Cablevisicn after any period of time, please contact the Benefits
Departmant to find out which benefits, if any, you will be eligible for upon your rehire,

Emplayees rejoining Cablevision after one year of leaving Cablevision may be rehired, but may
be considered new smployees for the purposes of benefits and paid time off. Where reguired
by law, these employees may have additional rights with respect ta the provisions of the
applicable plans. Please contact your Human Resouices representative for mare information.

Employees whose employment was terminated by Cablevision due to misconduct are not
aligible for rehire.

Pape |50
March 2015
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From: Pete Hall 1887 Exh. No; Recsived & Rejactad .
To: Perry, Dorothea Case No...__ '

BCC: Yvetie Panno Cese Name/ § C4pd ﬁ/h’@“f

Sent: &/11/2012 3:11:09 PM
Subject: Re: TSG Rewards and Recognition No. Pgs: mDaWGP.M

Attachments: TEXT.0tm

Dorothea, I assume you are referring to last year's GARP award. Ferthe20il,employees who
achieved perfect attendance for the £irst 6 munthe of the year were invited toattend the half
vear GARP luncheon which wes held on §/23. There is nco monetary award asacciated with the
luncheon, The GARPmonetary awards for 20llwere disvributed guarterly and/er annusally for those
eraployees who did not use any sick time andmet the number of calls handled criteria (250 calls
per month) For 2012, each month there are 2 menthly GARP drewings feor those employees who do
not use any sick time during che month andtake & minimum curber of calils that month equivalent
to 50% of the average number of calls per rep. On & quasterly basis,$50.00 i+ awszrded to reps
whe do not wse any sick time in that guarter andtake a minimum number of callsequivalent to
50% of the average number of calls per rep during ¢ach month in that gquarter I hope that
helps Let me know if you have any other guestions Thank yeu, Pete »x» On 8/10/2012 at 912
PM, in message <4FD545EE.SEE 113 : 32740>, Dorothea Ferty wrote: I received an
attendanpcerecognition and was told that I only got the certificate and an invitation to lunch,
When I inguired abouwt a menstary award, I was told my attendance recognition did not gualify
me fcr any monetary award because it was “"different’™ »>»» Pete Hall 6/8/2012 1 54 PM »>» Team,
I've had & couple of pecpls ask me abeut the "Rewards and Recognition” program we have in tThe
Custemey Serxvice/T$G organization. Below is the description anderiteria for the various awards
we have. Pete Incentive Award Criteria On a monthly, quarterly, and yearly basis, we racognize
and reward the achievements of our top perfermers. Below age the ¢riteria Lo win, and the
rewards for achieving, these awards. Xtreme Service Provider (XS8%) Awarded Mcnthly Take a
minimum # of c¢alle during the month equal to 50% of the average ¢alls per rep in yeour group
fncead (rate 4 or 5) in all monthly APS metrics o TAHT, Repeat Call %, QOSD, Post-Call Survey,
Availabilzty and Knowledgs Checks Be free of corrsctive acticons {Verbal Warning or above} for
the last six months Awards & Privileges: (Shifr benefits are limited te 30 days from receiving
the award) 30 minute shift flex capability (stop and start times) Ability te change length of
break by 30 minutes (30 meximum duration) First pricrity on all time off reguests (for the
naxt unblocked period) Single day/shift swap (within same pay period) Receive 2100.00 (via
payroll / subject te applicable taxes) Bronze Star Awarded Monthly Rank in the top 24 (for
your peer group) for average AFS metricgs in the month o TAMT, Repeat Call %, QO0S8D, Post-Call
survey, Avmilability and Knowledge Checks Be free of corrective actions {Verbal Warning or
aboVe) for the last six months Awards & FPrivileges: Recsive $75.00 (via payroll / subject to
applicable taxes) Silver Stat Awarded Quarterly Be @ multiple Bronze Star winner during the
quarter {minirmur 2 ocut of 3 months) Be free of corrective actiens (Verbal Warning or above)
for the last six months Awards & Privileges: Attend an off-site luncheon Receive 5150.00 (via
payroll / subject to applicable taxes) GARP (Great Attendance Recognition Program) GARP
rewards those who achieve, on a consistent basis, perfect or nearly perfect abtendance. Tt iz
epen to any regular call center employee who heolds a direct telephone customer contact
position, "Unplanned Time" is considered any same day requests, with the exception of allotted
personal time. Monthly - Great Attendance Use no unplanned time during the calendar month Take
2 minimum # of calls during the month egqual to 50% of the average calls per rep in ycur group
Be a regular employem for the entire meonth Be free of cerrective actions related to attendance
or lateness {Verbal Warning or above! for the last six months Awards & Privileges: Participate
in a drawing for one of twe 5100 rewards. Quayterly - Great Attendance Use no unplanned time
during the calendar guarter Take a minimum # of calls during the month equal Lo 20% of the
average calls ver rep in your group Be a reqular employee for the entire quarter Be free of
corrective actions related te attendance or lateness (Verbal Warning or abowve) for the last
six months Awards & Privileges: Receive $50.00 {via payzell / subject to applicable taxes)
Full Year - Great Artendance Use no more than one occurrence of unplanned time during the
calendatr year Take a minimum # of calls during the month equal to 73% of the average calls pex
rep in your group for at least 7 months of the vear, and at least 50% every month Be a regular
employes for at least 9 months of the year Be free of corrective actions related to attendance
or lateness (Verbal Warning or above) for the last six months Awards & Privileges: Receive
3300.00 (via payroll / subject to applicable taxes! Full Year - Perfect Attendance Use no
unplanned time cduring the calendar ysar Take a wminimum # of calls during the menth egual to
75% of the average calls per rep in your group for at least 10 months of the year, and at
i=ast 50% every month Be a regular employee for the full vear Be free of corrective actions
related te attendance or lateness (Verbal Warning or above) for the last six months Awards &
Privileges' Receive $1,000.00 (via payroll / subject to applicable taxes) Does not combine

JAO873



Case 2:15-cvaFi546ORIBA KD cDnenhiEht@AD/ Files) 120WIR3, FRagp88 78 36226 PagelD #:
1888

JA0874



: i P 1D #:
with Qﬁéec.?e%@'%%ﬂ%ﬁmcmwmt@iggmw 120V33, FRegs8 6f 36226 Page

JAO875



Case 2:15-cve¥5ARIBA KD cDnentrieht(BAD/ Files] 1204V83, FRepO0 5 86226 PagelD #:
1890

Dorothea,

1 assurme you are referring to last year's GARP award. For the 2011, employees who achieved perfect attendance for the
first & months of the year were invited to attend the half year GARP luncheon which was held on B/23. There Is no
monetary award associated with the luncheon. The GARP monetary awards for 2011 were distributed quarterly and/or
annually for those employeas who did not use any sick time and met the number of calls handled criteria (250 cafls per
month).

For 2012, each month there are 2 monthly GARP drawings for those employees who do not use any sick tirme during the
month and take 3 minimum number of calls that month equivalent to 50% of the average number of calis perrep. On a
quarterly basis, $50.00 is awarded to reps who do not use any sick time in that quarter and take a minimum number of
calls eguivalent to 50% of the average number of cails per rep during each month In that quartsr,

I hope that helps. Letl me know if you have any olher questions.

Thank you,
Pete

>=> 0n 6/10/2012 at 9112 PM, in massage <4FDBSEELBE 118 52740, Dorcthea Parry wigte:

1 receved an attendance recognition and was told that I only got the certificate and an invitation to lunch. When [
inquired about a monetary award, ! was told my attendance recognition did not qualify me for any monetary award
because it was "different”.

»»> Pete Hall §/8/2012 1:54 PM = > >
Team,

i I've had a couple of people ask me about the "Rewards and Recognition” program we have in the Customer
Service/T5G organization. Below is the description and criteria for the various awards we have,

Pete

Incentive Award Criteria

On a monthly, quarterly, and yearly basis, we recognize and reward the achieverments of our lop perdormers, Below are
the criteria 10 win, and the rewards for achieving, these awards,

Xlreme Service Provider (XSP) Awarded
Monthly

+ Take a minimum # of calls dunng the month equal to 80% of the average calls per rep in your group
+ Exceed (rate 4 or 5} in alt monthiy APS metrics

o TAHT, Repeat Cafl %, QOSD. Post-Call Survey, Availability and Knowledge Checks
« Be free of corrective actions (Verbal Warning or above) for the last six months

Awards & Privileges: {Shift banefits are jted t fro CRIV d

1

30 minute shift flex capabitily (stop and sta limes)

Ability 10 change length of break by 30 minutes (30 maximum duration)
First priority on all time off requests (for the next unbiocked perindg)
Single day/shift swap {within same pay perod}

Receive $100.00 (vig payroll 7 subjed! to applicabie laxes)

* @ > = L]
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Bronze  Star Awarded
Monthly

= Rank in the top 24 (for your peer group) for average APS melrics in the month

o TAHT, Repeat Call %, QOSD, Posi-Call Survey, Availability and Knowledge Checks
+ Be free of corrective actions (Verbal Waming or above) for the last six months
A ) iviletes:

+ Receive $75.00 (via payroll / subject to applicable taxes)

Silver__Star Awarded
Quarterly

« Be a multiple Bronze Star winner during the quarer (minimum 2 oul of 3 months)
« Be free of corrective actions (Verbal Waming or above) for the last six months

| Awards & Privileges;

+ Allend an off-site luncheon
+ Receive $150.00 (via payroll / subjed to applicable taxes)

é GARP (Great Attendance Recoqgnition Program)

GARP rewards those who achieve, an a consistent besis, perfect or nearly perfect atlendance, It is open to any
regular call center empioyee who holkis 3 direct telephone customer contact position. "Unplanned Time® is
conisidered any same day requests, with the exception of ailolled personat time.

Monthly - Great Atlendance

Use no unplanned time during the calendar month
Take a milnimum & of calls during the month equal to 50% of the average ecalls per rep in your group

Be a reguiar employee for the entire month
Be free of cormective aclions relaled o allendance or tateness (Verbal Warning or above) for 1he last six

months

L N 2 .. &

« Participale in a drawing for one of two $100 rewards.

Quarterly - Great Altendance

+ Use no unplanned lime during the calendar quarer

* Take a minimum # of calls during the month equal 10 50% of the average calls per rep in your group

+ Be a regular employee for the entire quarer '

» Be free of comective actlons reiated to attendance or lateness (Verbal Waming or above) for the iast six
months
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Awards & Privileges:

» Receive $50.00 (via payroll / subject 10 applicable taxes)

Full Year - Great Attendance

» Use no more than one occurrence of unptanned time during the calendar year

+ Take a minkmum # of calls during the month equat to 75% of the average calfis pec rep in your group for at
least 7 months of the year, and at teast 50% every month

+ Be a regular employee for al least 9 manths of the year

« Be free of comective aclions related to atlendance or lateness (Verbal Waming or above) for the iast six
months

Awards & Privileges:

« Receive $300.00 (via payroll / subject to applicable taxes)

Full Year - Perfect Altendance

» Lse no unplanned thme during the calendar year

+ Take a minimum # of calis during the monih equal o 75% of the average calls per rep in your group for at
least 10 months of the year, and at least 50% every month

« Be a requtar empioyee for ke full year

+ Be free of comeclive aclions related to attendance or lateness (Verbal Warning or above) for the last six
months

Awards & Priviteqes:

+ Recelve $1,000,00 (via payroit / subject to applicable taxes)
« Does nol combine with the Great Attendance award
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From: Asonja Mercer 1894

To: Claudia Rose; Yveite Panng

Sent: 1/6/2014 3:00:44 PM

Subject: FW: Thanksgiving/Day After Thanksgiving Holiday Memo PLEASE READ CAREFULLY

Attachments; imageD01

9e001.jpg Exh. tNo: QZ_ Recelved L Rejacted .——

Case N..
Case Name: C'- *g (‘% (%4 /@ <>
No. Pgs. Dat £l RB o

From: Dorothea Perry

Sent: Saturday, January 04, 2014 9:0% pPM

To: Eric Schilling

Cc: Asconja MerCFL, Gina Spaulding

Subiect: RE; Thanksgiving/Day After Thanksgiving Holiday Memo - PLEASE READ CAREFULLY

I have yet Lo receive an updste on the alternate holiday isasve. Who ¢an apnswer my qguestions
regarding this policy and thé sudden c¢hange in policy after 10 years?

From: Dorothea Perry
Zent: Tuesday, December 24, 2013 11:23 PM
To: Eric Schilling

Cc: Asonja Mercer; Gina Spaulding
Subject: RE: Thanksgiving/Day After Thanksgiving Holicday Memo PLEASE READ CAREFULLY

1've been working for Cablevision/Optimum for almest 10 years and have always been granted
atternate holidays, so there ias an established precedence and a reason for my concern, Please
check my past records to confirm this. I am not sure why cor when the policies have chanced.
Can you tell me the name of the person who is currently in charge of HR? Of late a lot of
urniusual changes have been made to my schedule e.g. start times modifled, breaks modified,
which i haeve had to address with you repeatedly. Now 1 am being denied alternate holidays?

From: Eric Schilling
Sant Thursday, December 19, 2013 10:50¢ PM

To: Dorothea Perry
subject: FW: Thanksgiving/Day After Thanksgiving Holiday Memo - PLEASE READ CAREFULLY

Dorothes,
Please geo the response from Jeriche Business Blanning

Eric

From: Jericho Business Planning

Sent Thursday, December 19, 2013 7:30 AM

To: Eric Schilling

Cc: Asonja Mercer; Gira Spaulding

Subject: RE: Thanksgiving/Day After Thanksgiving Holiday Memo ~ PLEASE READ CAREFULLY

Part time employees are noet eligible for an alternate holiday.

Adis Misciagna
Jericho Business Planning

From: Erie Schilling

Sent: Wednesday, December 18, 2013 5:07 BEM

To: Jericho Busginess Planning

Ce: Asonja Mercer; Gina Spaulding

Subject: FW: Thanksgiving/Day After Thanksgiving Holiday Memo - PLEASE READ CAREFULLY

Hello,

Dorothea is & part time employee., Is she eligible for alternate holidays?
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Erie

From: Dorothea Ferry

sent: Wednesday, Pecembey 18, 2013 12905 AM
To: Bric Schilling

Subiect FW: Thanksgiving/Day After Thanksgiving Holiday Meme - PLEASE READ CAREFULLY

Can you find out ahbout the alternate daya? I don't believe T was given any.

From: Dorothea Perry

seant: Monday, December 16, 2013 9:53 BFM

To: Yvette Garcia

Subject: RE: Thankzgiving/Day After Thanksgiving Heliday Memo PLEASE RZAD CAREFULLY

Hi Yvette: I believe I world the Sunday (my first day back) following the heliday. I don't
recall evey getting an altermate holiday. Should I expect one or two? If so, can 1 request to
take it on 11/3) (New ¥Yrs BEve) so that I can attend church. It is an annwal tradition to bring
the year in in prayer.

FProm: Yvette Garcia

Sent: Monday, OQOetober 28, 2013 1:05 PM

Ta: Al Luna; Anthony Msharai; Carclyn Miller; Charles Washington; Charles Wright, Claire
Burnett; Darken Jean-Charles; Deslrzae Muniz: Devon Ramdan; Eric Schilling; Garvy Pettinatoy
ikxraam Asjam; James Starr Jason Cox; Jay Leong, LiAnne Genzalez; Locksley Fommells, Lorraine
Hayes; Luls Berriroes; Merc Bernard; Merina Zlotina; Michael Davanzo; Michael Nigro; Mike
Pollan; Rita Cecora; Srvacie Serrano; Syed ALl Taleha Washington) Valmiki Mohlp) Viah
Surujnarain; Anita 2umme; C'Vonne Smith; David Ehlen; Gina Jpaulding, John Gilantzis, John
Tucelir Mavis Keith; Milten Lepera; Tara Schiraldi; Thomas Brereton; Deborah Coletti;, Deborah
8=lgyrad; Marc Bthier, Mark Harvey; Mike Redriguez; Shane Abbatecola

Cc  Asonja Mercer) Milten Lopera; Thomas Brereton; Jericho Business Planning; Central Traffic;
TSG Jeric¢hoe Support Desk

Subject: Thanksgiving/Day Atfter Thanksgiving Holiday Memo - PLEASE READ CAREFULLY

This year, Thursday, Kovember 28th and Friday, Friday 259th are being observed as company
holidays.

Both Thursday November 28th ‘AND’ Friday, November 2%th, it will be handled “Business As

Usual” (BAU) which means 1if vou are normally scheduled te work on Thursday November Z28th

and/or Friday, November 289th, then you will be reguired to work on Thursday November 28th
and/or Friday November 29th

If you are not scheduled to work on Thursday November 28th and/or Friday November 28th then
you have the day off and the next day vou are scheduled 'to work will beceme your designated
holiday.

¢ What are the holiday codes and thelr meanings?

HOOO Holiday OQff
+ HOOl = Alternate Holiday Off
HCZ20 = Heliday Working
« 28hift = Double Pay (this code should glways accompany the HO20 code and resgults in triple
pay)
CaA:

Q How will I know if I am working on the holiday?
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a If you look at your schedule at present, youl898 see HO20 + ZShift codes. Once Jericho
Business Planning has completed the process of whe is or is not working, a final laxst will be
emailed to all agents and thely supervisors and managers,

> That final list will let you know if you are in fact werking on the holiday.
) Will 1 receive holiday pay fcr working on November 28th and/or Movember Z2%th 7

a You will be paid triplie pay for werking on Thursday November 28th and/or ¥Friday November
2%th. Empower will show you the following codes HOZO + 28hitt

f What if I am scheduled off on the heoliday?
A. The nexrt dey you are scheduled to come back Lo work will hecome your ‘Designated Holiday”
(DH) and Empower will show ycou the following codes. HC20 4+ 25hift,

a) Example:! Billy’s schedule 13 Sunday - Thuxsday with Friday Saturday off. EBecause he is
scheduled te be off on Fridays his next day back te work, in this c¢ase Sunday, becomes his
‘Designated holiday’” for the Day After Thanksgiving., On Sunday Billy's schedule will show HC2C
+ 28hift = Triple pav.

2 Will I be able to request an alternate holiday?

A. Yes I you do not want teo receive triple pay and prefer to have an alternate day off
instead, you can email Jericho Business Flanning and provide 3 dates for your alternate.

> Please note: if you choose an alternate holiday, you s5till have to work on the heliday and
will be paid regular pay for the day., Bmpower will eppear as a regular day for the holiday.
The day you are gilven as an Alternate Holiday (AH) will chow the following codes in Empower
HOO1

C How will X know 18 I am off the day of the holiday?

A, Empowsr will show vou the following codes: HOOD,

Q@ Can I request to be off on the holiday?

A. I your vacation was part of the Quarterly Vacaltion requests, yes, Otherwiss the answer
would be no.

Have a pleasant day!

Yvette Garcia
200 Jericho Quadrangle
Jericho, NY 11573

Jericho Business Planning

Coordinator

Email - ygarcia3@cablevision.com<malilto:ygarcial@cabilevision.com>
Tel:- 516-803-4258

{cidrFUIEEXCDOWPF.IMAGEM17 BMP1
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From: C'Vonne Smith 1898
To: Dorothea Perry
cC: Valimiki Mohip
Sent; 4/29/2015 7:37:47 AM
Subject; RE: Overtime for Mayweather 5-2-15 P /
' e s

Exh. No)z»ﬁ.. Racelved < Reject
@.You’ re welcome and thanks again for signing up. CMSemﬁﬁ—?g‘szf'ﬁﬁf £ - S
From: Dorothea Perry Case Namefz‘ ' Rap'w
Sent fTuesday, April 28, 2015 9:32 PM No. Pgsimt=—Date '

To: C'Vonne Smith
Co: Valmiki Mohip
Subje¢t: Re: Overtime for Mayweather 5-2-13

Thank you C'Vonne. ¥You're the best! After Val, (smile}

From: C'Vonne 3mith

Sent; Tusesday, April 28, 2015 7:58 AM

To: Dorcthea Perry

Ces Valmiki Mohip

Subjecgt: RE: Overtime for Mayweather 5-2-15

Dorothea,

We apologize if that is the way you felt, It certainly wasan’t our intention., The goal is only
to be suyre there is enough for 21l that are working., It's a difficult work day and I hope this
time you’ll hsve a more pleaseént experience. I have ordered the food and we’ll make sure those
who serve do not make you feel anything less than appreciated and valued for the hard werk you
Jdo every day.

Thanks,
Cc5

From: Dorothea Perry

sents Monday, April 27, 2015 12:52 AM

To: C'Vobne Smith

Cei Valmiki Mehip

Subject: Re: Overtime for Mayweather 5-2-15

I understand food will be provided for the Super fight (event}, which is an event that could
generate 1 billion deollars. Can you please make sure Cablevision orders enough food so that
managers are not forced to offer people 2 wing flings. During the last event I was given 2
wing £lings and told "to come back later, maybe I could have more" It was insulting to be
treated like I was impoverished and begging. It was as il somecone gave you 2 potato chips, or
I should say a chip out of a bag™ If Cablevision can not afford to feed the staff, they should
not cffer food at all,

I'a rather bring my own brown bag than be offered a wing fling,

From: C'venne Smith

Sent: Friday, April 17, 2015 12:34 BM
Tai T5G-Jericho

Cc: Brenda Kidd

Subject: Overtime for Mayweather 5-2-15

Teamn,
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7:5 Received _"ﬁi&t&d —

Contact Center

Performance Scorecard
January 2015
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Why A New Scorecard?

ey R s e

2015 Goals
T S Improvements in the Scorecard will assist us in achieving our
‘ ’ 2015 goals:
* Improved measurement, benchmarking and feedback on
customer transactions through Voice of the Customer {VoC)
*  New approach to quality evaluations

* Closed Loop Feedback (CLF) follow-up for process and
individual improvement

+ Focused training and coaching based on VoC and CLF
* Recognition of top performers
Doing so will ensure we!
» Exceed customer expectations for product and service
reliability
« Create promoters through our customer interactions

« Receive value for the services we deliver
* Build a high-performance, customer-centric culture

2015 Scorecard v3.1 feb 19 2015
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Customer Focused Scorecard

Metrics Metrics
1. Service Experience Rating 1. Net Promoter Score {NPS)
2. First Call Resolution 2. First Contact Resolution
3. Quality . 3. Adherence
4. Knowledge Check 4. Knowledge Check
Goals . Goals
v Static v Dynamic, stacked ranking
v Bar set at beginning of year v Drive continuous improvement
with no ability to adjust v' Comparison to peer groups
v'  Little acknowledgement of v Measure Voice of the
peer groups Customer (VoC) across the

organization and compare to
Best in Class companies

2015 Scorecard v3.1 feh 19 2015,
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Measures of Success

Agent Scareharfi

B _Rank: 86 of 197 {56t Percentile) «
Spent: Agent B

Team: Merv Griffin Peer Group: L1 RS

Frnail/Chat
P o
o W e Weighted
Metric Score percentile Weight Actual
0.0 134 0f 197
25 54 3108 30% 9.54
i e
19.34.
8 Adherence  90.7a% 00U a0y 8.43
'E e B0
E 1 of 297 .
& Knowledge Check  100% ... ~ 20% 20,00
Raw Scare — - 57.36
Carrective Action
- - 00.00

Reduction
Final Score

2015 Scorecard v3.1 feh 19 2015

HIGHLIGHTS

Scores calculated on 4 customer
focused metrics

Dynamic Goals ~ Established by
peer performance

Rating impacted by lack of
compliance to values -
corrective actions

Final Score determines ranking
within peer group

Recent change to scorecard — see
pages 7 thru 9
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Metric Definitions

- New - Customer Feedback email survey program - using an 11-point 0 thru 10 response scale
Net Score = the % of Promoters minus the % of detractors
Promoter | Response to the following question: Based an your recent [Contact Method] experience, how
Score (NPS) | likely are you to recommend Optimum to your friends and family?

Scores of 9 & 10 will be viewed as Net Promoters / Scores of 7 & 8 will be viewed as passive /
Scares of 0-6 will be viewed as detractors

Modified - Time frame of repeat contact is aligned to more accurately represent the

First Contact | o, ctomer’s experience {excludes Transfers and Escalations)

Resolution

Score = Percentage of time customers do not call bacl within 7 days fora similar issue

Schedule | Reinstated — Reflects individual contribution to Service Levels
Adherence Score = Percentage of time within the work schedule the representative is interacting with
~ | oravailable to serve a customer

Existing — Reflects accuracy of information provided fo customers

Knowledge | Score = Average score of monthly assessment. Questions related to services and processes.
Check Representatives may have access to use all usual resources and tools used during customer

| interactions

2015 Scorecard v3.1 feb 19 2015
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Value Compliance

DHEREAE Deduction

Coaching No Deduction Not limited
Verbal Warning 10 points Not limited
One Written Warning - or — placed on Action Plan during the 20 points Valuable
review period Contribution
More than one Written Warning — or — ane Written Warning and 20 points Requires
is placed on Action Plan during the review period Improvement
Final Written Warning - with or without prior Written Warning 30 points Requires
Improvement

2015 Scorecard v3.1 feb 19 2015
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Normalized NPS

« Average NP5 results vary based on the customer contact reason
* Each representative receives a varied mix of contact types survey responses
» To objectively compare representatives the NPS must be adjusted based on the mix of contact types
Example: - Mary and John are in the same Peer Group
- Each have 10 surveys with the same NPS score of O {zero)
- An overall O {zero) NPS for all transaction types in this peer group = 54t percentile

= 80% of Mary’s surveys were Mary's Surveys John's Surveys
from R&S contacts where
Mary ranked poorly as
-compared to other R&S survey
responses - in the 33
percentile

» Most of John's NPS = 80% -
came from Billing contacts
where he scored well
compared to other Billing
surveys ~ranking in the 86"
percentile

» . 20% of Mary’s surveys were
froin Billing contacts where
she performed well relative to
other Billing survey responses,

in the 86" percentile MBiling mR&S w Billing =@ R&S

» 20% of John's surveys were
from R&S contacts where he
performed poorly compared to
pther R&S surveys , ranking in
the 33" percentilé

* Mary's overall weighted NPS
percentile ranking = 44t
percentile

» John's overall weighted NPS
percentilé ranking = 76"
percentile

2015 Scorecard v3.1 felr 19 2015
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Normalized NPS ...

Mormalized NPS it

Normalized NPS
Percentile

John
Bilting | R&S | Total | Billing | R&S | Total | Calculation
# of Surveys o T RN - il 10 |A Al surveys completed
Fromoter 19%. 2096 20% 20% ‘ 10% 30% | B NP5 ratingof 9 or1D
Detractor 10% 20%  20% 20% 10% 30% |C  NPSrating 1thru s
Passive 0 40% 40% | AD% 0 40% [0 NPSrating7 or8
Met Promoter Score Q 0 LS B+ 0 0 JE={B-C)
Ranking 41 200 41 200 F Transaction type ranking within Peer Group {300 reps)
Ranking Percentile 269 33% G % of thase in the PG ranked the same or lower than {F)
Transaction Type Mix % Y H Percentage of transaction types in (4)

1 = Billing {G ¥ H)+ RAS (GxH)

k4 i
9% 81%
Rank Rank

Mth anth e

Foth —— 70th —“—’%

801 soth ———

30th mh

wih wth

2015 Scorecard v3.1 fely 49 2015

1 = % of those in Peer Group
ranked the same or lower than {i)
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Calculating Percentile Ranking
or Each Metric

KC
Waelght 4 : Weikht Ranking | Weight Rarking .Wéight: Sum of

Mormalized|Ranking and! @ Rapkingandp @ and @ and @ Waeighted
MName NP5 Percentile | . 30% I Pereeniile 40% .| ADH | Percentile | 20% KC | Percentiie | 20% | Scores | Ranking |
Annie 80.0 | 1 J00%| 30 | l1woow| 30 | sso | 2 |sow| 16 | s0 | 8 |70%| & 80 1
Bob | g70 2 | 8% 24 21 | B0 | 2 |B0%| 16 950 | g l20m| & 85 3
Cathy 0.0 3 | 70% | 2 15 | 850 | 5 150% | 10 | 100 | 1 [100%| 20 66 2
Mark 40.0 3 | 70% 21 2 | 800 | 9 | 10% 2 30 | 8 | 20% 4 | 39 B
Doug 130 | 6 | 40% | 12 12 | 858 | 4 |60% | 12 |00 | 1 |100%] 20 56 5
Earl | -0 | 7 | 30% 9 0 840 & |20%| 4 |100| 1 |i00%] 20 | 33 g
Sue 400 | 9 | 10% 24 89.0 | 1 |100%| 20 99 | 4 |60% | 12 59 4
lohn 300 | 8 | 20% | g0 | 3 70% ] 21 | 850 | 5 |S0%| 10 99 | 4 |60% | 12 49 8
Tom 400 | 9 |1o% | 3 28] 6 {a0% ] 120 | 800 |9 |10%| 2 94 | 7 |30%| & 22 | 10
Steve | 133 s |som | a5 {gs | 6 jeow | a3 | sso |5 |sow| 10 98 | 6 |40% | 8 as ?

»  Rankingis based on metric performance as compared to peer group

> Peergroups are pre-defined groups used to measure performance results for similar work assignments
»  Currently 10 Peer Groups

2015 Scorecard v3.1feh 19 2015
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Ranking and Performance Ratin

Ranking in Peer Performance Ranking
Group Determines
Performance Rating
1
, Overall . 3
Mame score | Ranking
Annie ;80 1
Bobh | 65 3
Icathy | 66 2
Mark 33 8
lpoug | 56 5
Earl | 33 9
Sue 59 4 TR
Jghn B b Requires Valuable Contributor Strong Performer Outstanding
Tom 23 10 Improvement impact
‘Steve | 45 7

2015 Scorecard v3.1 feb 19 2015
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Current Peer Group Definitions

January 2015

The 2015 Contact Center Scorecard will contain 10 separate Peer Groups spanning
across contact centers.

Billing Reps

TSG Level 1

Level 1 Repair & Service Reps AM/PM Shifts (No E-Mail/Chat)
Level 1 Repair & Service Reps AM/PM Shifts (E-Mail/Chat)
Level 1 Repair & Service Reps Ovarnight Shifts (No E-Mail/Chat)
Level 1 Repair & Service Reps Overnight Shifts (E-Mail/Chat)
Level 2 Repair & Service Reps AMI/PM Shifts {(No E-Mail/Chat)
Level 2 Repair & Service Reps AM/PM Shifts {E-Mail/Chat)
Level 2 Repair & Service Reps Overnight Shifts (No E-Mail/Chat}
Level 2 Repair & Service Reps Overnight Shifts (E-Mail/Chat)

o D S S ol o o

JEnY
©

NOTE: Overnight Shift defined as those with starts between 18:30:00 — 23:59:59

2005 Scorecard v3.1 fely 19 2015
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Key Performance Indicators

The four most customer impacting metrics are included in Representative Scorecard

Several additional Key Performance Indicators have been identified as having a significant impact to the
customer and/or operational efficiency

Effectiveness in these areas will also be the focus of coaching and development — categories subject to
change based on business needs

Performance significantly below the Peer Group, could be subject to Performance Action Plan / high
performance in these areas could benefit by recognition in annual Behavior evaluation and/or reward

program
Critical KPIs: < NPS * FCR {7-day) + Adherence * Knowledge Check

= AHT » Transfers + Preventable Truck Rolls as compared to R&S contacts
Other KPls: * FCR {within 45 days for Billing contacts) » ITT Compliance + IBA Compliance

Idle Time + Rep Customer Satisfaction (VoC) =+ Personal Time  + Quality Scores

015 Scoredard-wd Lieh 19 2015
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Annual Performance Rating

80% Scorecard Metrics 20% Behaviors

Description | ®  Annual Weighted Average Performance | Contact Center Representative will focus on identified

behaviors — Specific 2015 behaviors TBD / Examples may be
* includes deductions for Value

Compliance | Representatives: Supervisors/Managers:
* Customer Focus + Customer Focus
* KW KCis missed—and met minimum *  Accourntability +  Leadership
transactions the monthly score =1{ast3 | » |ntegrity * Passion

month average » Transformation

'Rating + Outstanding Impact = Ranked in Top 10% | See Appendix for Performance Rating Scale Definitions
of Peer Group

* Strong Performance = Ranked in Top 20% | * Outstanding Impact

of Peer Group = Strong Performance
» Valuable Contribution = Ranked in Top . \é’aEua;ble ?gntnbutmnt
65% of Peer Group equires improvemen

* Requires Improvement = Ranked Bottom
5% of Peer Group

2015 Scorecard v3.1 feb 19 20158
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2015

Bonus for Non Exempt
Employees

Outstanding Impact: Performance Bonus = 2% of eligible earnings plus

Strong Performance : Performance Bonus = 1% of eligible earnings plus

N

2015 Scorecard ¥3.1 feb 19 2015
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Career Progression

¥ Current Opportunities
+ CSR Grade 10 -> CSR Grade 11 / CSR-ASR Grade 11 -> CSR Grade 12
* TSR Grade 13 -> TSR Grade 14 /TSR Grade 14 -> TSR Grade 15

v" Performance Metrics Reguirement:

* Scorecard Metrics:
2014 = Quality, Service Experience Rating, Knowledge Check, First Call Resolution {Avail/Adherence- partial)
2015 = Net Promaoter Score, First Contact Resolution, Adherence, Knowledge Check

= Performance Period: Rolling 12 month average
Monthly Minimum Transactions: Rolling 12 month average includes months when transactions handled
»f= 25% of the average number of contacts handled by peer group {50% in 2014)

¢ Achievement Level: *NEW™* Ranked in Top 30% of Peer Group = Strong Performer rating (2014 = SP Rating)

v Employee Must be in Good Standing:
» Not received a documented verbal warning, written warning, or placed on an action plan in prior 6 months
* Not received a final warning in prior 12 months

v' Career Progression Assessment: Administered after meeting all qualifications - candidate may use all
usual business resources and must achieve a score of 80%

2015 Scorecard v3.1 feb 19 2015
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Career Progression Timeline

Career Progression Date

'--{_|F|VM|A1"“"']’iJ!AIS']U]N]D:ﬁ

] Al ]o [l o] n]o] ]
Performance Metrics '

V1- (incl ABA) Voo

V2~ tofind akA} A Y T A
CXE Metrics

<,
=
<
<
<
“
By
<,
=,
=
=
S
b
<

j= X

L.ook back Perio

& month v

11+ months * A O A A

12 month P A G Y e R S A VAV

Achievement Goai

Val Cont
Target #

Top 30%
Ranking

v ¥y v Y Y

N N N N N A R B

* Note ~ jan 2015 wilf be included i the igok back pertod but NPS, FCR and ADH
will mot he factored into 12 month average

2015 Scorecard 3.1 feb 19 2015
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Coming Soon

» Recognition Program updates to align with new metrics

2> Uconnex updated to support the new scorecard — key changes
include:

1 Peer Group Name
O All Metric Data Displayed
Corrective Action Deductions

» Release 2 — Expected in March

(J Normalized NPS calculation
[ Percentile ranking for each metric

U Peer Group ranking

2015 Scorecard v3.1 fel 19 2015
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Appendix:

Performance Rating Scale Definitions ws

(Self).
Leadership

Collaboration .

Transformation

Integrity :

Accountability ¢

2015 Scorecardg v3

Focuses on activities that: ,
s Drive 1% call resolution for custamers
= Reduce necessary truck rolls
#  Reduce frustration for customers

Observational feedback

Agility records

identifies cross fianctional issues ar epportunity, arganizes a representative tearm, and defines/implements a solution

Uses apportunities to collaborate and communicate across the organization through cross functional working teams; lunch and

learns, job shadowing, etc.

Builds partnerships actoss business graups and uses all available collaboration opportunities
Actively acoepts/seeks opportunities to participate on praject teams

Regularly checks for understanding with thieir team; Seeks clarity when it is required
Actively spplies constructive feedback

Observational feedback

Agility Utilization

No record of counseling or corrective actian in relation to our Company Values
Helps paers or new employées understand and uphold the company’s values
Does the "right thing’ {even when no one is looking)

(beervational feedback

Builds-coverage plans for vacation or days out of the office
Consistently adherss 1o attendance and leave policies

Considérs customer impact when taking action or making decisions
Actively applies constructive feedback

Consistently demonstrates behavior that facilitates a positive customer experience and productive employee environment

1 feb 19 2015
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Performance Rating Scale Definitions uors

Customer Focus = Effectively handles customer éscalations, identifies ront.cause and escalates/shares resolution to minimize future accurrahice
*  Receives Customer commendations
= No history of negative comments or complaints related-to their knowledge or hehavior

Award recipient (Tearn of the month, Customer Excellence) for demonstrating the-criterla for gach award (pré-defined)

Creativity and = Embraces new technologies and ideas.
Innovation Seeks to improve processes by identifying issues and suggesting solutions
Utllization of new tools, technology and now processes
Manager feedback on idea generation
«  Callmonitoring

Excellence *+  Sales experience survey
* QC reports
Passion +  Actively pursues growth and development for themselves and their team. Measured through developmental activities,

participation on special project teams, etc.

Understands and leads change within the organization. Demonstrated by early adoption to initiatives, timely execution of efforts,
and assistance in pear understanding and compliance. Measured by compliance ta deliverables, visible peercoaching/mentoring,
et

Demonstrates o deep level of engagement and energy around their role. Measured by supervisor observation.

2015 Scorgeard v3.1 Teb 19 2015
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Performance Rating Scale Definitions ¢

Leadérship +  Establishes challenging but attainable gaals and metrics. Actively manages employees progress towards those goals,. Takes action-as
appropriate,
Monitors team priorities and progress using departmeantal and individual metries. Delivers and expects accountability for actions and
conunftments.
Conducts x number of weekly coaching sessions with their employees {codence estabiished by dépdriment)
Regularly reviews and addresses top and bottom performers, Actions asappropriate,
Maintains levels of destructive attrition at less than 10%; Actively drives constructive attrition.
= Foecuses on activities that:
®  Drive 1% call resolution far customers
» Reduce necessary truck rolis
= Reduce frustration for customers

Collaboration tdentifies cross functional issues or opportunity, organizes a representative team, and defines/implements 3 solution
Provides and supports apportunities for employees to collaborate and communicate across the organization through cross
functional working tearns, lunch and learns, job shadowing, etc.

Builds partnarships across business groups and uses-all avallable collaboration apportunities

Invites representatives from other business units to attend tearmn meetings and share updates fram their side of the busingss
Actively sceceptsfseaks opportunities te participate in staff or project meetings with ather teams

2015 Scorecard v3.1 feh 19 2015
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Performance Rating Scale Definitions w.s

Transformation » Owns change through comimunication and relsforcement, Demonstrated by agenda topics, regular team meetings and 1:1's:
Uses all opportunities to reinforee change efforts including oh-the-spot coaching and recognition of activities that support
transformation. Demonstrated in staff meeting apandas and mifutes;and shserved by supervisor

*  Regularly checks for understanding with their team; Seeks clarity when it is required

Reviews data analysls to-ensure compliance and gauge achievement of related change aclivities. As-demonstrated by perforimance
results. For example, repeat rate reduction or improvement in customer satisfaction ratings.

Addresses and resclves resistance to change in a timely mannar,

*~  Provides timely counsel or ‘course correction’ with their team in support of change

integrity =, Morecord. of counseling of corrective action in relation to our Company Values

Addresses behavioral issues on teany in a titmely manner and uses progressive discipline to reinforee expeciad behavior
* Hasa record of rewarding good behavior

= Helps peers or new employees understand and uphotd the company's values

Has & record of consistent and fair behavior as recognized and measured through employee survey and pulse surveys

*  Does the ‘right thing’ {even when no one is lodking)

2015 Scorecard v3.1 feb 19 2015
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Exhibit All
R-24
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From: TSG info 1923
To: TSG Info

Sent; 21202018 2:30:36 PM

Subject: NPS Dos and Dort'is

Attachments: NP3 Dos and Don'ts. pptx

Team,

Pleas= take a moment, when available, to review the attached dos and don’ts when interacting
with a customer.

Thank you,
DR

73 4 / .
Exh. o 5&%1/ Recelved .22 Rejecied v

C Ko -
oot S,

Case Namo k.
No. Pga: apa

JA0909



Case 2:15-c\:636546DR8EARIcUDEUBan08/10/26i16d 17491485 PRgga208fdi%26 PagelD #:
1924

JA0910



Case 2:15-c\:636346DR8EARGcUDEUrBan06/10/2616d 17891485 PRggaZBl0fai¥26 PagelD #:
1925

3e Personable and Professional.
Whether you have a bubbly personality or
are more calm and collected, itis very
important to be affable when speaking
with our customers.

JAO911
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B Mind your P's and Q's.

Being polite, even to the most challenging of
customer's, can go a long way foward improving
the inferaction with the cusfomer and fetting
them know that we are interested only in
providing them the best possible service.

JA0913
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» Come down o the cusiomet’s level.

If the calleris agitated, that may mean that they have
nad a truly poor experience with us or that may mean
they are bnr ging addifional bag Jgug@ m‘o the call. Either
way, reciprocaling the customer’s frustration will only
make the interaction worse for both ;::Grf’ies.

JA0914
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p Offer alternatives to Demarcation.

If a caller is upset that they are unable 1o pay their bill on
our website due to an issue with their browser for example,
after referring them to that browser's support team, we
could speak to using other browsers 1o make the payment
and advise of all the other payment options we have
available to all our customers.

JA0915
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p Simply educate the caller that the problem is not ours
without providing other oplions.

This can lead to the customer feeling s though we are not inferested
iy assisting them:; L.e. if a customer is experiencing an issue with their
picture size on an old 4:3 HDTV (S0 picture shape, High Definition TV]
explain they coan get more channels to fit their TV by utilizing a 5D
cable box instead of a HD box. Just advising that, to get HD pictures.
af the right size, would require o new HDTV sounds like we are
brushing them off.

oo e
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Exhibit A11
R-235
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From: Valmiki Mohtp 1932

To: Anthony Walmer; Dorothea Perry; Berek White; Jlose Ganzalez; Jeffrey Guzrman; John Joseph;
Jaekie Lyon; Jason Meonsemmy; Joseph Tso; Kevin Kruse; Louis Pascarella; Le¢ Pusada; Laurent St
Gerard; Latoya Wison; Manvendra Mittal; Mike Rauch; Nadine Gyies; Rae-An Bridgelal, Rocky Pops;
Roberte Vasquez, Shivanand Singh

Sent: 32372015 6:28:37 PM

Subject: FW, Have Questiops About Nat Promoter Score?
Attachments: image001.png

Team,

Please try to make ope of these during vour lunch or break.

From: Milton Lopera
Sent: Monday, March 23, 2015% 10:55 AaM
To: Anthony Maharal; Carelyn Miils Washingten; Charles Wright; Claire Burneti; Darken

Jean-Charles; Deborah Coletti; Desirae Muniz; Deven Ramdan; Eric Schilling! Gary Pettinazo;
Ikraam Aslam; James starr; Jasou Cox; Jay Leong; LiAnne Gonzalez; Locksley Fommells; Lorraine
Hayes: Luis Berrios; Marc Bernard: Marc Bthiery Mark Harvey; Michael Nigrg; Mike Pellan; Mike
Redriguez; Raniero Cecora; Shane Abbatecola; Stacie Serranc; Syed Ali; Taleha @ashington;
Valmiki Mohip: Vish Burujnatain: Arita Zumme; C'Vonne Smith; Gilbert Vega; Gina Spaulding;
John Tuccl; Mlceole Westeoarr; Tara Campbell

Subject: FW: Have Questions About Net Pramoter Score?

Importance: High

Please help enccurage your team wemhers Lo atbend,

From: Milton Lopera )
Sent: Mondav, March 23, 2013 10:53 MM

To: Miltern Lopera’
Cc: Arita Zummo; C'Vonne Smith; Gilbetrl Wega; Gina 3paulding; Jehn Tucei; Micale Mestecary;

Yara Campbsll
Subject: Wy Have Qussticns About Net Promotar Score?

Importance: High

Team,
Fiease take advantage of this very iwmpertant educational sessicn wirlle in the break room.
Thanks

From: T8& Info

Sent: Mondzy, March 23, 2015 10:23 AM

Ta: ¥36G Infa
Subject: Have Questions About Net FPromoter Sunre?

(cid:imageCll.png&llOGE3l8. §DkY 3EC0]
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$/23/201510AM - 12PM TPM-3PM 5PM . TPM 7PM - TTPA

/242015 BAN- T0AM I2FM-27AL APM AP BRM - TOPN

B3)25/201571180 - 1P 2PM = 4PM BPM --7FMBPM - 10PM

JFAG/ADETAN - TTAM  IPM - 3PM BPM - 7EM  9PRA-TIPMY
S/ATF20T58AM 104N 1TAM- 1PM  2PM - APM - SPM -TPM

STOP by the cafeteria on your lunch or break, atf the above dates and times,
and the leadership team, along with members of the NPS~VoC commitiee, will -
happily address them.
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Exhibit A11
R-26
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From: TSG info
To: TSG info
Sent: 4/1/2015 3:07:23 PM
Subject: Morthly Voice of the Customer Newsletter
Attachments: Mareh VoO Newsletter v2s.docx
Tean,

In support of our Veice of the Customer initiative we will be periodically sharing Tips,
Trainings, and RBest Practices to help us all ensure an Qptimum Customer Experlence! This may
come in the form of Trainings reviewed in Team Meetings, Tips shared via hand out or e-mail,
‘and Best Practices provided in your monthly One on One sessions. We will recap all the great
activity surrounding our ever improving custemer interactions right here in this monthly
newsletier for your convenience!

Please review the attachment, thanks!
SA

Exh. No: _g.‘?_.éﬁeceivad Iy Y
Case No.;
Cage Name:
No. Pgs:
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VoC Newsletter

We have sent several items out this month that YOU can utilize to ensure
your NPSscore is the very best it can be including the TSG Info e-mails
“Navigating Billing Calls Successfully” sent on 3/30/1% and “Conveying the
Value of Optimum” sent 3/19/15, The first things to cansider are the Do's
and Don’ts that we have made available to all of you;

Road
to
Success

="

Don't
Be Transactional. When your interaction is solely focused on
resolving the issue and not an having 2 *real" conversation,
many custorners will perceive you as robotic and will not feel
that you value them as a customer,

Come down to the customer's level. If the caller Is agitated
that may mean that they have had a truly poar experience
with us or that they are bringing other baggage onte the call.
Either way reciprocating the customer's frustration will only
make the interaction worse for both parties.

Simply educating the caller that the problem is not related to
our product without providing other aptions can lead to the

Do
Be Personable and Professional,

Whether you have a bubbly personality or are mare
calm and collected, it is very important to be
personzble when speaking with qur customers.
Mind your P's and Q's.

Being polite, even 1o the mast challenging of
customer's, can g0 a long way toward improving the
overall interaction. Letting them know we are only
interested in providing them the best possible service,

Dffer alternatives to Dernarcation.

far Example, if a caller is upset that they are unable to
pay their bill on our website due to an issue with their
browser, after referring them to that browser's
support team we could suggest using other browser to
make the payment and advise of all the other payment
options we have avallable ta our customers.

customer feeling, we are nat interested in assisting them
For Example: If 3 customer Is experiencing an issue with their
picture size on an old 4:3 HDTV {SD picture shape, High
Definition TV) explain they can get more channels fit to their
TV by utilizing a SD cable box rather than an HD box-
dust advising that to get HD pictures at the right size would

require a new HOTV sounds like we are brushing them off.
This set of tips shauld serve as a reminder of what gractices will not only 2arn you the highest scores in
NPS but make every transaction as smooth and pain free as possible, {For hoth YOU and the customer)

Ssome customer comments: 50 you can see what we are doing that our customer’s love, where we are on

the right track but can still improve, and what challenges we face with customer perception.
Positive Negative Mixed

Be ¢onsistent with such great customer
selvice.. {my experience today, February 21,
2018)., ...it is a plus for businass, which Is
lacking 1oday tor some, due 1@ not wanting to
take the time ta do 2 Jab weli done,, .thankyou!

| think your pricing fs way toe high. The only reason !
consider staying with optitnum ls because of their
excelfent customer servite.

Evierything abaut your company is 50 complicated.
Afsc upgrade yout DVR syztemis instead of apeading
money On poinking your trucks tdteulans saloss,

{ am not 104% happy now with Optirmurn, because aven
naw | am paving too much for the service | am getting.
am laoking (67 a bolter rate package at the sama lime |
do not want Lo icgve Cablevision/Optimum singe itis
my territory TY-station & | want to enceurage it

Have buen vour customaer (or over 30 yesrs, and you
watdd nat fewer my Bill, Mow walting for the other
Company to call me hack

opimum is far syperioe 10 Tirme Watpes which
we must uge at our Manhattan residence.
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Lastly we would like 10 take a moment to recognize some of our

Biggest Impact Players

*According to our customers”

Alan Nadel

With an NPS of 100 and 14 responses
ts our Top Performer for March!

Antonette Testa

Has made the Biggest Improvement
Iincreasing her NPS score by 108.57 points!

Locksley Pommell’s Team

Earned the highest Overall Rating
in March with a score of 57.871

Nicole Westcarr’s Team

Has achieved the Highest Overall Rating
in March with a score of 53.28!

Aud & Special mention to our 14 Representatives who have prrintained Perfect (100 average) NPS in March with 3 or
more YoC Responses!

Arthur Byers J Responses Nestor Ebwin 4 Responses
David Rosenthal 9 Responses Nichaolas Scalera 11 Responses
Domirnick Laudisio 6 Responses Nicholas Sherman 3 Responses
Don Fuchs 5 Responses Rachael Hughes 10 Responses
Jacqueline Lyon & Responses Robert Price 3 Responsas
Line Genuo 3 Responses Valerie Nugent 10 Responsey
Luis Germosen 3 Responses Xavier Downing 8 Responses
Lean Stewart™* 13 Responses

If you have any questions, please speak 10 a Lead, Supervisor or Instructor.

Thank You,
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From: Miiton L.opera 1940

To! Milton Lopera

cC: Anita Zummo; C'Vorne Smith; Gina Spaulding; Gilbert Vega; John Tucci; Nicole Westcarr; Tara
Carmpbell

Sent: 4/3/2015 2:30:21 PM

Subject: FW: Monthly Voice of the Customer Newsletter

Attachments: image001.png; March VoC Newsletler v2s.docx

Team,

Outstanding work by all of you ~ I can’t thank you enough for the added attention and the
efforts that are being put forth to improve and transform with thiz new and exciting metric.

As you can ses below you continue to lead the way across ALL Optimum Contact Centers in
overall NES.

Everyone should already know this but this is & journey that we are all taking together. You
have my commitment that the Jericho Leadership will be with you every step of the way to help
adapt, evolve and conquer,

All of you are doing Just fine and we are well on our way o getting to the 7% NBS that those
other World Class Companies bave achieved.

(cidiimage00l, png@OIDOGELA. B1OD5370)

Thank you allt! +v .remember to acknowledge all customer inquiries/comments and build
that relationship with your customers!

From: TSG Info

Sent: Wednesday, April 01, 2015 3:07 PM

To: TSG Into

Hubiject: Monthly Voice of the Customer Newsletter

Team,

In support ef qur Voice of the Customer initiative we will be periodically sharing Tips,
Trainings, and Best Practices to help us all ensure an Optimum Customer Experience! This may
come Ln the form of Trainings reviewed in Team Mestings, Tips shared via hand out or e-mail,
and Best Fractices provided in your monthly One on One sessions. We will recap all the great
activity surrounding our ever lmproving customer interactions right hers in this monthly
newsletter for youf convenience! '

Please review the attachment, thanks!
SA

1
xh. No: (1.7 Raceived AcFsjocted

Case No.:
Case Namg:

No. Pga: 2 DatefZ Snep. L6
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March VoC Newsletter

Road We have sent several items out this month that YOU can utilize to ensure

to

your NPS score is the very best it can be including the TSG Info e-mails

St “Navigating Billing Calls Successfully” sent on 3/30/15 and “Conveying the
UCCESS  \alye of Optimum” sent 3/19/15. The first things to consider are the Do's

“! :i o

and Don’ts that we have made available to all of you:

Do

Don't

Be Personable and Professional,
Whether you have a bubbly personality or are more
calm and coliected, it is very important to be
personable when speaking with gur customers,

Be Transactional. When your Interaction is solely focused on
resolving the issue and not on having a "real" conversation,
many customers will perceive you a5 robotic and will not feel
that you value them as a custormer.

Mind your P's and Q's,

Being polite, even to the most challenging of
customer's, can go a lang way toward improving the
pverall interaction. Letting them know we are pnly
interested in providing tham the best possible service,

Come down to the custarner's level. If the caller is agitated
that may mean that they have had a tculy poor experience
with us ar that they are bringing other baggage onto the call,
Either way reciprocating the customer's frustration will only
make the interaction worse far bath parties,

Offer alternatives to Demarcation.

For Example, If a caller is vpset that they are unable to
pay their bill on our website due to an issue with thelr
browser, after referring them to that browser's
support team we could suggest using other browser to
make the payment and advise of all the other payment
optlons we have available to our customers,

Simply educating the caller that the problem is not related to
our product without providing other options can jead to the
customer feeling, we are not interested in assisting them
For Example: If a customer is experiencing an issue with their
picture size on an otd 4:3 HDTV (SD pleture shape, High
Definition TV} explain they can get more channels fit to their
TV by utitizing a 5D cable box rather than an HD box-
Just advising that to get HD pictures at the right size would
require a new HDTV sounds like we are brushing them off.

This set of tips should serve as a reminder of what practices will not only earn you the highest scores in
NPS but make every transaction as smooth and pain free as possible. (For both YOU and the customer)

Some customer comments: sa you can see what we are doing that our customer’s love, where we are on
the right track but can still improve, and what challenges we face with custorner perception.

Positive
B consistent with such great customer
sarvice, (my experlance today, February 21,
2018}, ...t is 3 plus for business, which is

lacking oty fur vome, Gua to not wanting to

wake the Time to to 3 job wall dene.. . thankyou!

Dptimum is far supeior 16 Time Warnat which
Wwe must use at our Manhattan residence.

Negative

Everything about your company 15 so comnplicated,
Also upgrade your DVR systems Instead of spending
money on painting your trucks Adiculaus eolars.

Mave baen your customer for over 30 years, and you
would nat iswer my bill. Naw waiting for the other
Campany to ¢all me back

Mixed

{ think your prieleg is way [oa khigh, The only eason |
consider staying with optimum & begause of their
eacellunt customer service,

1 et ot 100% happy now with Gptimum, becawse cven
now | am paying loa tnuch lor the service ¢ am gotting. |
am fooking for a better rate package at the same iime§
do notwant tojeave Cablevision/Gptimuni alnce it s
my teeritory TV-station & | want to encourage a.
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Lastly we woutd like to take 2 moment to recognize some of our

Biggest Impact Players

*According to our customers®

Alan Nadel

With an NPS of 100 and 14 responses
Is our Top Performer for March!

Antonette Testa

Has made the Biggest improvement
Increasing her NPS score by 108.57 points!

Locksley Pommell’s Team

: Earned the highest Overall Rating
in March with a score of 57.871

Nicole Westcarr’'s Team

Has achieved the Highest Overall Rating
In March with a score of 53.28!

And a Special mention te our 14 Representatives who have maintained Perfect (100 average) NPS in March with 3 or
nore YoC Responaes!

Arthur Byers 5 Responses Nestor Ebvin 4 Responses
David Rosenthal D Responses Nicholas Scalera 41 Responses
Doninick Laudivio O Responses Nicholas Sherman 5 Responses
Don Fuchs 3 Responses Rachael Hugles 10 Responses
Jacqueline Lyon & Responses Roben Price 3 Responses
Lino Genao 3 Respon ses Valerie Nugent 10 Responyes
Luis Germosen 3 Responses Xavier Downing & Responses
Leon Stewart*¥ 13 Respanses

if you have any questions, please speak to a Lead, Supervisor or Instructor,
Thank You,
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From: T8G Inio
To: TG Info
Sent: 4/8/2018 2:43:54 PM
Subject: Your NPS Ranking
Attachments: image001.png; imagel06 jpg; image007.jpg

{https://optinum.medallia. com/efilemanager/1e006c794760ac23320211dE2491£157 . png]
(http://asacts.gearlive.con/tvenvy/bloginages/the-more-you-know-nbe. jpg)

Finding your own NBS and Ranking

Did you know that when you are viewing your “My Scores” page on the Vo Dashboared that you can
see the most up tc date data on not conly your NP8 score but how you rank against both your
Team angd the Company?

We’ve received feedback surrounding this in the ‘ASK NP&” Sessions we held in the lunchroom
and the Forus Groups Milten has been performing recently. In order te ensure you all have the
answer, please view the below screenshot You can see here where you can find your Up-to-Date
NES, Ranking on your Team, and Owerall Ranking within Optimwas,

fecidiimage07. JpgROLIDO720A. GBCOATEO}

1f you have any questions please speak to a Supervisor,
Thank you,

T&G INFO
SA

Exth. No‘ﬁ%eceww .;;C/ﬁalecled.._..—.

Cage NO.L—m— 77 2]

Case Name! STV
Na, Pgs:,,zz-—.l:)aw‘ -
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From: TEG Info
To: TSG Info
Sent: 4/27(2015 1:37:53 PM
Subject: Common NPS Concerns *REVISED*
Attachments; irmage00.png; image002.png; image004.pnq; image05.jpg; imaged0s.png

[cid:image001.pnglCGlDOBOEE., F20CCT7C0] Common NPS Concerns

(cid:imagedOs, jpgRO1DO3GEF. 579C3B20)
Team.

{cid: imdge006. pngROIDOBIEF. 579C3B20iWe’ ve heard your concerns both individualiy and in our Ask
NP8 Sessions. We would like to take a moment to address some of the biggest concerns that you
have drawn our attention to. Please¢ also take note of our sitewide averages in critical areas

of the survey in this accompanying chart, )
Rﬁ ‘Z Heceived _Aejected_......

Common Questions C’ ga #ﬁé .ol/é <
7 vateFtli rep Ebon

Answers

What is the calculation to determine my NP5 score?

NPS is an index ranging from -100 to +100 that measures the willingness of a customer to
recommend the company’s preoducts or services to others,

What Jls normallized NEE?

An effort to make your Raw NPS scoba c¢ount falrly against both your peer groups and the types
ot calls you take.

How do I know £f I'm deoing well/ what is a good score?

The best indicator is always going to be your LTR score— if you are averaging a 9/10 your are
¢reating promoters. and are therefore doing well!

Can we "re-grade" calls where The customern gave a  LTR scoxe but 10's everywhere else?

No. All of your peers will receive the same types of calls as you and are as likely to raceive
these types of scores on thelr survey- which iz why we grade you on your Normalized Score, not
your Raw Score. Additionally, thils score most accurately draws the customer's real

feelings/emotions regarding their contact out,
Will we be changing this survey at all {i.e. Netflix only asks yeou one guestion)?
There are no plans to make this change as cur customer interactions are more complex.

How de I overcome issues where my hands are tied by our policies?

Provide Alternatives., If the issue is CPE refer the caller to the Manufacturer/Vendor but make
sure to educate the customer on what they should be explaining to the vendor first. Refer to
any of our Value pleces such as the Mareh 17th, "Conveying the Value of Optlmun" 156 Info
which speaks to how you can communicate all the value we bring te the customer.

What can 1 do to ensure high marks?

Utilize your soft skills! Empathize with the customer the moment they state their issue, sven
before gathering <data or working to resolve the issue. In our various scrubs of all lavels of
NPS calls Empathy has been the key differentiator between High and Low marks from our

¢customers.

How can I improve billing/value calls? Ia that realistie?
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Take time to brea @ slowly and ¢ ently- don orget to check
understanding as you go. Always provide alternatives. Refer to the "Conveying the Value of

Optimum" TSG Info. ALC

Are there any plans Lo score ug on OSAT instead of LTR?

O3AT currently is a measured KPI. LTR is measursd in your scorecard.

When will I be billing/i0 trained g£o my scores don't get hurt on those callis?

Billing assessments have been pushed in Agility for those who have not already beer trained,
more to come. We have also begun side-by-side coachings using Level 1 SMEs and Leads to help

train toward billing and 1iO.
How is LTR a fair question when the call is about demarcation?

We should be educating our customers with confidence and glving them the information needed to
resolve their issue at all times. Also, please take note that our average LTR score is only

9,7 points away from cur average OSAY seore year-to-date,

If you have any questions, please speak to a Lead, Supervisor or Instructor.

Thank you,
VeC Committee
SA
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TSG Info <TSGINFO@cablevision.com>
Monday, April 27, 2015 1:38 PM
T5G Info

Common NPS Concerns *REVISED*

Common NPS Concemns

Team,
Jan Feb Mar AP

“as e piur wis
Vi T O A *

to take a moment to foeifhood!oReéommen 79 ¢ 81 81

address some of the bi
Ig8est concerns that vo h
:::V\A\:g‘ gt;r; attentu?n to. Please alsg take noZe L:)f 2:;? Overl Sasfaton "o 4 i
acmmpany;rag:s in critical areas of the survey in this Provides Allemaines o ¥
2 char : Ability 1o Answer Billing .
Questions 71 15 19 78

Abiity lo ExplainBiling lsse 35 28 41 3.9

NPSis ar index ranging from -100 to +100 that

What is the c . measures the willingness of a customer o
alculation ; ‘
_score? to determine my Nps recomrnend the company’s products or services to

How do | know if ' The best indicatoris always going to be your LTR
good score?

md .
ding well/ what is a score- if yo s @re averaging a 9/10 your are creating
promoters and are therfore doing welll

RN

wH]
o
0

There are no plary.s t¢ make this change as our
customer interact i <>yn s are more complex. I‘i

Exh NQ‘?i%;. Pracnive

Will we be chan
Netflix only ask

ging this survey at all {i.e.
S You one question)?
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Utilize your soft skills! Empathize with the
customer the moment they state their issug, even
before gathering data or working to resolve the
issue, in aur various scrubs of all levels of NP5 calls
Empathy has been the key differentiator between

What can | do to ensure high marks? High and Low marks from our customers.
et b , _ T Tyt =

LTR?
i‘ﬂ\' i

¥ : v

We should be educating our customers with

confidence and giving them the information

needed to resolve their issue at all times. Also,

please take note that our average LTR score is only
How is LTR a fair question when the call Is 0.7 points away from our average OSAT score
about demarcation? year-to-date.

it i

If you have any questions, please speak to a Lead, Supervisor or Instructor,

Thank you,
VoC Committee
SA
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From: Dorothea Perry 1960
To: Valmiki Mohip

Sent: 5/13/12015 11.56:5% PM

Subject: Re: Agility-goals

I have reviewed my 2015 goals and I understand the expectations for my role at Cablevigion and
the appropriate methods for achieving these goals.

I understand my role at Cablevision and the appropriate methods for achieving the goals but it
is my personal opinion that management's implementation of systems that are supposed to
measure my performance makes me g0 paranoid that I am merely focusing on my survival here at

Cablevision. My goal is survival

From: Vaimiki Mohip

Sent: Wednesday, May 13, 2015 1:47 AM
To: Anthony Walmer; Dexek White; Dorothea Perry; Jackie Lyon; Jason Moonsammy; Jeffrey Guzmany

John Joseph; Jose Gonzalez; Joseph Tso; Kevin Kruse; Latoya Wilson; Laurent St Gerard; lLeo
Bosada; Louis Pascarella; Manvendra Mittal; Mike Rauch; Nadine Gyles; Rae—-An Bridgelal; Rocky

Pope; Bhivanand Singh; Vlad Flerestal
Supyject: FW: Agility-goals

Flease go inte Agility and click on submit for your goals,

From: John Tucei

Sent: Tuesday, May 12, 2015 10:57 AM
To: Anita Zummo; Anthony Maharaj: Asonja Mercer; Carolyn Miller; Charles Washington; Chacles

Wright; €lairpe Burnett; C'Vonne Smith; Darken Jean-Charles; Deborah Coletti; Desirae Muniz;
Deven Ramdan; Erie Schilling; Gary Pettinateo; Gilbexrt Vega; Gina Spaulding; Tkraam Aslam;
James Starr; Jason Cox; Jay Leong; Locksley Pommells; Luils Berries; Marc Bernard; Maxe Ethier;
Mark Harvey:; Michael Nigro; Mike Pollan; Mike Rodriguez; Nicole Westcary; Raniero Cecora;
Bhane Abbatecola; 3tacie Serranoc; Syed Ali; Taleha Washington; Tara Campbell; Valmiki Mohip

Subject: Agility-goals
Importance: High

All,

Please have your representatives go into Agility and click on submit for thely gosls Please
have this done today {or asap} We antic¢ipate having a review of the deck next week. Once
completed you can have 1 on 3 meetings te discuss and questions/concerns the representative

may have,

Thank you for your assistance.

Exh. @Z/’Q Received .K_/R;}ecteq_._

Case e,

Case Nama;.. Q 4 é}f A

No. Pgs: _L._ Day%[ﬂep.. " Cosrsc?
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Subject: Re: Dunkin Donuts Mig

Exh NofLD }neoeivea,g.{ﬁe}ame

From: Dorothea Perry (dorothea. perry@verizon. niet) Case No.. S |
To: zstern@owa-union.org; Case Namabes vz ) f

No. Pas. & 5o b .
Date: Tuesday, June 8, 2015 1:21 AM o Fes Date Rep.&R

Zelig: I've been given some unexpected time off by Cablevision (smile). I was
terminated by strong (Imfao) John Tucci, who is interim director of TSG. I haven't
talked to this man in 11 years so I knew something wasn't right when he emailed
me and asked to speak to me, Although I was not on any action plans or finals for
over 5 years, they said my position was being terminated because "I didn't support
the direction the company was going in" Transiation: You discovered NPS was
being used improperly and weren't afraid to speak out about it and we cringe every
time you use that "union" word" http://www.genroe.com/blog/nps-is-not-about-
the-score/10035

If you will be at Dunkin Donuts I can come out to meet you when I'm finished
working. If you don't hear from anyone let's hook up in Brooklyn, This will be my
last email to the ppl blind.copied (uniess they reach out). The gestapo is running
TSG and we could put them in danger [ don't want that for them.

Feel free to call me at 917.328.3442.

Dorothea Perry
Veritas et Aequitas |
Alt. Email msdorothea.perry@gmail.com

On Manday. June 8, 2015 1.55 PM, Dorothea Perry <dorothea.permy@verizon.net> wrote:

Let's see if that lights some fire under them, These ppl tolerate anything which is’
why they've been abused so long. Oh well,

Dorothea Perry
Veritas et Aequitas
Alt. Email msdorothea.perry@gmail.com

On Monday, June 8, 2015 1:53 PM, Zelig Stem <zstem@cwa-union.org> wrote:

good movie referencel!
JA0948
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On Mon, Jun 8, 2015 at 1:47 PM, Dorothea Pemyogdorothea.perry@verizon.net> wrote:

Hey Zelig. I have not spoken to anyone about your willingness to hang out in
Dunkin Donuts on Tuesday afternoon for a few hours to speak with people if they
wanted to. I don't want to pressure anyone to do anything. My co-workers on
the BCC are aware of the communication and have your email. If they are
interested in protecting their future they will contact you to advise you of their
availability.

Like you said the room is full of smoke and people are waiting to see the flames.
Unfortunately people can die from smoke inhalation before the flames appear It
is what it is. I'm not Sally Fields and this aint Norma Rae,

Your number: 212.344.2515
Dorothea Perry

Veritas et Aequitas
Alt. Email msdorothea.perry@gmail.com

JA0949
hitps/fus-mg8.mail .yahoo.com/nealaunch?, partner =vz-acss.rand=9rantubalktpimait
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known to you. Going forward, pigase sen to yourse
the recipients on the BCC to protect their anonymity. I can not
express to you the importance of doing that,

We appreciate your help. Please keep us posted.,

Thank you.

i Forwarded message «-—----—--

From: Zelig Stern zstern@cwa-union.org>

Date: Mon, Jun 1, 2015 at 4:04 PM

Subject: Making Cable Vision a Better Place To.work
To: dorothea.perry@verizon.net Dgmail.com, EREar
@gmail.com, §5 @yahoo.com

Hey Everyone,

My name is Zelig Stern. | am an organizer with the Communications Workers of
America, the union that helped your cowokers in Broaoklyn organize and win
7%-30% raises. | got your contact information from Dorothea. { have been
talking to many of your co workers in Melville and Jericho and there are a lot of
you who want to fight to make CV a better place to work. | am trying to find a
time for everyone to meet but it is hard with everyone's schedules being
different. Could you guys fet me know what your shifts and days off are so | can
try to find a time that works best for most people?

Solidarity

Zelig

347 337-1741

https:/fyoutu.be/WeHidfatpl4

Exh. No:%aoeivad ..Q{S}ewled.....—'
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1967 Exh, MNo- Received .~ e

Case Mo S5~ . - ¢ S
C
Voice of the Customer (VO{) B36 Name: %M

No, F’Q‘g-w-—mﬁete 4-15

optimum. | l__-
lat's connost mara 32 LEM BOF ﬁﬁﬂﬂiﬂ:ﬂ
Thaniks for taking your §me to share your theughts wilh us. We value your epmion, apd with your feedback, posiive
custormer expedantes can be reinforced end negative sxpariences can be improved upon
This survay will only 1ake aboul 3 minutes.
Do you recall contacting Oplimum customer services in the past few days?
Yas
Neo
optimum. -
lat s connact more Stan Finsn
Not At Al Exlremaly
Likek Likely

0 1 2 3 4 § & 7 8 2 10

Baged on your recant phone call, how
likely are you to recommend Optimum to 0 .j)
your friends and family?

optimum.

lsl connoct mors [iar Finiah

We're glad to hear you are likely to racommend Optimum. Please tall us why.

R ——— v Mmmim emm———— e mmn P b e 4 o e+ 2

071000
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1968
[ ]
optimum.
tet's connect mora San Finish
NS ALAR Extremety
Satisfied Satisned

¢ 1 2 3 4 & 6 7 8 g 10

How satisfled are you with the level of
effort you pui forth fo complete your ) o o
requast?

Were you able to accomplish what you wented during your phone cali?
o Yes
No

How many Himes have you previously contacted Optimum regarding {his?
0

o1
2
3+

JA0954
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1969
.
optimum. VO
{et’s connect mare tart Finlzh
Nol ALAI Extramely
Satshed Satisned

b 1 2 3 4 5 é 7 8 8 10

How satisHed are you with your recent
phone call with cB92d774se, your f-’
customer service representative?

Please indicate your satisfaction with c882d774ee in the following areas;

Not AL Al Exiremely
Satisked Salisfied

0 ] 2 3 4 6 & 7 ;] g 10
Understanding of your needs 9 K 3
Knowledge to help with yaur tnquiry i
Time it took 1o resolve your issus N

Clarity of cornmunication o I

Showing interest to halp o

optimum.

'8 connécﬁ mot e T YRS S A ST A S A G A ——_
et # Stan Finiste

Ia thers anything elss you would like to add or fet us know?

071000
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optimum.

© lot’s connect mora

Thanks for your feedback, Your responses are very important in halping ws provids the best customer experience.

JA0956
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About Business
Us Resourcea

INSIDE OFTIMUM

¥ Fightt Coramunications
} Mucketing Maweriais
13 C;E'

¥ AnnQuncemurms

* CRE FaQs

* CXE Minutes
} Vo(: Progratn
L

1972
Home ’ Contect Us ’ Diresiery I Sitemap z SEARCK | L',)
#Ud to my mprquey
Company Inside Rewards & Human Parks & Department
Commynications Optimum Recognition ResoLurces Services Sites

: customer experience evolution

Bowssorent Ty o
¢

Since late 2054, our contact ¢entes orgonization nas been implementing @ new cparatignal strategy dasigned to ocve an
vnparalteled customer service experiente.

W call our Initiative CXE( Customar $xparlence Evolutian, Fhasing i ovér saveral months in caretyl sequence, CXE
srtatls the tollowlng :

w POSY inveraction susveys 1o gauge the Yuice of the Customer (VoC),
w Nw ropresentative, |ead, a0d sypervisor scorecards thar evalbate petformanda with an increased fogus on the

-

swstomer's likelihood to recommens Crblgvision (the Net Promoter Scare),

A refined estatation procass, wheréty Lead Representatives wil operate in o virtually consohgates eavironment
sUDPOTLIRG representatives and Customers across our Contact TUNtEry.

Migration to pur new Genesys pidtform integrating all custorner channels Including Phone, JVR, Chat, Emalt ang
Sacial Madla onte a single system signilicantly knproving contact center effictenties, produglivity end tha custoimer
expesience whis enabling CXE strategles such ag flex schedule program and Skills Based Routing.

SKIZ trated rovting o route cuslomer suntacis (o the best avaliable representative, This wili sllaw the organization
o itgredse NP5, reduce cafis anstereed and Increase the number of calls tesolved on the first dtlempt, while
enatiing Ropresentatives the opporunity b ho thoir tnust effective on each contyct,

The vse of alternative stafling methads to better manage nigh wlume peridzs. 1n Q2 wa wiR begin a trial with an
extarnal partnes known far pioviding premicr service thiough a flex-schedule, homn based agent workfarce,

An tmproved Quality pracess delivering bost-in.ciass call evaiwations, sleng with taryeled toaching te drive
porformante,

Our CXE steategy - i patatle! with our Yoo, tnlkiative - i3 ehsbling vs to .
progess toward ayr goel of delivaring ¥ world clags custosner experisnce Su portlng
while alsg yi#lding an crmpeoved work eavironment 161 our customer: information

fecing teams. The inklative will continue throughout 2035, Qur steady

propress wilt be visible, both to our tustomers sagd aur employees. Annoyncemeris
CXE FAQS
Look for updatas as we ¢untlnge to Implement CXE, gur pathway towerd CX8 Minutes

an unmatcheblie Service exporience,

Questions? Just ask yout focal CXE Champlon.

K
;
-
g
] .
™

Sxh. No: =Y. _ Received ..*’..’.../ Rejected
Gase No.:, 4.;-7"‘/-‘ C~'f“j' /D’y DJZ(/

Case Name: CZ? S, /f/"’/"é""“‘;”ﬁ) £LL
No. Pgs: D215 Fiep o

NI

http://marquee/Marquee/Content/CDA/ArticlesDetail jsp?Navid=6840&Ownerld=0&Cont.., JA0958
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1974
MEMORANDUM
TO: All Customer-facing Employees
FROM: Rob Comstock
DATE: January 12, 2014

SUBJECT: Net Promoter Score

Our primary vision of successfully competing in our marketplace is centered on delivering
superiot products and services, When it comes to superior service, we want to be able to
separate ourselves from competitors in our industry and start comparing our service to
-recognized world-class service organizations across industries,

As you know, we recently introduced the Voice of the Customer (VoC) initiative, which is a
new approach to how we survey and respond to our customers that will strengthen the overall
service experience. To measure our progress, we will be tracking our Net Promoter Score
(NPS), an industry recognized index that measures customer satisfaction and allows us fo
benchmark ourselves against leading service organizations.

Our NPS will be determined by our customers’ responses to a question in the VoC survey,
which launches today, that asks how likely they are to recommend Optimum to friends and
family members. This is a key focus for us as it gauges the customer’s overall satisfaction and
loyalty as influenced by the service interaction. Accordingly, the NPS will be now be a key
component of employee scorecards.

We recognize that since this is a new measure, our scores will likely be lower than the customer
satisfaction scores we are used to seeing. This should not cause alarm, because your ranking is
based on how you perform in relation to your peers, not to an arbitxary target.

With NPS, we have one aggregate number to look at, measuring the same thing the same way
across all of our front line groups, Today we talk about first call resolution, repeat rate, SER,
etc., and these metrics are different across operations. NP5 enables everyone, regardless of
where they sit in the Company, to understand how we are perceived by our customers. This is
fundamental to each of us making our individual confributions to our collective success.

In the coming weeks you will learn more about NP5 in various communications. Your
supervisors will explain the new scorecard in more detail. The introduction of NPS is a cultural
change that will require an adjustment from all of us. Over time, I'm confident that it will allow
us to achieve our objective of becoming a world-class service organization.

Thank you for your continued commitment to our custorners and to the Company.

fc’_._

B, Not 2. Racaived cs: HjGeiedumms

Gase No... 24z Al = /S Yy

Cass Name: €3¢ Hfa{ J cuid  LLL
/ i .- '“) -1y 7"7"#’"(

No. Pgs: Date: Rep
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TSG Info <TSGINFO@cablevision.com>

Tuesday, February 03, 2015 4:31 PM

TSG Info

**\faice of the Customer (VoC) - NP5 Explained**

Voice of the Customer {VoC) ~ NPS Explained

Team,

As the first month of our Voice of the Customner initiative comes to a close, our customers have spoken, and
based on our NPS {Net Promoter Score), overall they are very happy with the service they have received.
While this comes as no surprise to us, our goal is to continue to improve our Net Promoter Score,

Do you know how your Net Promoter Score (NPS) is calculated?

Detrictors
01 2 3 4 5 6

. I
N‘.'N’hl; !
L3 ivditetiend

NPS = %) -

NPS Calculation = Total @ + Total Surveys Taken ~ Total @ + Total
Surveys Taken

Example:

10 surveys taken:

7 Promoters

2 Passives

1 Detractor

Calculation

7 (Promoters) + 10 (total # surveys) = 70%
1 {Detractor) + 10 (total # surveys) = 10%

NPS = 70% {Promoters) - 10% (Detractors) 60.00 .

A
£
Exh. No:.,".'...._ﬂ._ R{aceived - Rejactad ...
Case No..22: Cel 13 Sqy

1 Case Name: L3 € H@( 5L(~;{I ixe
-y ¥ P

No- F S:—-—...._... M /') M
&g Date'“‘j;ﬁ(ﬁg@ﬂp" 7 1 )

if you still have any questions, don’t hesitate to speak to your supervisor.

Thank you,
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380, Dorothea R
Nominal Date
3/268/2015
5/19/2015

Nominal Date
12/10/2014
11472015
112812015
3718720156
4/21/2015
4/28/2015
Nominat Date
11/11/2014
11/25/2014
12/23/2014
... Nominal Date
312572015 : o
Nominal Date
811712015
. Nominat Date
11/9/2014

Case 2:15-c\-636346DR8EARIcUDEUBan08/10/2616d 17491485 PRgga 7264fci%26 PagelD #:

Blart T'ma
23:30
23:30

Start Time
23:30
2330
23:30
23:30
23:30
23:30
Start Time
2318
2315
21:00

Start Time
23000

Start Time
17:80
Start Tirme
21:00

Duration
00;00
00:00

Duration
00:00
00:.00
00:00
0Q:00
00:00
00:00
Duration
23:48
23:45
22:00

Duration,
D000

Duration
18:30
Duration
22:00

Memao
00:30
00:30

Memo
00:30
00:30
00:30
00:30
00:30
00:30
Memo
00:30
00:30
01:00
Mamo

+01:00"

Memo
00:40
Memo
01:00

1979
«2/16/2015 23:86:58> JA e3 coaching
<4/23/2015 22:37:15> JA
From: Antnony Maharaj
Sent: Thursday, Aprii 23, 2015 7.39 PM
To: Jennet Acosta
Subject: FW: exception

Now this was 4/22

From: Jennet Acosta On Behalf Of Gentral Traffic

Sent; Thursday, April 23, 2015 6;55 PM

To: Anthony Maharaj;, Matthew Greene; Central Traffic

Subject; RE: exceptlion

Is thig for yeslerday 4/227 |f so Matt has a training entered from 1139pm-1232am should | remaove this

JA

From: Anthony Maharaj

Sent: Thursday, April 23, 2015 6:51 PM
To: Matthew Greene; Central Traffic
Subjact: RE: exception

Please entery,

From: Matthew Greene

Sert: Thursday, April 23, 2015 1:26 AM
To: Anthony Maharaj

Subject: exception

12;00-2:30 live support
Thanks,

<12/29/2014 11:07.42> JA1on1
<12/29/2014 11:10:42= JAton1
<12/19/2014 18:14:55> JA1ont
<2/18/2015 23.:66:03> Jaton 1
<3/2112015 20:02:01> 1en1
<327/2016 20:02:01> ton 1

1ont
1 on1
<11/22/2(14 23:45:58> JA 1on 1

FoceR GOl Mitor:

<5/14/2015 18:26:08> Billing Fundarnentals agility CBT

KC-d

T
o

Exh. No:. 27 Recaiv
Cuse No.; 25 - &4~ /

Case Name:.C 53¢/,

No. Pgsi . Datb"..
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1982
Nam#: Dorothea Pery
Business Unkt Cable Oparations
te Critarla Type: Date trelning I3 added to users' iranscript
Start Date: 14/3(2014
End Date: 6/8/2015
Training Type: Cohart, Cumiculum, Bvent, Extemnai Training,
Library, Materal, Onno Class, Posting, Quick
Caurse, Session, Tas!
Trating Title:
Subject(s)
raining ihcluda: No
1 Tralnlng Only: Yes, Show al) histercal instances of
complaton if the user has completad more
than ona instance
t Ganerated By: Empross Monderson
Report Date: 100272015
END DUE COMPLETION
TYPE REGISTERED START DATE DATE DATE SCORE STATUS DATE
edae Check et 572712015 Ly VA [Ny T Compiaied ITEEIE
lasit Quality Curriculum 51412015 N/A N/A NIA Compisted 5102018
rt Two ’
ct Center
mts Training Videq Links 47312015 N/A NIA /A Completed 4/3/2015
iehEx
laclye Chock Teust 4/1/2015 MA N, NA 160 Campleted 42212015
iments Video {.inks J18/2015 N/A NIA WIA Complieted 4/3/2016
x Recording
mication FDF 311612015 NA NA N/A Completed 4722015
Training Cutriculurn 25(2015 NA A 2712015 Complatad 22472018
owledge Teat 21372015 NA A NA 100 Compieted 2212018
¥% Imteraction Onfine Class 1130/2016 NA NIA NfA 1o} Complated 211172015
owtedge Test WaATI20E NA N/A NIA 100 Completed 172012015
POF 112772018 NA NIA NA Completed 41312018
\nowledge Tast 1213012014 NIA NiA NA 100 Complated 1273042014
PDES

whhosand=
International

fowlodgo

Curriculum

Tast

11428/2014

/A28

N/A

N/A

100

Camplelé&

Complatad

21002014

1111942014

Caze No..il_z“_(_‘ﬁ_.,
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Murch 2015

EJAA (7048 G20 ¥

Peer Group: 20} Monager: Suparvizor. Agont:
Al A Al 036778 « Porry, Oorolliea

Targeted Coaching Program  uaes oot
ErpanaiarHip—

Gonioet Conters  Leval:
Al All

. - - ?'rr’{I:;T,‘E"‘"‘;f‘!
Outfier by Agent  [MiBMGMSCE  Qutller by Metric.
halon  Fiag  ; LawPer, ;High e i R 1Y il . Vet &3 Normalizad % ,
433770 - Porvy, Darathea B =2 5 ! {  swonDoyreRy
_| i Gchodulo Adhermce %
-C’&i I T ¥ Knowledge Check %
- 4 Proventable TC % ;
£ Intarmal Xtars Gomphutsd % ‘
' | } Awt Hondfe Tima sac
! i 17T Toal Ustga %
] IBA Tool Usage %
| S '
St [ Vol O4AT seore i
{‘);s\: me"l ) "m. Quplity Beore %
| —
Ok} m Pegporial Timo Y% !

Metric Detafls  Outifer Mag

Selanion AVQ  Prar Giroup Awg

YoU NP3 Nermalized % 1995 Rl o
Saven Dy FCR % B840 Ys a7 %
Schetule Adhorante % 90.8 % Q1%
Knawdedga Chock % 7T 926 {
Praventable TC % 13% 0% .
Intarnal Xfurs Coitpleted % 1.9% 34%
Avg Handlo Timo sec Ti2.8 580 6345.6 505
17 Tool Usage % 714 % 604 % b3
tBA Yool Usage % 39% 320% *:
Vatr DEAY ncorg 5.0 56014 Q0 deie
Quahity Seace 4 i EAR o o
Pargonai Tims % FE A X o ————— _
Orverall Percertile Rtk 33% Lew Podfarmiamen

PROPRIETARY AND CONFIDENTIAL, FORINTERNAL UBE ONLY.
Tha informallon avallable i degined Conlidonlial Information subjeet to the Company's Confidantial tnforinalian Policy.

/ ,

XM, NOtnd JFeceived 7, Rejocteq ..

Case No.: ’;)‘ { (‘A Sy sY¥

Cage Nams; <3Eu HUV‘LE} L
T 7

Ne. Pga:.... Datp'% a3 Rep.: M

JA0970



Case 2:15-c\:636346DR8EARGcUDEUrBdan06/10/2616d 17891488 PRggady 0fdix26 PagelD #:

1985
Targeted Coaching Program  updated ss ar; At 2015
mm' P {a01e 1-3¢-1% .
Contacl Contor:  Lavel; Paor Group:; Pi Menbgor Superviaor Agont:
Al Al Al Al Alt 439778 - Petry, Derothaa
Outlfer by Agent ~ [Miipétmlts, Outlier by Metric
Aglion Flag  lLowPsdf. Hgh Pur!.l ! Vi ir—*?n‘:: m\l VoC NPE Normalized %
036774 - Fony, Derolhoa l/ fz 4 \ | SevenDayroR%
i L__Tw“::_f m Schiedule Adharonce %
A | Knowledgo Chook %
‘ ,? Pravertsble TG %
FI imamal Xfors Commpleted %
('-";‘\, meq—_-b Mf Avy Mopdie Time sxe
‘i : [TT Toul Udngy 4
' i WA Tool Usage Y
!,/f . M:F"TH_M mt VoD O8AT ucere
L,i ﬁ Cuglity Seory %
L/' !i Personal Titmo %
etric Detalls Outlier Magnitude
. ' s:o'laqtion Avgt  Penc (vtap Avp
VoC NPS Nermalized % 209 % YA
Savar ey FCR % 80.0% €6.1%
Schatiule Agherance 4 arat LREE
Knowdedpe Check % 100,0 % 96.9 %
Prevontatle TC % 1i% 1.8%
Intatan) Xfore Comploted % 2.0% 349
Avj Handle Time goe L g GEAA Ao
I1T Tl Usuge % 48 % 623 %
|BA Tool Ustiga %4 0.0% 34.5 %
Vol OAT acare R gt 9.3 s %
Qualfty Scorn % A% FAR .
Parsepal fiine % 1.4 % 09 % ) .
Overall Porcontiie Rank 34,2% L Bt gng @
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1986
Tal'QEted CoaChing Progl‘am Updated as af: Mey 2015
e e Biae i andrs 4. 9£.97 .
Contast antor.' Laval: Poor Group! P M&nngw: Buparylson Agont:
All At A4 A Al D3IRT78 « Patry, Porcthay
Outlter by Agent iR Outlier by Metric

Vot NP3 Narmalized %

Aclon  Flag _LowPed, MighPar.

te] 3 Ty
! 1 1 Seven Day FCR %

038778 - Bomry, Doratiies A
Sehedule Adharance %
’.l; Rreventable TQ %

~ Avg Hondle Time ees
1

:| 7T Tool Usage %
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From: John Tucei

To: Francesca Prochazka
Sent: 5/18/2015 12:49:25 PM
Subject: D perry

Attachments: image01 Jog; image0l2 jpg

1988

{http://ctboom.s3-us-west-2,amazonaws, com/wp-content/uploads/Cablevigion~Unveils-New-0Optimum-
Logée-Launches-Consumer-Focused-RBranding-Campaign. ipg]

April 2015 Contact Center Agent Scorecard (Through £/28}

RANK: 394 of €8) «~-> 42Znd Percentile

AGENT

berry, Dorothea
FEER GROUP
LVL_2_ RS _AMPM
SUF

Mohip, Valmiki P
MGR

Vega, Gilbert

Metric

Peer Group Average

Value

Metric Rank & Percentile
Weight

Score

Service
Excellence

Net Promoter Sceore
50,09
25.00

598 of 681

Nepmalized NP3

54 34

A
“
Ext. No: L2 Racaived ... Refectot
Cage No.i CQC/ Ch /5%/55/}()6
Case p— N4 [’7‘1/) 0/ ‘ﬂ_é:}l Ch :
7 Rep.:;ﬂ’!ﬂ_w

No. Pgs: [ 1 71 - SRS

1]
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First Contact Resslution

88.81%

90.34%

168 of 681

75th
Cperational kExcellence
Adherence

92.78%

602 of 681

20%

Knowledge Cheak
95 .49%

100, 00%

1 of 681

20%

20,00

100th

Raw Score

Raw Sgore

48 . 69
Value Compliance
Corrective Action Reduction

JAO978.0000890



-~ Case 2:15-c\v=686346DR8EARIcUDENIrAdn08/10/2616d 17591485 PRggé Ry 6fdix26 PagelD #:
1990

0,00

Final Score
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1/28/151on 1

MODIFIED BY: vmohip ON: 01/29/2015 23:35:54

Met with Dorothea to go over last month and Jan and MTD performance.
Time Per Call: 662 Dorothea did well this mont to drop her handle tome.
Handle per Call; 626

Hold per Call: 35s.

Wrap per Cail: 65s. | let Dorothea know o not use wrap in times of availability and document while on the
call.

Average of QoSD Score: Effective 78 .49 %%. | let Dorothea know that she must be more amiable on the
phone. | advised her to be more personable on her calls and build hetter rapport with customers.

1st Call Resolution %:Valuable 96 52%
Average of KC Score: 100%

SER %: 83 % Valuable. | advised Dorothea to remember to transfer all applicable calls to the survey.

4380 : Perry, Dorothea  Time Per Call* 719 662 601
Calls per Hour 4.8 52 5.0
Handle par Call 691 626 640
Hold per Call 37 35 37
Wrap per Call 42 65 B1
Average of QOSD Score £88.28% 78.48%
% Outbound vs. Inbound Time 3.21% 4.42% 6.83%
% Outbound vs. Inbound Calls 11.03% 11.38% 6.15%
1st Call Resolution % 92.96% 86.52%
Avarage of KC Score 100.00% 100.00%
SER% 78.21% 83.99%

Topic Notes

Under Federal Law, customers have a right, and Cablevision has a duty,
to protect the confidentiality of a category of telephone-related informatian
known as A¢A;A;Customer Proprietary Network InformationAgA A
or AgAsA;CPNIA¢A, A  CPNI is information that relates to the quantity,
technical canfiguration, type, destination, location, and amount of use of a

FC 0058: | Telecommunications Service or interconnected VolP service (such as
CPNI QV) subscribed to by a customer.
Updates _
CPNI includes the following, and any changes that will affect
the customerA¢A Ass access to this information require
special verification.
£
Exh. No: .EZZ__ Hecelved Hajected_....,,
4837-0176-0041.2 Case Name: & ,511 HO//LL, it (LL

Dat&-’;/th R Flep“JAOW’&

No. Pgs:
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+ Telephone Services the customer uses or changes (e.g.,
call forwarding, blocking, waiting, etc.)

< Amount and type of telephone usage

< Current telephone charges

% Calling patterns

% QV-related account changes

% Inbound and outbound Call Detail Records (CDRs)
NOTE: CPN! does not include a customerAgA ;Ass name,

telephone number or address. Customer Preferred Contact
does not require CPNI.

Effective January 1, 20185, you will no longer need to
announce and transfer calls to the post call survey.

QOur Voice of the Customer (VoC) strategy has been put
in place to dramatically enhance our survey
management program. VoC will strengthen the
customer experience by following a 3-part process.

¥,

<+ Survey the customer after customer engagement,

% Immediately review feedback and actionable
insights, especially indications of an unsatisfactory
service experience.

Voice of

the < Promptly follow up to resolve outstanding issues in
Customer | @n effort to increase customer satisfaction and turn
(VoC) potential detractors into promoters of

CablevisionA¢A;Ass service and products.

¢ Our VoC program will span across all customer service touch poinls:
Contact Centers, Field Service and Optimum Stares. The customer
feedback we collect will be accessible to all levels of the organization via
a cantralized dashboard, giving us real time analysis, as well as the ability
to immediately respond to that feedback, or AgA A close the
loop.AgAzA  The insights we gain will give us the ability to benchmark
against other world-class service organizations.

< A new, 11-point response scale will allow for greater
differentiation among customer responses to sharpen our
understanding of our customersAgAjA; expectations. As a
customer-facing employee, you will be able to see specific
areas where youAgA; A, re exceling as well as opportunities

4837-0175-0041.2 JA0979
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for impravement. YouAg¢A; A, ll also be able to gauge how
yoUAEA A re performing relative to your peers.

< Survey content-will differ depending on whether the
customer contact was with Contact Centers, Field Service or
Optimum Stores. All post transaction surveys will be sent to
customers via email approximately 24 hours post-
transaction. There will be surveys for both Residential &
Business customers, available in English, Spanish &
Russlan,

% Once a customer completes a survey, no subsequent
surveys will be sent to that same customer for at least 30
days, regardless of additional transactions on other
channels. (Optimum Stores will observe a 90-day quaranting
rule.)

As part of our continuing commitment to educate our
customers about how to use and get the most value from
their services, we have created the webpage
optimum.net/getconnected. Beginning Wednesday,
December 17, 2014, through Friday, January 16, 2015,
we will send customer communications promoting this
webpage.

% Optimum.net/getconnected offers a customer education
destination that provides all the information customers need

gct?om: to set up their TV/Smart TV, Tablet; Smartphone; Laptop,
PUMUM. | Gaming consoles, etc.
net/getco

nnected . . , .
‘ “  We explain how to connect devices to the

customerAg¢A; Ags home network, optimize TV for high
definition (HD) viewing, connact to Qptimum WiFi, as well as
how to use the Optimum App, and many other benefits of
service.

< Some of the topics covered at
optimum.net/getconnected have been pain points for our
customers and in some instances we are able to resolve the
questions they may have hefore they need to talk to us.

Beginning Thursday, October 30, 2014, Optimum will pilot
an employee trial of the product called Freewheel. If you

FC 0052: | receive inquiries about this trial from customers, please do
Employee | not provide any details and transfer the customer as per the
Trial of instructions below. This is an employee trial only
Freewhee

! Call Handling

4837-0176-0041.2
JA0980
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< Allcalls and emails will be handled by a specialty team
in Jericho during the following hours: 7 days a week 7:00
a.m. A¢gA;' 12 midnight

< Customer Service: Transfer to Speed Dial 104

% TSG: Transfer to Speed Dial 269

As part of our Consistent Quality Service initiative, we are
beginning the process of re-emphasizing the need to use
the chargeable TC codes when appropriate.

The use of these codes plays an important role in providing
consistent service to our customers, and ensuring that our
Field Service partners are able to do the same.

The charge for a residential trouble call will be $39.95
and a business customer trouble call will be $46.95.

The types of trouble calls that will require a charge include:

% When a contact center representative alerts a customer
the reason for their service issue is a known outage, and
the customer still insists upon a frouble call truck roll.

% When a customer refuses to participate in
FC 3580: troubleshooting efforts over the phone, such as rebooting
' .| amodem or cable box, or connecting a PC/MAC directly to

Charging ,

for the modem.

Trouble . o

Calls < When a customer insists upon a trouble call for remote

control issues (broken remote, programming remote) that
can be handled over the phone, picked up at an Optimum
store or via shipping the customer a new remote.

*» When a customer insists upon a trouble call truck roll for
issues with defective customer owned equipment (fax
machines, credit card machines, PBX, personal router, etc.).

< When a customer insists upon a truck roll for issues
related to cable box mismatch (SD cable box on HD set, HD
cable box on 8D set) the truck roll should be set up as a
Change of Service using the appropriate rate codes to
swap a cable box and rate code S9 Residential $39.95 or
SG Commercial $46.95 to apply the charge. Note A¢Az'
This appointment type should not be setup as a
Trouble Call.

% If during a trouble call visit the technician performs
preventative maintenance (replace fitting, splitters, wires,

4837-0176-0041.2 JA0981
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efc) unrelated to one of the chargeable problem codes the
customer will still be charged for the appointment, if
applicable.

< For Known Outage, Refusal to Troubleshoot and
lssue with customer owned equipment; if the technician
identifies the issue was not related to the outage or was
caused by Optimum equipment they will add fix code 282
which identifies the fee should be waived and prevents the
account from being charged.

Note AgAs' Only account holders and authorized users can
schedule a TC that has an associated charge.

AgA A ¢ Other callersAgA: A can only schedula a non-
chargeable TC.

Walving the Fee

%+ Reps must follow their local escalation process in order
to waive a Trouble Call Fee. Waive reasons may be as
follows:

o Threat to disconnect
o Extenuating circumstances

< If a Lead/Supervisor provides approval to waijve the TC
charge, the trouble call would be scheduled using the
appropriate Primary and Secondary problem codes, a
Tertiary problem code 330 A¢A,' 333 to identify the
chargeable truck roll reason, then add Tertiary code 336 {o
advise the fee has been waived by the Contact Center.

< The inbound comments in IDA must include the reason
the fee was waived as well as the name of the
Lead/Supervisor who provided authorization to waive the
fes,

Effective Thursday, December 11, 2014, the new
International Calling Service for business customers have

g?)t?r?:u?‘;‘l gone into effect.

Voice % The calling plan will be based t inut
internatio | e calling plan will be based on a rate per minute.
g‘;'”mg & A monthly plan charge of $2.95 will be applied to the
Service account when the customer either activates at least one line
(Business and/or creates a 6-digit remote dialing PIN.

) + Unlike the Pre-paid international plan, the charges for

the new service will appear on the manthly service bill

4837-0176-0041.2
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instead of on a credit card in advance of the sarvice
rendered.

“+ Al new accounts will be provisioned with International
Calling. The plan will remain in a suspended mode.

“ To make international calls, the Business customer
must first activate their phone lines or create a 6-digit PIN for
remote dialing though the Business Account Center.

< The new plan can be activated on the QV line or the SIP
Pilot TN.

< Existing customers whao currently have pre-paid
Internationa!l service can continue to use their Pre-Paid plan
but must disconnect the Pre-paid in order to use the new
International Calling.

% Pre-Paid is a grandfathered plan and cannot be re-
activated once it is disconnected.

+  During the deactivation of Pre-Paid international, the
customer will be prompted to download and save their Call
Detail Record (CDR} information. It is not mandatory to
download the CDR record.

% Once Pre-Paid is deactivated, the prior international
CDR information is no longer retrievable from the Business
portal.

+ Customers can choose to enable or suspend all, or
some of their QV lines on the account for international
Calling.

% Customer will be able to suspend the International
Calling plan (OV and Remote dial) by using the Suspend
Service feature.

s Activation and deactivation for SIP trunk customers
takes place with the Pilot Telephone Number (TN).

o All DiDs (Direct Inward Dial) are activated along with the
Pilot TN.

o To manage individual DiDs, the customer must do so
through their PBX (Private Branch Exchange) system.

4837-0176-0041.2 JAD0983
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4 An account can have up to 28 phone numbers
registered for remote dialing.

< Business customers that dial internationally, using
registered phone numbers, are not required to enter their 10
digit OV phone number for auto authentication. They will still
be required to enter their pin.

<+ Only the account manager or phone manager can
register for remote dialing.

< To register a number for remote dialing, the customer
must be behind their modem,

Rate Code Information

% Adjustment code PS A¢A;' SMBOVI PerMinCharges
will be used to bill for any charges for calls made during the
billing cycle. This is a backend that would not be used by
Customer Care,

< Adjustment code PT A¢A;’' SMB OVI Courtesy Gr will
be used by Customer Care for customer disputes.

% New rate code 12 (eye 2) A¢As’ SMB OV International
Calling Plan at $2.95 will be added to accounts by Billing
Assurance (not for rep use} to bill a monthly recurring plan
charge after at least 1 TN (telephone number) is activated
with international calling or a PIN for remote dialing is
created by the customer,

o This monthly recurring plan charge will not be prorated.

o The monthly recurring plan charge applies regardless of
calls being placed or not.

o The monthly recurring plan charge will be removed as
soon as there are no longer any TNA¢EA; A/ s activated with
international calling on the account and the PIN for remote
dialing has been deleted.

gCtt.l064: Effective Monday, Decernber 15, 2014, Optimum has faunched an
pt imum. improved online version of the bill.
ne

Enhanced The new version of the hill will present the itemized charges of the
f’resentat most recent bill in a dynamic, easy-to-read Web-friendly
ion of (HTML) format.

Online
Bill

4837-0176-0041.2
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< No longer requires the PDF reader to view bill details,
thus shortening load time and frustration.

< Respaonsive design optimized on mobile devices and
tablets.

-+ Progressive display of information to keep clutter
minimized,

% More elegant user experience.

#  The HTML formatted statement will be available for the
mast recent bill and the previous three months.

% PDFs will remain available for all 13 bilis.

< Drop-down to navigate between months.

In the interest of providing our customers with the most
seamless experience possible, effective January 1, 2015,
our Level 1 Lead team will process all restart requests.

s 49 Verify if the customer is restarting a Residential account,

o Customers restarting a business account is transferred to Business
“Sales

%« Verify if the customer has not been disconnected more than 30
days

o If the disconnect occurred over 30 days ago, please transfer to
rasidential Sales

. §0-5Te Varify if the cuslomer would like the samie fevel of service or a
Processin | jower level of service

g
Restarts o Upgrading the service during the restart wauld be handled by Sales,

191 Verify if custorner is in a Titanium/Platinum service area {review
the Warning Alerts Toothox in IDA)

o All restarts in a Titanium/Platinum areas and corps designated as not
requiring the customer to pay in advance go o sales

0 These customer types can only have 1 NON-PAY in the history of theair
Account

FE0e | they have more than one NON-PAY In their history follow
standard restart process

7131« Notify the customer they would need lo pay their past due balance
(if any) + one month of service in advance + restart foe ($34.95)

4337-0175-0041.2
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T o Our Level one Leads will go over the full cost of restarting with the
customer

If the customer meets the above requirements, and
‘agrees to the amount due, please email the below
information to OV1 Lead Follow Up with the subject
AgAiAiRestart request / Account number and
nameA¢Az AL

o1 Account nurnber:

@ 40s Name on account:

g 191 Service address:

@ JHe Contact number:

Remote Fort:

Remote Ports continue to be the most escalated issue to the
OV Escalations team. When setting up remote ports, there
are a few things to keep in mind.

%+ Schedule the Port for 2pm-5pm to allow the OV
Escalations team time to activate the port and cancel the
appointment,

% After setting up the Remote Port order, be sure to
advise the customer that will still receive a confirmation
email/phone call, but they do NOT need to be home, as the
port will be activated remotely.

FCR Tips: | © It!s extremely important that all escalations include the
Preventin | Remote Port template in the Work Log.

q Repeat
Calls Filling out the template will greatly decrease the likelihood of
receiving-a repeat calllll

Mac O8/Optimum App Issue:

% The Comm Desk has seen an increase in escalations
regarding the following error message on the Optimum App:
A¢As Agidentity of the developer cannot be
confirmedA¢A; A

'0

This message occurs on MAC operating systems.

k'

L)

»  This is a known issue under CTS [D 823553

)
0.0

Follow the steps listed in the outage

4837-0176-0041.2
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< Escalating the ticket will cause a delay in resolution.

% Resolving this in real time will provide an overall better
customer experience.

MRDVR:

Here are few tips to keep in mind when troubleshooting
MRDVR service issues:

+» Check the Outage Board:

o This is vital, as a known issue or open outage will include
instructions you should take in both the troubleshooting and
Remedy Documentation.

< Document ALL troubleshooting Steps:

o Remedy should include EVERY troubleshooting step taken

o Missing information can further delay resolution

o Always include Blue Page infarmation such as signal
levels and the Home ID

% Give as much detail as possible;
o Details such as the impacted recording, date and time of
recording/playback, and error messages that display, allow

for a more prompt resolution

% ASSIGN the ticket:

o When troubleshooting is ineffective, and the ticket needs to
be escalated be sure to Assign the ticket to QC Jericho

o Leaving the ticket in Work in Progress or Open Status, will
delay the turnaround time of the ticket.

Following these steps will ensure the customers issue is
handled in a timely manner and reduce the chance of a
repeat call,

Beginning in January 2018, Optimum will make some rate adjustments
far current and future residential and business customers.

FC 4054:

samsary | CABLEBOX FEE CHANGES
Event | (Residential Customers)

4837-0176-0041.2 JA0987
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%  The cable box fee will increase by $0.85 Ag¢A;' from
$6.71 ($6.95 with remote) to $7.56 ($7.80 with remote) for
the following areas:

o ALLL of Connecticut

.o MOST New York areas/corps

o MOST New Jersey areas/corps

Excaptions: The following areas are not impacted by the cable hox fee
increase .

% In parts of the following New York corps A¢A;' there
will be ng change to cable box rates (rate remains $6.95
with remote)

o Long Island AgA;' Brookhaven (7868), Hauppauge
(7840), Riverhead (7839) & Woodbury (7858)

o Westchester A¢A ;' Ossining (7882), Porchester &
Yorktown (7803), Wappingers Falls (7883)

o Corps that include NY & NJ areas A¢A;' Parts of NY
only areas of Ramapo (7873) & Warwick (7877)

% In parts of the following New Jersey corps A¢As’ cable
box rates will decrease by $0.85 from $6.71 ($6.95 with
remote) to $5.86 ($6.10 with remote)

o Central New Jersey A¢A;' Bergen (7802) & Morris
(7876)

o North New Jersey A¢A;’ Oakland (7870)

o South New Jersey A¢A;' Raritan Valley (7875) & Seaside
(7887)

SPORTS PROGRAMMING
SURCHARGE (renamed Sports and
Broadcast TV Surcharge)

% The Sports Programming Surcharge has been
rebranded to: The Sports and Broadcast TV
SurchargeA¢A A

‘4837-0176-0041.2
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< The SBTS will be increasing by $1.00, from $4.98/mo
< to $5.98/mo.

« Exception: Hamilton (7874) the surcharge will increase
by $0.12, from $5.86/mo to

.

s $5.98/mo.

PEG {Public, Educational, Governmental] Fees

< The PEG (Public, Educational, Governmental) fees will be passed
through to customers in areas below.

Brooklyn - $1.35
Bronx - $1.32
Litchfield - $0.87
Bridgeport - $0.63
Norwalk - $0.47

PEG Fees are for public Access Channels. Fees that the company
pays to franchises in the above areas.

Business Rules.

< Effective January 1, 2015, the cable box fee will
increase by $0.85 from 3$68.71 ($6.95 with remote) to
$7.56 ($7.80 with remote) in all areas.

» The fee change is effective for each individual cable box
on the customerA¢A Az s account,

% The fee change is effective for residential and business
customers.

% All customers with a cable box, experiencing a price
change, will receive a bill messaging at least 30 days in
advance informing them of the pricing change.

Beginning December 18™ 2014 Optimum is offering
MOVIES! Network:

FC 4052: |, .,
Movies »  GChannel 113

< Gives viewers a new way to watch movies 24/7 on
broadcast television

4837.0176-0041.2 JAD0989
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Beginning December 16, 2014 Optimum is offering iTV Network:

FC 4053: |+ Channel 650
iTV - Haiti
4 Interactive Channel: Watch Videas, View images and request
information about visiting Haiti,

Effective January 1, 2015, the Optimum Rewards card will |
now be emailed to customers within 48 hours of registration.
Customers will no longer need to wait 3 A¢A,' 4 weeks for
the card. We will now emaif the member number to the
customer within 48 hours,

FC 4073: | Optirmum Rewards cards will no longer be mailed to
Optimum | customers. All cards will be emailed; this includes:

Rewards
Update % New customer registrations

)

“+ Replacement requests

o If a customerA¢A; A; s needs to reorder, they can go to
the replacement card link to reorder;
http://www.optimumrewards.com/reordercard.do

4837-0176.0041.2
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2126/15 1 on 1

Met with Dorothea to go over her Annual appraisal. We discussed her performance and what she needs
to focus on for 2015. | explained how stacked ranking works again and we then went over her annusal
review. She was rated a Valuable and understood why.Dorothea Has not received a NPS so far this
manth, Her adherence is at 80% and she believes that she can bring this up. | advised her to make sure
to take her breaks on time and aend me her excepyions in a timely manner. | also advised her to curtail
he ruse of personal time.

4380 - Perry, Dorothea Time Per Call* 672 734
Haold per Call 37 32
Wrap per Call 66 42
Handie Per Cali 615 719
Average of QOSD Score
1st Call Resolution % 94.16% 94.52%
Average of KC Score 100.00%
NP8 % -20.00% 100.00%

We went over topics for Feb;

iTopie . |[Notes

Our customer's privacy continues o be of the ulmost prioﬁly. in order to identify
security breaches, DART Web is designed to send a secutiry pop-up alert, when
iaccesaing the account via Remedy.

] e I you receive a call where CPNI is applicable (please review the CPNI

| < mattix o TSG News) please make sure you are accessing the account

CPNI Reminder through Remedy 8.1 (Web Remedy) via DART Web.

o |fthe sccount if flagged for possible security breach, you will see the
follewing pop-up:

“**If you access Remedy 8.1 outside of DART Web, you will NOT see this
lalert****

2015 Scorecard Improvement:

Matrics/Welahls:

Net Promoter Scora (NPS) ~ 30%

First Contact Resolution — 30% (7 Day Samsa Reason)
Adherence - 20%

Knowledge Check - 20%

Rl

Contact Center
Performance Goals:
Seorecard
Dynamic, stacked ranking
Drive continuous improvement
Comparison to peer groups

Measure Voice of the Customar {VoC) across the organization and
compareto Best in Class companies

9 & 6 @

Scoras:
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NPS = The % of Pl_'-crrnotﬂrs minus the % of detractors

FCR = Pergentage of time customers do not call back within 7 days for a
imilar issue

Adh = Percentage of time within the work schedule the rep is interacting with
or available to serve a customer

KC = Average score of monthly assessment

Net Promoter Score {NPS)is now:a key component of employes scorecards.

How to calculate NPS:

The percentage of promoters J of total surveys taken, minus the percentage of
detractors L of total surveys taken.

Exampled:

10 Surveys taken: 7-Promoters/10 Surveys = 70%
1 Detractor/10 Surveys = 10%

2 Passive = 20%

NPS = 70%(Promoters) - 10%(Detractors) = 60%

2 Passive Surveys do not figure in equation

Voice of the Example 2;
Customer {VoC} -
NP& 9 Surveys taken: § Promoters/9: Survays = 67%

2 Detractors/s Surveys = 22%

i 1 Passive =11%

INPS = 67%(Promoters) — 22%{Defractors) = 45%
1 Pasdive Survey does not figure In egquation

There is currently no passing score, as all scores are being considered relative
to the parformange of ather employees in the similar roles.

& No targets has been set

s All scores are being closely monitored to level set what “average”
looks HKe.

»  As is the case with most performance indicators, employees whose
scores fall putside the norm will he recognized or coached

appropriata,
Customer All post interaction surveys will be sent via email to the Customer Preferred
Preferred Communication (CPC) email address associated with the account within 24 hours of
Communication the interaction.

(CPC)

4837-0176-0043.2
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Customers
requesting our
Phone Survey

* Anew Customer Preferrad Communication (CPC) category has bean
created o manage the Voice of Customer (VoC) preferences,
» This calegory has been made active in IDA and tited "Surveys & Ressarch”,

» Representatives will have the ahility to opt a customer out of receiving
surveys onty if requested,

IThis option should not be proactively offered to & customer, but only used in
situations where the customer specifically requests to ‘opt out’.

Some of our customers are still requesting our Post Call Survey via our IVR.

» Efiective 1/23/2015, if a customer asks for the Post Call IVR Survey,
please educate them on the new survey process.

* i your customer would like to compliment your interaction, foliow the
process for a praise call.

» 1f your customar would like 1o have their Issues escalated, follow
process and transfer the call to a Lead or a Supervisor,

s .

Lok ey

cusiomer, on hold, muted, etc.. is the use of profanity lolerated, even if not directed

Please be awarg, at no time during the course of the call, whether on the cail with the |

'Accessing Email
from Home

iCall Handling —  fowards the custorner.
iUse of Profanity
Fhis will result in potential corrective action. We should represent respect and
integrity atall times,
Empower can be used o view the amount of hours available for time off.
s  Empower can be accessed by going to TSGNEWS, then hovaring the
mouse over Departmental at the top, clicking on Empower.
+  Once logged in click on Group Allowance Balance to the right.
o This will display the hours available for time off
= You can either selact the Calendar View, or Details View
hy picking from the drop down menu at the top of the
age
o Ifthe daypisgclosed. Empower will display a negative number for
Checking the amount of hours available
Availability for
time off

« if you atterngt to book time off on a day which has negative numbars, you
will be put on a waiting list
o Being on a wailing list wauld reserve your request far the day off.
Should someone who already has the day off cancel, making that
day available, you wilt automatically get the day off if you are #1 on
the waiting list
Being an a waiting list does not guarantee the day will become
available for you to take off
» If you're not able to see the view of hours avaitable after clicking on Group
Aflowance, pleass amatl Richard Oates and your Supervisor

<

As a remi rs;

Reprasentatives should not access their email from home,

Representatives should not log into Cablavision workstations on their
scheduled day off or befora the start of their shifia.
»  Representatives should not provide their login info to their peers.

Inside Optimum

4837-0176-0041.2
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FC 4084:
introducing
¥ reawheel

oh top what's new and updated.

You carn:

Review the Jatest Field Comimunication
Review the latest marketing materials

See where we stand with product updates
Learn new services that are in development
Stay on top of CXE and VoC

Get all the info you need, all in one place - with inside Optimum

On February 5, 2018, Cablevision will reiease a new WIFi data product, Freewheet,
that will provide customers with unlfimited data, unlimited fatk and unlimited text, at a
disrupfive low price of $9.95 per month for Optimum Oniine (Q0L) cusiomers.

The support for this new Wifi data product will be the OV-Escalation team, Thoy
have been actively working with Product and the Engineers (o prepare for launch. We
will be supporting customers via all chanriels, phons, chat, email and social.

« (Cablevision is launching Freewheel to show customers they are spending
too much on their celivlar plans, and not getting what they really need in
return: unlimited data.

s The Freewheel praduct will be showcased on the best-in-class mid-tier
Motorola moto g, that Cablevision will ke selling at the discounted rate of
$99.95.

s Freewheel will be available for purchase on the Freewheal website
www fraewheel.com.

+  Freewhes] will exclusively work over WiFi: it will automatically connect to
Optimurm's {M+ hotspots and will also work an any WiFi connection
consumers have access to worldwide,

¢ Freewheel is availlable in all 50 states, nationwide. A Freewhee! customer
wlil not have to sign a contract or commit te any length of service.

Benefits of Freewheel

»  Uniimited data at compelling, predictable price.

* No data overage charges, ever.

+  Unlimited data, taik and text over Wil

e Connect to any WiFi signal, home, office, coffee shap, and 1 milion+
Cptimum WiFI hotspots.

+ Unbaatable International calling plan.

+«  No activation fees,

@  No contract.

» 30 day monay back guarantee.

. .and for Optimum Online customers: Ancther great value product with an additional
monthly saving of $20.00,

Objective of Freewheel

+ Disrupt: Leverage our more than 1 million Optimum WiFi hotspots to disrupt

_tha wireless market by offering a compeliing price paoint for unlimited data,

4837.0176-0042.2
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"“fext, and talk that calls to question the pricing of the mobile network

operalors.

» Demonstrate: Use a handheld device to illustrate our ability to provide a
compelling unlimited data, text, and talk sxperience that highlights the near-
ubiguity of WiFi, especially Optimum WiFi — this will establish the value of
Optimum WiFi in the marketplace,

* Deliver gavings: Help customers save money by enabling unlimited data,

text, and talk on the Optimum WiFi netwark. Freewheel is availabla for 80%

less than the average consumer pays for cellular.

Pricing information

» Device: $99.95
«  Plan: $9.95/month plus taxes and fees for OOL customers; $29.85/month
plus taxes and fees for all other customers.

Call Handling

*«  All calls and emails will be handled by a specialty team in Jericho during the
following hours: 7 days a week 7:00 a.m. 12 -midnight.

» |frepresentative recelves a call during off hours please respond to the
customer as indicated below;

o "Thank you for your interest in the Freswheel product, please visit
www.freewheal.com for more information.”
s Customer Service: Transfer to Speed Dial 104
« T8G: Transfer to Speed Dial 262

This new technology will be used to handle all customer calls in additien to providing
Genesys historical and real tims reporting.

s  Cablevision is replacing Aspect with the new Genesys Voice Contact Center
system.

*  Genesys does not require a hard phone but rather will utitize interaction
Workspace (IWS) which is a soft phone on the PC.

FC 4089: Launch * Reprasentatives will either be able to use their exisling headsets {with
of Genesys ~ dongles), or he issued new headsels. The dongle will be provided and will
Voice allow representatives to connect existing headsets to the PC via USB.

s The pilot group consists of 180 Customer Service representatives from
Melville, Jericho and Bartow Contact Centers.

*  Once the pilot is deemed successful, a full rallout of Genesys to all
Customer Service Contact Centers will be completed,

e Genasys will then be launched the following month for Sales including

i Piscataway, Soundview and Jericho.

The Optimum DVR Managsr App for Android & Kindle was initially created to
provide Android & Kindle users with an easy way to manage their DVR (since the
FC 4082: Removal finiia) version of the Optimum App did not support Android devices). In July of 2014, -
or Optimum DVR 4,0 Optimuin DVR Manager App was removed from the App store therefore
-}Manag‘ar App for loreuanting any new users from downioading the App. The Optimum App now
#Android & Kindle supports most Andreid deviges and includes alf of the below features and more.
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¢ Effective February 4, 2015, certain functionality in the Optimum DVR
Manager App for Android & Kindle will be disabled

«  Users will be presented with an error message instructing them to download
the full version of the Optimum App at Google Play (for Android devices),
Amazon Appstore (for Kindle Fire) or oplimum.netfapp.

This full version offers enhanced features and funclionality to help users search
through the guide, watch TV in and out of the home, manage your DVR, and turn
yaur mobile device into a remote control.

i

i

IFC 4083: Optimum
iBil! Redesign

We are redesigning our bills for the hest"b'avs_sible custorner experience.

'The improved design provides a cusiomer fiendly, ¢clear and simple summary of
monthly charges, payments, amount due and other activity on the first page, with a
more detailed breakdown of individuai charges and payments/other activity on the
second page. This new bil is simple to follow with a more intuitive flow and more of
what custormers have asked for; a better description of monthly services and
information about promotional periods, value and banefils of service,

Beginning with February bills, corps 67877 Warwick (NY, NJ & PA), 07881
Litchfietd, CT and 07848 Great Nack, NY will see a banner ad on their hilt promoting
the newly designed bill coming in March,

Enhancemants;

* For! Size larger

Fewer Abbreviations

Summary separate from detaiis

More space to allow for prominent customer specific messaging.

Contact methods and information are easy fo find,

Megsaging maoved to the back of each page making it easier to read and

understand.

»  Promotional dizscounts including the expiration dates and other benefils are
ohvious.

=  More clearly displays custonter's [ast statement balance and payments.

« Taxes are distirictly displayed in the Account Summary section.

4 & & @

Auto pay customers arerenyﬂnged of their enroliment status.
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31231151 on 1

MODIFIED BY: vmohip ON: 03/26/2015 01:16:43
Dorothea and | went over her Compensation Staterment.
We also went over her Scorecard.

Bitrmap
Contact Center Agent Scorecard

RANK: 317 of 703 > 55th Percentile

AGENT  Perry, Dorothea PEER GROUP L2 Repair & Service Day (No E-Channel)
SUP Mahip, Valmiki P MGR Vega, Gilbert
e Metric Rank .
Metric Value & Parcentile Weight Score
Net Promoter Score 20.00 481 0f 703 o Gar
Service  Normalized NPS 44.18 32nd 0% :
Excellence ) 171 0f 703
First Contact Resolution 90.11% 761h 30% 22.70
. 578 of 703 ,
Adherence 80.50% sth 20% 3.56
Operational 18t
Excellence v 10f 703
Knowledge Check 100.00% 100th 20% 20.00
Raw Score Raw Score - - 58.73
Value ) . )
Complianc gLorrective Action Reduction — - 0.00
Final Score - - £5.73

On Tableau, Dorothea is low on:

Idle Time: | let Dorothea knoe that she niust not use idle a state to be in between calls in order to allisvate
wrap. | let her know that it also affects her handle time.

KC, Dorothea scored an 80% on her KC. She normally does well on these,

Personal Time; | explained to Dorothes the effect a small amount of personal time make a big impact
since she is only here for a few hrs each day. Dorothea ststes that she is aware of this.

Preventable TC's [ advised Dorothea that after listening to her calls she must troubleshoot all issues
before setting up TC's. | also advised that setting up a tc is not ba "way out” but the last resort after all /s
has been exhausted.
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Focus areas: Adherence,
Dorothea and | want over March notes;
1.Genesys Quick Tips
2.Electronic device/internet usage policy
3.Freewheel business class rates
4.optimum voice world call activation change
5.TSG Ul -~ 24H update
8, Tips for Increasing Efficiency on billing calls
7.FC 4083: Optimum Bill Redesign
8.FC 4092: Optimum 1 Gigabit (Gbps) Offer

9.FCR Quick Tips

3/25/115 - E3 Coaching

Met wit Dorothea to go oveer her E3 calls.

Dorothea is averaging 76.3% on:3 calls MTD,

WE went over using varbal nads, asking questions and probing and educating the customer,

| émphasized creating a positive experience for the customer and avoid spaaking over the customer.

I reminded her to Use the customer's name and provide the alternative method of contact:

4837-0176-0041.2
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3/29/16 - TCP Coaching

idle Time; | let Dorothea knoe that she mkust not use idle a state to be in betwasn calls in order to
allievate wrap. | let her know that it also affects her handle time.

KC, Dorothea scored an 80% on her KC. She normally does well on these. [ advisad her to make sure to
take the time to read her field comms and understand them,

Personal Time; | explained to Dorothes the effect a small amount of personal time make a big impact
since she is only here for a few hrs each day. Dorothea ststes that she is aware of this band will work on
improving it.

Preventable TC's . | advised Dorothea that after listening to her calls she must troubleshoot all issues
before setting up TC's. | also advised that setting up a tc is not a "way out" but the last resort after all t/s
has been exhausted.

4/23115 1 on1

Met with Dorothea for her one on one and go over her tast month's and MTD performance.
We reviewsd her VoC scores. Dhe has one promoter and 2 passive on 3 surveys:
Dorothea is strong in preventable t¢'s and above her Feer group with 0%.

Tableau shows she is low performing in KC which she took tonight and scored100%. She is also low
scoring in Personal Time, Quality and schedule adherence which have been coached in outliers.

4337-0178-0041.2
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4/23/115 TCP Coaching
MODIFIED BY: vmohip ON: 04/23/2015 02:00:24

VoG Dorothea has 1 promoter and 2 passives on 3 calls this month. | advised Dorothea to convarse wit
the customer and treat the customner kindly and with respect. | also advised her to create rapport and try
to create a positive customer experience at all times. | also Urged her to probe to unveil all issues that the
sustomer may have, | also advised her to offer additional assistance on her calls,

Pers Time: Dorothea and | went averr her use of personal time. Dorothea has lowered her personal riime
and is at 1.0% to her peer group 0f .9%

Dorothea ststes thst she will be getting an accommodation bexcause of medical reasons. She states that
this will decrease her use of personal time.

Adherance to Schedule: Dorothea and | went over her adherence to schedula. She is at 87.5% to
92.8% peer group.

| advised Dorothea that she must comply with her break times. | also let her know that since she is a pant
timer she must be very aware of taking her breaks on time or it will affect her adversely,

[ also advised Dorothea to remember to send me all of her exceptions in a timely manner,

AHT: Dorothea"s handle time is at 785s compared to 625s of her Peer Group, | explained to Dorothea
that AHT is a metric that she must keep within range of her peer group just like any other metric.
Dorothea understands this and states that she will work on it. | advised her that she must keep away from
t/s issues that are beyond the scope of our technical support no matter how much great rapport she
builds with the customer. Dorothea has a tendency of staying longer on the phone with a pleasant
customer, | let her know that she must engage and help each customer equally. | also advised that she
nust be aware of the amount of time she is on the phone with a customer.

Quality:

Dorothea's 2 calls so far this month have been plagued with customer centric issues.

| advisad hert that she rmust offer empathy and assurance of help on all calls,, | also advised that the
customer is at the heart of our business,and that she should listen actively, offer positive and friendly

service and be sincere on her calls,

| explained that the issue here is not troubleshooting. but not offering exceptional customer service,
Dorothea states that she will work on being more friendly and customer oriented on her cxalls.
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MODIFIED BY: vmohip ON: 05/21/2015 01:55:44
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April May

Metric Sel Avg Peer group avg  Metric Sel Avg Peer gro
Vol NPS:Nofmalized % N ED% S 00% VoG NPS Normalized % 28 Boe R
Seven Day FCR % 89.00% 88,10% Seven Day FCR % 90,70% 89.40%
Schedule Adherence % 85.60% 82.00% Schedule Adherence % 92.70% 93.50%
Knowledge Check % 100:00% 96.90% Preventable TC % 0.00% 1.70%
Praventable TC % 1,10% 1.90% internal Xfers Completed % 1.20% 3.40%
Internal Xfers Completed % 2.00% 3.10% Avg Handle Time sec 7345 sec BO6.7 sae
Avg Handle Time sec 313, ssc §25.5 san ITT Toot Usage % 72.70% 53.90%
ITT Tool Usage % 54.60% 62.30% IBA Tool Usage % 12.50% 46.90%
IBA Tool Usage % 0.00% 34.50% Vol OSAT scare 7.7 seore 8.1 soore
VoC OSAT score 7.8 scors 2.0 soore Quality Score % 82.80% 74.10%
Quality Score % 71.30% 77.10% Personal Time % 0.80% 0.80%
Personal Time % 1.40% 0.90%

Met with Dorothea for her ong on one and to go over last month and MTD performance.
He has done well to improve her adherence his month.

Daorothea i¢ still having issue with NP8 However MTD her NPS is at 100% with 2 calls
Dorothea and | went over NPS Do's and Dont's

| advised her to be Personable and Professional: Whether you have a bubbly personality or are more
calm and collected, it is very important to be affable when speaking with the customers:

Mind your P's and Q's: Being polite, even ta the most challenging customers, can'go.a long. way toward
impraving the interaction with the customer and letting them know that we are interested only in prov ding
them the best possible service.

Offer alternatives to Demarcation: If a caller is upset that they are unable to pay their bill on our.website
due to an issue with their browser for example, after referring them to that browser's support team,AWe
could speak to using other browsers to make the payment and advise of all the other payment options we
have available to all our customers.

| advised that she not be transactional. When your interaction is solely focused on résolving the issue and

not on having a ‘real’ canversattcn many custormers will perceive you as robotic and will not feel that you
value them as a customer.

Come down to the customer's level (Tone of Voice): If the caller is agitated, that may maan that they have
had a truly poor experience with us or that may mean they are bringing ; additional baggage onto the call.
Either way, reciprocating that customer’s frustration wili only make the interaction worse for both parties.

Simply educate the customer that the problem is not ours without providing other options; This can lead to
the customer feeling as tholgh we are not interested in assisting them:; if a customer is experiencing an
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issue with their picture size on anold 4.3 HDTV (SD piclure shape, High Definition TV) explain they can
get more channels to fit their TV by ulilizing a SD cable box instead of a HD box. Just advising that, to get
HD pictures at the right size, would require a new HDTV sounds like we are brushing them off.

| et her know that she must convey the value of Optimum

Many of our customers are unaware of all the advantages they have as an Optimum subscriber and
choose to switch to a lesser service in order to temporarily save some money. It is up to us to EDUCATE
and EMPOWER our customers so that they can get the Rull benefit of the Optimum product line.

Customers that have been educated on all we offer tend to be Net Promoters and will be happy and
satisfied averall, and hence, give good OSAT scores.

Dorothea and went aver her AHT. | let Dorothea know that one of her main issues with this is knowing
where the point of denarcation is and when to provide alternate means of suypport to the customer.

Dorothea admits that when she gets an old person on the phone, she goes above and beyond and gets in
trouble with her time.

| also advised that with some customers she spends a Iot of unnecessary time discussing things not
related to the call.

I let her know that she must at some point refer the customer cut especially if it is beyond the scope of
our support.

Her handle time is lower than it was last month but wrap is still high. | advised Dorothea to document
while on the call and not use wrap in times of availability.

Dorothea states that she will work on leaving non essential material out of her calls. She states that she
will also he mare aware of the demarcation point on the call and leave non essential conversation out of
her calls,

Dorathea says that she will also work on her wrap by documenting while on the call,

P e

Dorothea mentioned to me that she is thinking about writing a follow up letter to Mr Dolan about certain
issues that she spoke about with Yvette Panno and some issues she forgot in her letter, She did not go
into detail.

She stated that she will most likely send it to Yvette and CC Mr Dolan.

She let me know that she had a very good conversation with Yvette but did not reveal much else except
that she told Yvette that she felt psychologically terrorized at times,

She also mentioned that she complained to her about getting 2 flings of a wing while working during a
PPV gvent.
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5/13/15 TCP Coaching

MODIFIED BY: vmohip ON: 05/29/2015 00:15:49

Dorothea came to me tonight during her break wanting to know in what areas she was low. | .let Darothea
know that she.that she was low performer in VoC and AHT.

She then stated that she:did not Know much about VoC and NPS, | mentioned that we had a month of
meetings and all reps attended at least ona. She stated that she did not: | let her know that there were
several other sessions to which all reps were invited in case thay had any questions. | said to her that If |
am not mistaken | am sure that she attended one of the sessions and as | remember it wasptr‘e one that
Sharne Abbatecola gave. Dorothea then stated that "she went to them just for the fruit! but di orb
much. | reninded her that she and | have been talking about NPS and we went over com:arns that she
had before. Dorothea contintied and complained that it is not fair that she Is being Judged on questlons
about the company and riot on her performance. | went over with Dorothea that she is being ranked
amongst her peers and it levels the playing field for all.

Later on | met with her to | let her know that her VoC is at 19.2% and explained that Normalized NPS is
calculated in an effort to count fairly against both her peer groups and the type of calls she takas. | went
over with her the common NPS concerns again, many of which she had especially that it is out of her
control: | advised herto educate the customer and focus on conveying the value of Optimum. | let her
know that many of our customers are unaware of all the advantages they have asan Optimum stbscribér
and choose to switch o a lesser service in order to temporarily save some money. [tis Up to.us to
ediicate and empower our customers so that they can get the full benefit of the Optimum product fine. |
alsoadvised that she utilize soft skills and empathize with the customer since empathy has been: the key
differentiator between high and low marks from our customers. Lastly | let her know that she must take
the time to break down the bill slowly and with confidence. | let her know to check that the customer
understands and that she must always provide alternatives.
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5/31/1510n1

Bitmap Bitmap
YTD May 2015 (Through §/20) Contact Center Agent Scorecard

RANK: 500 of 860 ---> 24th Percentile

AGENT  perry, dorothea PEER GROUF LVL 2 RS _AMPM
SUpP Mohip, Valmiki P MGR Vega, Gitbert
Peer Group Metric Rank ., .
Metrle Average Value & Percentile Welght Scora
Met Pramater Score 50.17 25.00 567 of 660
N 30% 427
Sepvice  Normalized NPS 53,94 26.77 14th
Excellence . 142 of 660
First Contact Resolution 88.08% 89.16% 75th 30% 23.59
. 585 of 660
_Adherence 92.20% 90.66% 19th 20% 2.30
Operational {
Exceailence 452 of 660
Knowledge Check 94.23% 93.33% a2nd 20% 6.33
Raw Score Raw Score -- - 36.50
value Corrective Action Reduction -~ - 0.00
Compliance .
Final Score s o 36.50

Real Time coaching should be Scheduled.
We went over Dorothea's Scorecard. She is ranked 500 of 660
| let Her know that she is tracking low on NPS and Adherence.

1 advised her to be polite, Mind her P's and Q's and be transactional. | also reminded her that she must be
likeabla and friendly on her calls.

| also advised her to educate the customer and convey the value of Optimum _ llet her know taht a well
educated happy customer will be likely to give good LTR and OSAT scores:

Dorothea stares that she will comply.

| also advised Dorothea to ramember to work with me on real time exceptions, Dorothea states that she
will and will be mindful to adhera to breaks and not go over.

4837-0176-0041.2
JA1004
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From: Gilbert Vega 2029
To: Yvetle Panno

cC; John Tucci; Francesca Prochazka
Sent: 5/18/2015 11:33:50 AM

Subject: Dorothea Perry

Yvette,

Below are the TCP outlier coaching notes from %/13/15 that Val completed, VOC was 'the only
metric selected. My concern is that she approached him during a break so I am not sure that it
wag a full session., The TCP ceaching prior to that was 4/23/15:

Dorothea came to me tonight during her break wanting to know in what areas she was low. I let
Dorothea know that she that she was low pexformer in Vol and AHT.

She then stated that she did not know much abeout VoC and NPS. I mentioned that we had a month
of meetings and all reps attended at least one, She stated that she did not, I let her know
that there were several other sessions te which all reps were invited in case thay had any
guestiona. I said to her that if T am not mistaken I am sure that she attended one of the
sessions and as I remember it was the one that Shane Abbatecola gave. Dorothea then stated
that "she went to them just for the fruit”™ but did not absorb much. I reninded her that she
and I have been talking about NP3 and we went over concerns that she had before, Dorothea
continued and complained that 1t is not fair thet she is being judged on gqueations about the
company and not on her performance. I went over with Dorothea that she is being ranked amongst

her peers and it levels the playing field for all.

I let her know that her VoC is at 1%.2% and explained that Normalized NP5 is calculatecd in an
effort to count fairly against both her peer groups and the type of calls she takes, I went
over with her the common NPS concerns again, many of which she had especially that it is out
of her control. I advised her to educate the customer and focus on conveying the value of
Optimum. I let her know that many of our customers gre unaware of all the advantayges they have
as an Optimum subscriber and choose to switch to a lesser service in order to temporarily save
some money. It is up to us to educate and smpower OUr customers so that they can get the full
benefit of the Optimum preduct Line, I alsc adviszed that she utiiize soft skills and empathize
with the custcmer since empathy has been the Rey differentiator between high and low marks
from our customers. hLastly T let her know that she must take the time to brfeak down the bill
glowly and with confidence. I lst her know to check that the customer understands and that she
must always provide alternatives.

Also, I conftirmed her schedule ~

Sunday
5:30:00 PM
12:15:00 AmM
Monday A@;é
Exh. -w”léiecelvad ...a::/Rajacted
7100100 PM Case No.

Cage Nama,( N f—/c/t)/ D C,
No. Pgs: 2= Dac&%ﬂﬁep.. P,

12:15:00 AM
Tuesday
8:00:00 PM
12:00:00 AM
Wadnesday
8:00:00 PM

12:00:00 AM
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From: Githert Vega
To: Francesca Prochazka
cc: John Tucei
Sent: 5/31/2015 6:35:12 PM
Subject: Dorothea Perry
Francesca,

Dorothea came Lo se¢e me for a headset and I asked what happened to hers. She said she may have
left it in her car or at home, 1 asked her if she could check her car because I did not have a
headset to give her. She responded by saying “1°m not going back to my car”. When I said she
may have (¢ she responded “Do you have one or not because you’re wasting my time” and walked
off. Taleha Washington was able to get her a headset.

My reason for bringing this to your attention is the manner in which she spcke to me.
Conzidering her issues, I did not address further. My concern is that she may think that she
can continue to speak that way te me and disregard my position as her manager, I would like to
address any issues she may have with me, preferably in a tri-level meeting with you,

Pleaze advise.

Exh. No@ﬁ?ﬁeceivad ..%acted —

Case No.: e
Case Name: & e C"I

No. Pgs:_.....L. Da!@ 6Rep.£@...."’\-.”""'
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From: TSG Info 2034
To: T8G info

Sent: 5/20/2015 4:23:22 PM

Subject: Tips - Genesys FAQs

Attachments: image001.png. image003.png

{cid: image001 . png@01D09312.413FCL50)Signing Intoc Genesys (Reminders)

Team,
As an organizaticon we are committed teo providing our ¢ustomers with an unparalleled
experience, Properly signing into our tools at the start of our shift and being available o
asslsl our customers througheout our scheduled shift helps us achieve this goal While we have
dene a great job getting acclimated with Genesys since its launch bkack in March, it is
critical that we continueg our correct use of Genesys.
Mere ars some important tips and answers to FAQs regarding Genesys:

Signing in at the start of your shifc
[cid: image003.png@01D09313.411FC150]
Please& note;

If signing into CGenesys is taking you longer tham 3 minutes from the start of your shift,
please notify a supervisor immediately.

If you continue to expsrience issues signing in and go past 10 minutes from the start of
your shift, please inform a supe&rvisor with an update.

o In either of these cases please email the superviscr{s) you spoke to, with a summary of the
incident (please be sure to CC your own sSupervisor)

o Tf the delay is due to a computer issue/error, please make sure you are submitting a Service
Cantral ticket and include the ticket number in your émail

Please remegmber to correctly sign out to Lunch, Break, Meeting, End of $hift, etc.
If you have any questions, please speak to a Lead, Supervisor or Instrucltor.
Thank yeou,

-T56 Info
gaa

ug

Exh. No:f ... Recelved —— Rojected

Case No. e
Case Nama: (;_Z 5”

T
No. Pgs: .-MWDAWRGM
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From: Lisa Gillingham 2038
To: Yvette Panno

cC: Joe} Cataldo

Sent: 61212015 6:53:57 PM

Subject: RE: Action Requested: TSR Dorothea Perry

I am fine moving forward tiow.

From: Yvette Panno

Sent - Tuesday, June ¢Z, 2015 3:03 PM
To: Lisa Gillingham

Ce: Joedl Cateldo _
Supject: RE: Retion Requested: TSR Dorothea Ferry

Thanks, Lisa,

Given our discussion earliefr this morning, with wespect to her overall lack of receptiveness
to the Coaching, are we considering moving forward earlier than June 30th? I know there may be

other actions in the interim.
Yvette

From: Lisa Gillingham )

Sent: Tuesday, Juns 02, 2015 2:3% PM

Tor Yvette Panno

Coe: Joel Cataldo

Subdect RE: Actien Requested: TSR Dorothaes Paergy

Yvettes,
1 am fine moving forward with the separation and the 20 weeks of severance. I would inc¢lude 12

months of Cobra.

From: Yvettes Panno
Sent: Monday, June 01, 2015 6:38 BM

To: Lisa Gillinghan

Ce: Joel Cataldo

Subject: Action Reguested: TSR Dorothea Ferry

Lisa,

As discvussed eaxlier, escalation summary attached for your review, I've briefed Joel.

The standard severance includes 2 weeka for sach completed year of service - she has 10 years
with the Company.

In this case, the suggestion is to also include Cobra for 18 months grossed up to $31, 253,85

Will call you tomorrow to finalize the recemmendatien.

Thanks,

Yveltte '
Exh, No:f?;"f Recatved..%ajectedm
Case No.:

Case Name:; Yl

No, Pgs:_LDJ%%mW
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Exh. No:
Case NO.L s

Case Name. Stz -‘;Z[ /Rap. .13 g;zx_ A

NG, P e ORIE:

Erom: Yvette Panno

Sent: Wednesday, December 23, 2009 4.01 PM

To: Rocky Boler

Cc: Tom Makin )

Subject: Tanasia Perry: Privileged & Confidential (DOH 7-12-05 Temp to Reg Conversion).
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Hi Rocky, 2041

For your approval -- RTT Falsification of Employment Application. Based on new information, Rochelle, Sue, Tom
and I are in agreement to proceed with separation.

During the recent situation involving Tanasia, Corporate Investigations uncovered and Corparate Staffing confirmed that
she was previously convicted of Petit Larceny/Credit Card Fraud /Misdemeanor on 12/20/04,

to disclose a case that impacts her role at the LICC. Unfortunately, the charge/conviction did not appear on the original
Tier 3 public record background check run by Corporate Staffing in 2005.

Based on her falsification and the information attached, if you agree, my intent is to question her and process an RTT
on Monday after the Holiday.

To summarize the attached #3 recent Criminal Report provided by John Warrack's Tearn:

Offense 12/20/02: Count 1 -Petit Larceny (misdemeanor); Count 2 -Grand Larceny 4th degree (felony).
Disposition 12/20/04: Count 1 -Plea: Guilty; sentenced to 3 years probation; Count 2 -reduced to pled
charge.

Offense (date not available -case located in Suffolk County): Count 1 -Aggravated Unlicensed Operation 3rd degree
{misdemeanar); Count 2 -Equipment violation (infraction); Count 3 -Operate Motor Vehicie Without Inspection
Certificate (infraction).

Disposition: Counts 1 -3 -Plea: not specified; judament: pending; case was adjourned to 5/30/08 but has not yet been
disposed; currently stilt pending.

Offense 12/16/09: Counts 1 & 2 -Endangering the Welfare of a Child (misdemeanar).
Disposition: pending; adjourned untit 1/27/10.

Tanasia also has a current WW dated 10/13/09 for Absenteeism and a FWW, WW and VW from 2007 and a2 WW from
2006 for same.

Thanks
Yvetie

The information transmitted in this email and any of its attachments is intended only for the person or entity to which
it is addressed and may contain information concerning Cablevision and/or its affiliates and subsidiaries that is
proprietary, privileged, confidential and/or subject to copyright. Any review, retransmission, dissemination or other
use of, or taking of any action in reliance upon, this information by persons or entities other than the intended
recipient(s) is prohibited and may be unlawful. If you received this in error, please contact the sender immediately and
delete and destroy the communication and all of the attachments you have received and all copies thereof.
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Lynne Donnelly - e / 1/,,:;,3
To: Rochelle Noel
e Yvetie Panno
Subject: Bobby Montgemery
Attachments: Bobby Montgomery. jpg

Attorney Client Privileged

Rochelie,

Collections Manager, Mat Robey, and | met with Bobby Montgomery regarding his failure to disclose multiple
convictions prior to his hire in 2007, He stated that he was told by his sttorney that he did not have to disclose when
applying for a job. He provided me with the attached “Certificate of Relief From Disabllities” dated 4/25/2007. This
appesrs 1o apply only to the Felony resulting fram his arrest an 9/10/97, not the other misdemeanors between 1994 and
his hire date of 11/5/07. 1explained that we are terminating due to his failure to disclose the convictions on his
application. He asked that we take into consideration the certificate that he provided to us and the fact that his
attorney told him he did not have (o disclose. The certificate in itself does not seem to change the decisian but | wanted
to disclose to you.

Please advise.

Ltynne

Lyrine Donnelly

Human Resources Manager
Billing & Collections

Jericho

(516) 803-3121

(516) 462-0677
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From: Yvette Panno _

Sent: Tuesday, February 10, 2015 10:26 AM

To: Jeanette Torres; Rochelle Noel

Cc: Paul Hilber; Jennifer Condoulis; Maria McLaughlin

Subject: Action Requested: Anthony O'Malley: Falsification of Application: RTT 2-10-15

Jeanette and Rochelle,

JA1036



Case 2:15-c\-020346NRE8BEARICUDE
Asg previously discussed, Joseph Cu. 3, Bren

of our internal employment apphcauon.

Warehouse Analyst Anthony (Y Malley applie

Supplemental Background Check pracess Talent Acquisition/Security Investigations verified that he falsified

ed to disclose the misdemeanor stating “he was in arush.

his application. Me acknowledged that he fail
hefore his vacation”

No flags.
Thanks,

Yvette

Thp information transmitted in this email and an
is addressed and may ¢ontain information conce
proprietary, privileged, confidential and/or subje

-

curbdn08/10/2Fil6d 1781485 PRggeBB6fdtx26 PagelD #:
dan Holdpgsmd T support the nunation based on falsificabon

d for an internal promotion,. On1/21/15 through the Tier 1

Jight

v of its attachments is intended onty for the person or entity to which it

ning Cablevision and/or its affiliates and subsidiaries that is

Ct 10 copyright. Any review, retransmission, dissemination or other use

of, or taking of any action in reliance upon, this irhformation by persons or entities other than the intended recipient{s) is

prohibited and may be unlawful, If you received
destroy the communication and alt of the attach

1 1@X1D@

thi

his in error, please contact the sender immediately and delete and

ments you have received and all copies thereof.

vE++0T=%/9 € |+++++/@-—d>/_Tl-z_¢v|:0[L“r‘.ne<<
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Case 16-1186, Document 53, 06/10/2016, 1791182, Page252 of 252

CERTIFICATE OF SERVICE

| hereby certify that on June 10, 2016, | electronically filed the foregoing
Joint Appendix, Volumes I, I1, I11, 1V, and V with the Clerk of the Court for the
United States Court of Appeals for the Second Circuit by using the CM/ECF
system. All participants in the case are registered CM/ECF users and will be
served by the appellate CM/ECF system.

Respectfully submitted,

s/ Jamison F. Grella
Attorney

Dated at Washington, D.C.
This 10" day of June 2016
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