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If Your Employment Ends 

Any time an employee leaves the Company, we like to conduct an exit interview. The 
information you give us during your interview is a valuable managernent toot for us. lf you leave 
Cablevision, there are different procedures that you wW be requlred to foUow depending upon 
your reason for leavtng. 

!f you wish to resign from Cablevision, please notify your supervisor/manager and your Human 
Resources representatlve so that an exit interview can be scheduled and Cablevis~on property 
and equipment can be returned. 

Employees who resign or employees whose employment is terminated from Csblevision wlll 
receive pay for vacation time that has been accrued but not used, up to their permitted annual 
;;iccrual for that year except where otherwjse required by law. Employees will not be paid for 
unused sick or personal days except where required by law. 

Severance 
In general, severance will not be awarded except where jobs are eliminated for economic or 
other business reasons. Economic job elimination occurs if and when Cablevislon restructures 
fts operations or eliminates a position for economic or other blJsiness reasons, and no other job 
withi11 the Company for which you are qualffied is avaijable. 

Cablevision has the right to determine whether and to what e.°:':tent severance will be paid to an 
employee whose employment is involuntarfly terminated. !n any instanCB, the Company may 
grant severance. determine th€ amount thereof, and impose condition~ for receiving any 
awards. The Company a~so may determirie that no severance is appropdate in any given 
circumstance. No employee is entiUed to severance- benefiis except as determined by the 
Company !nits so1e discretion. 

Your Human Resources representative will advise you regarding the avaHability of severance in 
connection with the termination of your employment. 

Returning Company Property 
If you leave Cabtevision for any reason, you must return all Company property. This includes, 
but is not limited to. office keys. pagefs, handheld or PDA devices. Nextels. headsets, press 
passes, celf phones, identiflcation cards, telephones, fax machines, computers and access 
codes, software. uniforms and other CDmpany equipment, documents, matertals and nles. 

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

Unemployment Insurance 
In aU sta~es in which we do business, we pay i11to a fund that provides unernp!oyment jnsurance 
for emp~oyees. This mesns that you may be e1iglbfe to receive unemployment payments if you 
become unemploy~d and meet the requirements of the applkable state ~aw. Generally, we pay 
the cost of this program through stats and federal taxes. You do not pay for anything except the 
taxes on benefits received for unemployment 

Pa g € l 49 
March 2015 

JA0800
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.. Calling attention to pancreatic cancer through curePC televlslon, online, radio and print 

public service announcements and the campaign's Web site {curePC,org). 

Using Cablevision's media and telecommunications assets to reach millions of people 
through our cable system, local networks, print pubtications, and more_ 

Lightpath(E) in the Community 
Light path® is an industry leader in providing advanced Ethernet-based data, Internet, voice, 
video transport solutions, and managed services to businesses across the New York 
metropolitan area. We are also an active sponsor of organizations that have a positive impact 
an the future of our commun[ty, our customers, and their famif!es_ To help keep educaUonal 
technology's momentum rolling, we have recently: 

• Awarded $50,000. to Westchester County schools 

fl. Awarded ~75,000 to New Jersey schoo[s 

• Awarded $100,000 Long Island schools 

Cablevisionalies Think Green 
Being conn€cted to our community also means being a good steward of the planet we share. 
That's why we llave 18unched severa~ initiatives to help shrink our carbon footprint by reducing 
waste and greenhouse gas emjssions_ Throughout our organization, you'H see us engaged fn 
eco-frEendly actions like these: 

11 Using environmentally sound lcghtirig and heating. 

11 Recycling 126.000 pounds of used carpet. 

Partnering with vendors to recycle our used paper, plastic, and glass. 

• ·Recycling used network gear. converters, modems, routers, as well as computers, IT 
equipment, and mobile phones. 

• Providing customers with a convenient, paperless Online Bill option. 

• Encouraging our employees to vse direct deposit and paperless online pay statements_ 
.. Assisting employees in finding car-pooling partners. 

Additionally, we are proud to have: 

• Created the New Jersey Education Technology's Grant Program 

Recognized customer innovations that serve the comrnun~ty 

Page 1 48 
Mar-ch 2-015 

JA0801
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For more information about the Patent Development lnifiotivo or LIN3 lnvontor Recognilfon Program, 
conli'.!Ct the Legf.JJ Oepa1tmom. 

Cablevision Community 

Building a Better Tomorrow 
Cablevision is committed to building a better tomorrow for our employees and the communities 
where we live and work. In 2014 the organization launched the Volunteer Day Program and tile 
Chris Conklin Student Scholarshtp Program to co11Mue lts commitment to strengthening our 
communities and fnvesting fn the next generation of leaders. 

Volunteer Day Program 
Cablevision has always b-eeri deeply committed to the communities in which we live and work, 
and is proud of the many employees who involve themselves i:l charitable causes_ Our 
Volunteer Day Program provides eligib[e employees with the opportunfty to take one paid day 
off per year to volunteer at a charitable organization of their choice. This program supports our 
employees' ongoing efforts to make a difference in their communtties and bring their spirit of 
hope to a charity they feel passionate about Please visit Marquee tor more information. 

Chris Conklin Student Scholarship Program 
Cablevision supports initiatives and programs that foster an environment oi innovation, 
continLJous learning and improvement. As part of this ongoing commitment, we are pleased to 
offer a schotarship program for the children of our employees. The Chris Conklin Student 
Scholarship Program awards up to one hundred scholarships of $1,500 each to help offset the 
costs or college. The program rs administered by Scholarship America, a thlrd,party 
organization, which obJectiveiy evaluates the applic.at~ons and selects award recipients. Please 
visit Marquee for more information. 

Power To Learn 
Cabtev1sion's ''Power to Learn" program equips students, parents, and educators with cutting­
edge tools and technologies that enhance and empower learr.lng tn torJay's dlgitat world. We do 
this by: 

• Providing schoo~s with access to state-of~the~art voice, video, and high-speed Internet 
services. 

.. Working with teachers to help seamlessly integrate technology ~nto the curriculum. 

o Making alternative educational resolJrces s1..1ch as biogs, podcasts, and games avatlable to 
students, parents, and educators. 

• Creating unique content and programs that best utilize the power of technology for learning. 

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

The Lustgarten Foundation for Pancreatic Cancer Research 
Founded in 1998 and named for former Cablevision executive Marc Lustgarten, The Lustgarten 
Foundation today ts the nation's largest private supporter of scientific and clinical research 
related to the diagnosis. treatment, and cum of pancreatic cancer_ 

Cablevision a11d The Lustgarten Foundation's award&winntng curePC campaign raises 
awareness of pancreatic cancer, the most fethal of aU cancers, and of the urgent need for more 
research to find a cure. Our mu!tlayear commitment to this initiative includes~ 

• Underwriting the Foundation's administrative costs to ensure that 100 percent of every dollar 
donated goes directly to pancreatic cancer research. 

Page I 47 
March 2.015 

JA0802
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£nfol"mation. 

In addition, i1 your spouse, domestic partner, fiance, child or a family member works for the 
Company, he or she cannot be hired or retained in a superv~sory or reporting re!aUonship to 
you. If you have any questions about a situation that could present a potential conflict of 
interest, please speak to your supervisor/manager or Human Resources as soon as possibte_ 

For further information on Conflicts of Interest, refor to /Ire Cow of BtJsin~ Qonduct :ind EtJ1ics. or 
contact your Human Resources representative or the Compf18nce Support Group. 

Gifts to Public Otncials 
The federal government, each state and many local jurisdictions have laws that restrict the 
abllity of the Company and its employees to give gifts of any kind to efected officials, er any 
other official or employee of a governmental entlty. These laws range from absolutely 
prohibiting such gifts to permitting them 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. 
lncluding meals, entertainment. tickets to sporting evenis, golf, travel, ~odging, a11d payment for 
services, without prior written approval from the Government Affairs Department. 

For more tiJforma!iorr, con/eel tlw Government Affairs Depadment 

lnte/Jectual Property 
The Company's Intellectual Property (IP) is any asset developed or purchased with Company 
resources_ It includes inventions, processes, brand names, programs, and software. 

The Company owns au ~p made or developed by an employee when'. 

• The employee is iwrking for the Company, 8nd the IP is related to his or l'1er 
employment or the Company's. businJ;;ss; or 

• The employee creates the IP after he or she leaves tl1e Company, but the IP 
is based on information related to h;s or her employment with the Compariy_ 

Employees who wish to declare ownership of any tP they created before being h~red by 
Cablevision should complete a Prior Innovations Disclosure r:fil.m, 

For ri copy of Cablevision's rntoJJectu::il Property Policy, conUJct your Humen Resources representative or 
click hero if you h:3ve questions, contact tl?ti Legal Department or Complianco Sappon Group_ 

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

• The Inventor Recognition Program, in which employees are rewarded for 
providing assistance with preparing patent appHcaiions related .to their inventions, 
and for any patents th;,t may urtimafefy be issued on their inventions; 

11 Required discussions with the Company's Patent Working Group in connection 
with ail product development efforts, to assist in identifying patentobfe inventions; 
and 

• Enhanced training on the pafent process, provided by tl1e Patent Working Group. 
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Confidentiality/Competition 
The Company's business documents and rnateriafs. intellectual property such as trademarks, 
service materials, copyrights, patents a11d trade secrets, as well as confidential and proprietary 
information are valuable resources. Comp.any assets _also incfude information about Company 
employees, customers, fans, subscribers, guests, entertainers, celebrities, suppliers, joint 
venture partners. the viewing public and other indivlduals and entities with whom we do 
business. This it1formahon should riot be copied or shared except with Company permission in 
the course of your assigned duties. 

Prior to hire, all employees sign a Confidential Information Agreement, agreetng to protect 
Cablevisfon's confidential information, including customer information, payment card 
fnformation, social security numbers, financial or bank account numb~rs, system pa5swords, 
employee personnel files, and non-pubftc proprtetary information. This agreement requires that 
this confidential information be shared on~y with authori~ed individuals. arid ensures the proper 
transmission, storage and dfsposal of such info1mation when it~~ no longer needed for business 
or legal purposes_ You must be sure to compty with the Agreement and the Policies both during 
your employment and after you leave the Company. 

Ours is a compe1itive business and we strive to compete aggressivety, fairiy and ~n compliance 
with applicable laws_ We do not seek competitive advantage through illegal or unethical 
busine$S practices_ When we gather information on behalf of the Company to better understand 
our marketplaces or for other business purposes, we do so only from public sources and tn 
accordance with all applicabte t:aws. 

Fodurther infommtion on CorrrrdentiaHty refer fa the Confidential lnform8tion Policy, the Protection of 
Customer Information Policy. and the Code of Business Conduct and Ethics, or conlact your Human 
Resources representative or th€ Compliance Svp,oon Group. 

Working for Another Company 
1f you are thinking of taking on a second job or already have one when you start work for the 
Company, p!ease get prior approval from your supervisor/manager before accepting any 
position if you believe it may interfere witn your job here or pose an actllat or perceived confllct 
of interest 

We do not permit employees to take ou1side jobs, elther for pay or as a donation of personal 
time, with our business customers, suppliefs. contractors or competitors. This includes working 
in your own business lf it competes in any way with the Company since doing so woufd 
potentialty conftict Wfth the sa~e of products and servfces that we provide to our customers. 

Conflicts of Interest 
A ~conflict of interese exists when an indivlduars personal interest improperly interferes with the 
interests of the Company. Conflicts of interest are prohibited as a matter of Company poljcy, 
unless they have been approved by the Company_ Play~ng favorites or having con11icts of 
interest in practice or appearance, runs counter to the fair treatment to which we are all entitled. 
Avoid any relationshjp, influence or activity that might impair, or even appear to impair, your 
abili!y to make objective and fair decisions when performing your job. For example, a conflict of 
interest can arise when you are involved in accepting, giving or soliciting gifts in a business nr 
potential business relatlonship; when you recommend doing business wlth a company or 
business owned or controlled by you, a friend or a family member: when you own a st.Jbstantial 
interest ln a company that is a competitor or supplier; or when you serve as a consultant to a 
Company customer or supplier_ If these situations arise, it is especially jmportant th.at y\:lu take 
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The illegal duplication of compute' software and copying of Company documents, confidential 
info(mation and other materials is prohrbited at Cablevision. It is also a federal crime. !f you are 
interested in obt<iinirig 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 onto a 
Company cornputer ~s prohibited. 

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

At Cablevision, we pride ourselves on a tradition of excellence, jntegrity and values. Preserving 
this tradition is a responsibility that every employee shares, regardless of title or tenure. 
Honesty, mutual respect and responsibility are what help us maintain our traditlan of excellence. 
from the business we conduct lo the ways in which we live and function together as an 
organization. 

This means that we should give our best efforts on the Company's behalf, avoiding any conflicts 
of interest or even the appearance of jmpropriety 

We have a duty to perform our job functions without misrepresentation, questionable practices, 
theft or fraud, and v1ith the proper and timely comp1etfon of promised commitmen1s. We should 
always condJJCt business in comp Hance with Company policies, the spirit and letter of all 
applicable laws and regulations and sound business practices. When making business 
decisions, we should all exercise good judgment, ensuring that our decisions are based on the 
best interests of the Company as well as ethfcal considerations. 

Business Conduct and Ethics 
We expect aH employees to cornp(y wrth the Company's Code of Business Conduct and Ethks 
{the Code). Any quest!ons relating to the Code or ethical issues should be directed to a 
Company Ethics Officer, the Compliance Support Group, or your Human Resources 
representative. The Company will not tolerate retaHatory action against any employee who ffl 
good faith reports violations of the Code or other Company ethics-related policies. If you see 
unethical conduct or a vlo!ation of the Code, including but not limited to comptaints related to 
accounting, internal accounting contro~s and auditing matters , speak to your supervisor, 
Comp~iance Support, an Ethics Officer, or your Human Resol!fces representative. or contact the 
Integrity Hotline at 1 r888~310-6742. The Integrity Hotline is available 24-hours a day, 7Mdays a 
week All calls are confidential, and you are free to remain anonymous. 

Insider Jnformation 
In the course of your employment you may obtain insider informaUon related to Cablevision or 
other companies that could be viewed as material in deciding whether to buy or sen stock before 
sucll information [S released to the general public. For example, insider lnformation may include 
marketing plans, new product releases. financial data, changes in dividends or earnings, 
mergers or acquisitions, stock splits or busfness strategies. His illegal to buy or sell stock or 
other securities based on insider information or to pass such information on to anyone else so 
that they can trade in securities. As a general rule, you should assume that busines£ 
information you hear at work is not publicly available. These restrtctions on insider trading app!y 
to you as well as your spouse, domestic partner, fiance, children and other family members and 
friends. 

For further information on Company securities and insider trading, refer to the Code oF Business 
Conduct and Ethjcs and Cablevision 's Insider Trading Polley, or contact your Hr;man Resources 
represenfalive or the CompJJ'ance Suppott Group. 
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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. 

Advertisin.g!Solicitation 
Because we believe that you sllould not be disturbed in the performance of your job, we prntiibit 
the solicitation of an employee by another employee while either is on work ttme. Oislribt.Jtion or 
pos1ing of advertising material, handbills or other materials in any work area or through the 
Company's information systems is also prohibited. So(icitation, trespass. or distribution of 
literature by nonwemployees is prohibited at aH times on Company premises and ln Company 
vehicles. 

Selling on Company Premises 
To prevent employees from being pressured to purchase merchandise sold by colleagues and 
to further pr€vent distractions during the workday, semng merchandise, either by an employee 
or by a visitor to the Company, is not permitted on Company premises_ 

Safety Procedures 
Esch employee is expected to use common sense, foUow aH estabHshed safety policies and 
maintarn safety awareness at all times. Cablevision maintains evacuation plans for all of its 
businesses_ Far a copy of your buiidtng's current evacuation plan, please visit Marquee 
{http:f/marquee)_ 

Smoke--Free Workplace 
In order to maintain a healthy work environment far both our employees and our visitors, 
Cablevision is a 100% Smoke-Free Workplace_ Smoking is not permitted anywhere on 
Company premises, indoors or outdoors, including Company vehides. 

The policy applies to all locations owned or leased by Cablevision. 

The fuU SmokeTFree Workplace Policy is posted on Marquee wtthln Business 
Resources/Company Po!ides and also wlthin Welfness/Smoking Cessation. 

Personal Telephone Calls 
We ask that alf employees keep incoming and outgoing pers(lna1 phone calls to a minimum. ff a 
personal emergency occurs during working hours, please bring lt to the attention of your 
supervisor/manager immediately and he or she will try to accommodate you. 

Theft 
Property theft is not only theft by empfoyees of Company property. It also indudes the 
unauthorized use of Company resources or informaUon for personal reasons_ To help us avoid 
this, please be sure to obtain your immediate supervisor/manager's permission before usfng 
Cablevision informatfon, equipment and resources for purposes other than your official job 
respons lb i I jties. 

While at work, please take care fn safeguarding your own p€rsonal property, as we are not 
responsible for loss or damage to personal property on our premises. tf a personal item of 
yours is missing, pjease notify a member of your management team ~mmediateiy. 

Theft, misappropriation or misuse of Company information or property, including the 
un.authorized resale or distribution of tickets, is a serious m.aUer and will be met with corrective 
action, up to and including suspension or termination of emp~oymenL 

Duplication of Computer Software 
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personal car including insurance, gasoline, oil, depreciation, etc_ Business travel does not cover 
mileage from your home to your reg ulaf place of emp!oyment Parking fees and tolls incurred 
during approved busifless travel, however, win be reimbursed. 

For a copy of Cablevision's Gift, Meals & Entertainment or Travel Policy, pfeas.e contact your Human 
Re.sources representative or click here. You may also obtain a copy from Marquee (htJp:l!marquee). 

Jnformation and Communications Systems 
Cabievfsion's voicernail, telephone communications systems (including cel!u!ar telephones, 
handheld or POA devices. pagers and Nex1el devices) e-mail, Internet access, the Company's 
~ntranet and other information and communications systems are intended primarily for business 
use only. Therefore, communication transmitted through these systems and information stored 
on them shouict have a business purpose. In addition, only licensed :software should be used on 
our computers cind we should actively take steps to protect our computers from unauthorized 
access. 

Cablevision's information and communications systems are Company property <ind therefore 
rn.:iy not be acc€ssed by any unauthorized person. Since these systems are primarily for· 
business use, commun~cations through them and information stored on them may not contain 
offensive or inappropriate content or be used for any type of ~for-pror.r or "not-for-prnfir 
business or charitable event or venture and also may not be used to engage in any illegal 
activity_ 

Our employees are prohibited from using the Company's information and communications 
systems in a manner that is offensive, embarrassing o; harmful to others or in a way that 
reduces productivity or interferes with regular work duties_ Wfiting or sending e-mails or 
accessing Internet sites thsl contain sexually explicit, racial, or other offensive or inappropriate 
content or information that may be construed as harassing or embarrassing are also prohibited 
in the workp~ace. In essence, any statement or material that would be offensive or inappropriate 
or that you ordinarily would not put into a Company letter or memorandum should not be sent or 
stored on the Company's information an<J communications syst€ms. Downloading or forvvarding 
inappr·opriate material is also prohibited. 

The Company may take steps ta ensure that its information and communications systems are 
used in a way that is consistent with the Company's policies and to faciHtate business 
objectives. Such steps may include the random revlew o1 the use of such systems and the 
info1mation transmitted on them by authorlzed representatlves of the Company. 

For a c;opy of Cable vision's Use of Information Systems Policy, pJoase contact your Human Resources 
representative or click flere. You may also obtain a copy from Marq1Jee (hUp:llmarquee). 

Remote Access to Company E~Mail 
Depending on your business unit and job function, Cablev~siori m.ay provide you w!th remote 
access to your business email account Please contact your supervisor/manager to find out if 
you are eligible to receive remote access privileges_ 

Please refer to tl~'3 Comp.My'.s Use of Information Systems Policy for addf/ionaf information regarding use 
of the Company's e-mail and omer i11formation and communicaUons systems_ 

Company Property 
The Company provides property to employees for thefr use (e.g., Company vehicles, desks, tile 
cabinets, and lockers)_ To prntect employees and the Company from theft, to locate missing items 
or contraband, or to enforce Company poHcy prohfbiti11g other misconduct Of any v~olation of law, 
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Employees should also check wmr their loctJf management and/or HR rnan"2!g-erfor Cldditional de/ails wil/7 
respecl to thejr /ocatioI1s or t!Jeir individual circLJmstances. 

Media (Press) Contacts 

As a !eading entertainment and communications company, Cablevision frequently receives 
inquiries from the press. It is important that our Public Retations Department handtes those 
1nquiries, as there are many considerations that affect our relationship with the media. If .a 
member of the press contacts you, please indicate that you will refer the inqulry to the proper 
person in the Public Relations Department immedlately cmd await explicit instruction before 
discussing anything witli any media organization. 

Contact your Human Resources ropresentalive or click here for a copy or Cabfevision's Media and Olher­
Exfemaf Communit8!ioos Policy. You may also obtain a copy (rom M€1rquee (tlU.p.-!lmarquee). 

Dress Guidelines 
As a service company, we feel that it is important to maintain an appropriate business 
environment. Under most cfrcumstances, proper attire is "business casual. in aH csses, 
please consider safety as well as professional image, posrtion and neatness when choosing 
what to wear {e.g. shorts, !-shirts, sneakers, extremely short or tight fitting cloth~ng or sheer 
appare! ls not acceptable). Should your supervisor/manager feel that your grooming or attire is 
uosccept;;ib1e, you may be asked 10 make the appropriate changes or be subject to corrective 
action for not following Company gutdefines_ 

Certain employees wear uniforms lncludtng, in some circumstances, shirts showing their first 
name and Compariy identification. lf you wear a Company uniform, please keep it in good 
repair at aU times. Depending on your job function, you may also be permitted to wear jeans as 
part of your Cablevision uniform, More specinc restrictions may apply to you based on youf job 
function. Your supervisor/manager wm tell you what type of attire ls appropriate for your 
position. 

Business Travel and Other Business Expenses 
Business travel and entertainment present opportunities to produce substantial revenue results 
for Cablevision. Conversety. excessive or unreasonable expenses are an unnecessary drain on 
Company funds. 

Effective control of expenses is a vitally lmportant part of our business. This is a primary 
responsibility for everyone. The Company's Gift. Meals & Entertainment. and Travel Policies 
address. this business objective and to estabtish Company~wide standards to achiev€ consistent 
and fair treatment of aU employees who incur such business expenses. 

The Grtt Policy outlines the circumstances under which you may give or receive gifts or 
entertainment to or from a third party, and also provides guid<3nce on how you m9y exchange 
gifts with other employees, The Meals & Entertainment Policy defines the legitimate end 
necessary business expenses that may be reimbursed for meals and entertainment for 
employees and nonwempfoyees working on behalf of the Company. 

The Travel Policy provides information to assist you in making travef p~ans, and also contains 
specific instructions and procedures concern trig the process for booking through World Travel 
1nc. All business trave~ plans must be made through World Travel Inc. More information about 
World Travel lnc. can be found on Marquee. Only approved travel expenses will be reimbursed. 
The Company wilf also reimburse eligible employees for business travel in their own personal 
venic!es. The rermbursable amount is intended to cover all costs of normal operation of your 
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Business Continuity 
As a r::ritical service organization, our employees play a vital role in being nimble, responsive 
and able to provide a superior service experience at all times. We are expected to make every 
effort to carry otJt our core business responsibilities, even in extreme situations. We do reallz:e 
however, that certain weather conditions and emergencies msy present travel difficulties. 
Ac:cordingfy, the Business Continuity Roles Policy deilnes specific priority levels, known as 
Business Continuity (BC} Roles that are assigned to every employee in the event of a severe 
weather event or emergency. Your BC Role outlines your level of responsibility during these 
situations and provides protocol gutde1inas to follow during in the event of an emergency or 
severe weather. Your BC Role assignment appears within your employee profile in Marquee 
directory, and is based on the responsibilities. of your position within the Company. 

For more informcilion and .:i copy of Cabfevision's Business Continuity Roles Policy, please contact your 
Human Resources representative or click hero. You may a{so obtain a copy from Marquee 
(hftp://marquee}. 

Employee Hotlines and Other Information Resources 
The following sources for up-to~date information are available to our ernp~oyees for multiple 
purposes (such as incfement weather or other uriplanned events}. 

Emplol{ee Hotliries "" The following Employee Hotltnes have been set up for employee use 1n 
emergency situations. In addition to the local numbers fisted be~ow. toH free numbers are 
available. 

Cablev1slon Co,porater l s1a-003.21 on Toll free: '1-866-337-2100 I 
Cablevision Media Sales ~ 

t 
~--- ·-·····- .--···-~ 

Cable & Communicatlons - U 516-803~£361 ToB free: 1 ·800-315~3686 ; 
Cable & Communications. NJ 516-803-6362 Tolt free:· 1-800-315-6029 
~-----~·~d ............. .... ............... .,..,.., ... -.........,, .................. _ ................ -~-
\ Cable & Communications - 516-803-63£7 Toll free: 1 ·S00-315-9846 

CT JW estch ester/NYC 
Cable & Communications - 516-303-6855 ' Toll free: 1-855-817..0111 
Rockh:md/Gree nwood Lake/ 
Matamoras, PA ~ 

Optlmum Lightpath 516-803-6578 Ton free: 1-86S·789-2176 

News 12 Networks employees should c:alf their local Assignment Desk for further informafon. 

Newsp~ employees should call 1-888-717-9817 for information updates 

Telemarketing Sales should cell 1 ·877·515~5120 for information updates. 

Long fslend Field OperaUons should contact their supervjsor or manager for specific instructions 
regarding where and wlmn to report. Alf other empfoyees should call their direct supervisor/manager_ 

Tristate Digitril GrouQ empfoyees shoufd call their direct .supervisor/manager. 

Otller methods that wiU be used to communicate about events that may affect our business: 

• Marquee At Home - in emergency situations, employees can access a special Internet 
site for information, as needed, at the following urr: 
httg://margueeathome.cablevision.com. This information will be accessible through your 
web browser, from ou1side of the office. 

• Marquee - for employees with access to Cablevlsion's intemal data network, 
Cablevision's employee intranet will continue to be updated wfth news and information 
that is appHcable to our employees_ 

Jn order to facilrtate communication with our employees in emergency situations, managers are 
ex:pected to maintain a current list of all employee contact numbers fn their organization. 
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3. Adherence to Company Policies, Rules and Regurations 

Attendance 
The tength of youf workday and workweek will depend on your location, departme11t and job 
function_ When you are first empfoyed, your supervisor/manager will describe your working 
hours, meal schedule and any other schedules. applicable to your department and position. Of 
course, schedules a re determiried by business needs and are subject to change_ Other than in 
emergency situatian.s, management wifl provide you with advance notice of changes to your 
sh!ft_ 

To hefp us. maintain customer satisfaction and keep things running smoothly, we expect all 
employees to be at their work-sjtes ready, wtlling and abie to work at the beginning of their 
regufarly scheduled workda-y. Employees who are tate or who otherwise do not adhere to work 
schedules may have their perfofmance reviews affected or be subject to corrective action up to 
and including suspension or termination of employment. 

!f you are unable to report to work on time or at au on a given day, please contact your 
supervisor/manager, or his or her designee, prior to the begrrmrng of the workday and no later 
than the start of your shift. He or she will make arrangements to cover tor you in your absence. 
Failure to report to work wrthout notifying your supe!Visor/manager may subject you to 
disciplinary ~ction. l n those cases, a letter may be sent to your home ask~ng you to contact us 
by a specrnc date. If you do not report to work and do not provtde an acceptab!e reason for your 
absence by that tirne and/or you foil io notify the Company of your absence, we wilt not continue 
your employment. 

Note for Union Employees 
Time and Attendance polides .and rela?ed corrective action procedures are governed by the prov~sions of 
yoJr coHechve bargai11ing agree men\: a11d t!1e policies set by your business uritt man~gement. 

Schedule Adherence 
1t is Cablevision po Hey that employees work only their regularly-scheduled hours and any 
approved overtime_ Do not start work early, finlsh work late., work during a meal break or 
perform any other extra or overtime work outside of your scheduled hours unless you are 
authodzed to do so and that time is reported accurately. 

Employees are prohibited from performing any "off~the~dock" work_ "OfMhe-c1ock" work means 
work you may perform but fa~I to teport. Any employee who fails to report or inaccurately 
reports any hours worked wilf be subject to corrective action, up to and induding suspension or 
termination of employment. 

It is a vtolation of Cablevis~on procedure for any emp!oyee to fa!sey a time report. It also is a 
serious violation of Cablevision procedure for any employee or supervisor/manager to instruct 
another employee to ~ncorrec~~y or falsely report hours worked or alter another ernployeets ttme 
report to under- or over-report hours worked. 

If any supervisor/manager or employee suggests or instructs you to {1) incorrectly or falsely 
under~ or over-report hours worked, or (2) alter another employee's time records to inacc:;urate!y 
or falsely report that employee's hours worked, you should report it immediately to a member of 
your management team or your Human Resources representative. ~1 you do not wish to raise 
the fssue with your managiament team or Human Resources representative, you may always 
utilize Cablevision 1s Open Door Policy and bring the issue to the attention of any manager in 
your business operation, Corporate Human Resources or Corporate senior management 
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WHAT CABLEVISION EXPECTS FROM YOU 

1. A Commitment to Provide 0 utstanding Service to Our Customers 

Cablevlsion's success is largely due to our outstanding customer setvice. As the numbar of our 
loyal customers and guests conUnues to .grow, it has become more important than ever that we 
put their needs first and we conduct ourselves professionally with every function thc:it we 
perform. Our customers and guests expect professional, respectful and courteous seivice. lt is 
important to Cablevision that we deliver outstanding service well beyond that offered by our 
competitors. 

Communicating With Our Customers 
Cablevisiori's success can be greatly influenced by the way we communicate. All of our offic;es 
are equipped with telephone systems capable cf multip~e functions. Please don't be intimidated 
by them. Learning to use sll of the features wlil allow you to work more efficiently. Your 
supervisor/manager cari give you a list of all of the features of your telephone system and can 
provide training if necessary. 

Cabievr:sion encourages aH employees to practice good tefephone manners. This inctudes 
answering ringing telephones (even if it is not part of your job}. speaking courteously and trying 
your best to assist the internal or external caller with his or her needs. 

Cablevision has a rich history of persona~ized service. It is important that our customers and 
fellow employees be able to reach us when we are needed. Therefore, employees must make 
every effort to answer their phones or provide personal phone support during work hours. 

2. Cooperative and Respectful Working Relationships 

C8blev~sion expects all employees to extend a high level of cooperation and respect to 
colleagues, vtsitors, cus1omers and guests. Cabtevision's commitment to cooperative an ct 
respectful working relationships is critical to our business success These relationships wi11 
foster the kind of place where each employee wants to work, each customer wants to buy 
services and each sharehaider wants to invest. 

f 

A cooperative and respectful environment is one that is free from harassment, discriminatiorl, 
intimidation, threats, violence and abu5e. We e)(pect an employees to assist us in creating a fair 
and respectful workplace and to comply with this Policy by cooperating with inves1igations. 
Please help support this envtronment for yourself, your colleagues, as well as our visitors, 
customers and guests. 
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Employees are strongly encouraged to speak with their supervisors/managers about the 
opportunrties that are of interest to them. However. we recognize.that some employees may not 
be comfortab1e having discussions with their supervisors/managers about other jobs within the 
Company urit!I they know more about s particular job and the chances of being offered the 
position, Accordingty, an employee applying for an internar job opening is not required to notify 
h~s O( her supervisor/manager of his or her interest in a new posiiion prior to meeting with Talent 
Acquisition and the hiring manager. After meeting with the hirfng manager, if there is a mutual 
interest in proceeding, the employee is required to irifurm his or her current supervisor/manager 
of his or her interest in the position hcifare any further action can be taken. 

If you are transferring to a new department your current supervisor/manager and fuiure 
manager must mutually commit to the timing of your transfer. The transfer must take place 
witl1in a reasonable period of ttme. lf necesssry. senior 111soagement and Human Resources 
will help supervisors/managers reconcile timing conflicts. 

10. Career Growth and Opportunities in a Growth Environment 

Cableviston is committed to providing a work environment tha! promotes employee grovvth and 
satlsfaction. for example, Cablevision continuously strives to provide pleasant surroundings, 
fair and equitable performance standards, competitive rewards, and recognition for a job well 
done. 

Cablevision ls a!~o committed to helping empioyees develop for opportunities in the future. As 
the Company expanos i11to new businesses or implements new technologies, we believe that 
opportunities for growth and advanc;ement wfl1 be available for those with the needed skills and 
latents. Th1s is why Cablevision encourages al! employees to became continuous ~earners and 
to take advc.mtage of the devetopment opportunities available to them. 

CabJeviston's goal ts to provide opportunitjes for employee growth and advancement by being a 
dynamic and ieading edge company, and a company that provides ihe resources for the 
ongoing devetopment of fts people. To promote career success anrj foster the achievement of 
career goals, Cabtevisron encourages all employees to engage ln career planning and to take 
advantage of the wlde variety of development resources :.=:lvailable. 
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corrective action up to and including termination of employment without prior corrective actjon 
where, for example, there are serious infractions of Company policies or if th-e Company 
believes that additional corrective action is unlikely to r€soive the problem. 

Before any form of corrective action is issued to an employee, the supervisor/manager will 
consult with the employee's Human Resources representative. If a supervisor/manager 
reaches a decisio11 to recommend, demotion, or termination of employment, the 
supervisor/manager must consult with and gain the approval of the business unit head and 
Human Resources before communicating any dedsion to the employee. 

You should contact your Human Resowr:es representative or use our Open Door Policy if you have 
questions or feel you have been treated unfairty. 

Employee in Good Standing 
Employee in Good Standing is an eliglbility requirement for many of Cnblevision's benefits, 
tnitiatjves and community progrcims. To be in good standing, an employee should not have 
recelved formal corrective action in the prior six months to one year as defined by the corrective 
action process, and must meet specified performance rating standards for his or her position for 
the prlor year_ For morn information on the specific policies and programs for which this 
definition applies, please contact your Human Resources representative or click~!".§. to find 
more information on Marquee. 

Promotions and Job Transfers 
At Cabtevrsion, good performance may mean more than a safary fncrease_ H may also ~ead to a 
promotion. A promotion is the advancement from one position to another position with greater 
responsibility and/or duties in a higher ?a!ary grade. 

Generally, you rnay request or the Company may Initiate. a transfer to another job within the 
Company after working six months in your most recent position. Your ability to transfer is based 
on the availability of a position for which you are qu;:ilifled, your successful completion of the 
interview process, and relevant assessment ('f required), and your selection tor the position. 
A satisfactory performance record witho1.1! corrective action within the last six months is 
generally a prerequtsite for promotions and transfers. 

Generally, employees on any Company leave of absence are not eligible to apply for a new 
position within the Company unless otherwise dir-ected by Human Resources. 

Applying·for an Internal Job 
To ensure that employees have en opportunity to pursue new or different positions withfn the 
Company, the following processes are used to fill internal positions: 

Posting Process~ All open pos~tions are posted oo Marquee's Career Center for at least ten 
business days unless otherwise specffied by senior executive management based on business 
necessity. Candldates must formally apply for these positlons through the Human Resources 
Department, wriich will assess, interview and screen all qualified applicants. The recrutter in the 
Human Resources Department wlll then forward the most appropriate app!lcants ta the h~r~ng 
manager for further consideration. The hiring manager and his or her department will complete 
the finaf round of interviews and make the final selection_ 

Interview Process - Internal applicants who meet the minimum quatjfications of the job will be 
inteNiewed by Human Resources for open positions and will be advised personally if they have 
or have not been offered the position. lf you have applied for an internal position that you 
believe you are qualified for and_have not been interviewed or you have not personally been 
informed that a position you have applied for has been filled, please contact your Human 
Resources Talent Acquisitfon group immediately. 
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9. Fair Procedures for Promotional Opportunities 

Cabtevision recognizes the efforts, contributions '3nd ac:compfishments of our employees. 

Performance Reviews 
Our review of your performance does not stop after your introductory period_ Ongoing rev~ews 
of your performance contribute to your continued success by enabling you to work with your 
supervlsorJmanager to set performance expectations and goals_ 

In addition to informar ongoing reviews, your supervisor/manager will conduct a formal revie\v 
w(th you at least once each year. The purpose of your perfonnance review ts to !oak back on 
your last year's work snd hefp you continue to jmprove and grow in your job. In tum, mertt 
increases are based on performance. 

Employees typically recefve sa~ary reviews at the time of their annual perftirmance appraisa!. 
Company guidelines for salary increases are determined annually and correspond to ihe 
Company's overan compensation structures. The primary factors ccnsfdered in determining an 
individual's percentage of salary ~ncrease, if any, ars the employee's performance and where 
the employee's current salary falls within the current corresponding salary range for his or tier 
grade. Other factors may include the time since the last adjustment and economic conditions. 

Employees are entitled to timety performance reviews. ~f your annual review does not occur. 
please notify your Human Resources representatfve_ 

Performance Appraisal Process 
At yow annual review, your supervisor/manager wi!l share hts or her appraisal of your work 
performance and ask you to review and sign it before forwarding it to Human Resources for 
retention in the file concerning you. The performance appratsa! process has been designed to 
document performance expectations for employees. The Goals section of the Performance 
Appraisal form is designed to help ctarlfy these expectations and to help emp~oyees focus on 
areas of development. 

If yO.lJ disagree with your appraisal. you may add comments to the evaluation or appeal it to your 
supervisor/manager, department head and/or Human Resources representatlve. 

Corrective Action Process 
The Company expects alf employees to perform their responsibilities and conduct themselves in 
accordance with establ~shed policies and procedures, honesty and the highest standard of 
person.at integrity. 

Open communication provides a means for employees to receive feedback by both formal and 
informal means. When a problem concemlng performance or conduct is identified, your 
supervisor/manager is expected to address it. Depending upon the particular issues involved 
and your performance record taken as a whole, corrective action may be ta~en. Since the 
Company deals with each case indtvidu;.:i!ly, nothrng rn this Employee Handbook should be 
construed as a promise of specific treatment in a given situation. 

Wt"lere a performance issue has been identified, coachirig or counseHng, a verbal warning 
documented to file, or a formal written warning m<:'.ly be issued to make you aware of the sevedty 
of the situation and provide you with an opportunlty to improve your performance or conduct 
\,\/here appropriate for performance related issues, en action plan may be issued or developed 
to assist you in achieving short- and long-term results by foi;;using 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 employee of Cablevision, you are a member of a tesm dedicated to providing e:xceUent 
service to our customers and guests. To accompHsh our service and business goals, 
Cablevision wHI provide all of the tools and equipment neces~ary for you to perform your job_ ~t 
is important that these items are protected from damage or theft srid used carefully 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 CompimY property arid exercise care to prevent damage to, 
loss or unauthorized use of any CDmpany property, including tools, uniforms. vehicles, 
computers, documents or information. Theft, misappropriation or misus€ of Company property 
is a serious matter and will be met with corrective action, up to and including suspension or 
termination of employment. Loss, abuse or destruchon of property adversely affects 
Cablevision and our ability to render high quality and tjmely service to our customers and 
guests. Corrective -action may be taken if the Company concludes that you did not make the 
proper effort to avoid loss, misuse or destruction. of property. 

If you feel that you have not been given the adequate tools to perform your job, please contact 
your supervisor/manager or your Human Resources representative immediately_ 

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

Cablevision encourages individual expression and is committed tD fostering an environment of 
honest and open communication at every level. VVe enthusiasUcaliy stand by Dur Open Door 
Policy and do not tolerate retaliation against employees for having views different from ours. 
We encourage all employees to raise concems. problems of questions with their 
supervisor/manager or Human Resources representative. Please report any conduct that you 
betieve to be retaliatory to your Human Resources representative, Corporate Human 
Resources, or any member of our Corporate Senior Management team, lnc1udfng our President 
& CEO, immediately. All concerns and problems will be handled confidentiany to the greatest 
extent possible. 

From time to time, Cablevision sponsors employee surveys and focus groups to g<ither 
employee feedback and suggestions. We encourage all employees to take advantage of every 
opportunity to express their v~ews. 

If You Have a Suggestion or Complaint 
We are interested in your thoughts and ideas about making Cablevision an even better place to 
work. If you have any specific suggestions, please feel free to dtscuss them w~th 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 consecutfve years with Company - 15-year benefit upon retirement 
o 30+ consecutive years with Company - Lifetime Cable Benefit 

You may be eligible to rece~ve the retiree product benefit so long as Cablevtsion continues 
to provide such servkes to its then current employees_ This complimentary service wm 
begln on the date of separation arid extend for the etigible years noted above (from that 
separation date) provided eligibility is maintained. 

This complimentary service will mirror the benefit classification you received prior to your 
separation with Cablevision. unless otherwise noted. The retiree product benefit canno~ be 
transferred ta another person and must be used in the home within our service area where 
you personally reside. There is no retlree cable allowance benefit applicable to employees 
who reside off system. 

On an anm.1al basis, eligible recipients who are receivrng the benefit will be asked to confirm 
that they reside at the address that Cabfevisfon Is providfng service to, and to verify 
assigned equipment in a manner similar to the current employee equipment verification 
process. 

Please note that Cabfevision may eliminate or modify these services in its sole 
discretion at any time. 

• Commuter Program - The IRS allows employees to pay tor eligible commuting expenses on 
a pre·tax basis up to certain month~y limits_ By paying for these expenses on a pre-tax 
basis, you can save up to 40%:i on your commuting expenses. The Commuter Program 
permits employees to pay a portion of their monthly commutation costs on a pre-tax basis 
through payroll deductions 

You go onHne, choose your transit pass, parklng provider, or both and your transit pass wfll 
be delivered to your home every month in which you are enrolled or Uie Program will set up 
automatlc monthly park~ng payments to your provider. 

If you are interested in enroHing, visit w1..vw_wageworks.com or call 877~WageWorks (877-
924~3967), Mondoy through Friday, from 8am to 8pm EST There is no annua~ enroHment 
period for tile Commuter Program so you may enroll at any time_ 

• NY State 529 Co:lege Savings Program· Cablevision offers a flexlbfe, tax~advantaged 528 
College Savings Program, which rs an effective way for you to save for your child or 
grandcnHd's coHege education through convenient payroll deductions. You can start with as 
little as a $15 payroll deduction. You may choose from a wtde range of investment options 
and your account will grow tax deferred. Your earnings are exempt from federal ~ncome tax 
as long as money is used for htgher educabon related expenses at an accredited 
institution_ There are additional tax advantages for New York State taxpayers. The 
Program is managed by Upromise lnvestrnents, rnc., with investment management and 
servlc:es provided by Vanguard. 

.. Savings Bond Program - Cc:iblevision employees are able to purchase U.S. Savings Bonds 
through convenient payroll deductions. 

-ci Bethpag_e Eedera! Credit Union & TD Sank - Enrollment with Bethp~ge Federal Credit 
Union and TD Bank ls available to employees. Membership offers you an array of financial 
features that include mortgage services and personal and auto loans. Direct deposit is also 
available, which saves you time and trips to the bank to deposit your paycheck. 
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hours of servlce in this first period, then SL.!CCeeding 12-month periods are measured from the 
January 1st that next follows an employee's date of hire. 

Cablevision will contribute 100% of the first 4~/o of eligible pay saved into the 401 (k) Savings 
Plan each pay per!od in pre-tax and/or Roth after-tax contributions_ Effectcve Janu~ry 1, 2014, 
the Company may make an annual discretionary contributcon that wiU be determined at year end 
based on the Company's performance. The discretionary contribution, if applicable in a 
particular plan year, will be made to alt eligible employees, regardless of whether the employee 
actively contributes to the 401 (k) Savings Plan. 

Vesting refers lo the portion of you< 401 {I<:} Savings Plan account ba[;;i11ce to which you are 
entitled under the plan rules. You are always immediately 100% vested in your own 
contributions and win become 1 00% vested ~r1 ail company matching and discretiona!)I year-end 
contfibutions, rt applicable, as well as any related earn~ngs .after you complete three years of 
service_ Ser11!ce is measured from your date of hire. You also become 1 OOt'/') vested in your 
plan account if while employed you reach age 65, die or become totally and permanently 
disabled. 

To enroll in the Plan, visit ~~v ... netbenefits.com or call the Cablevision Service Center at 
Fidelity at 1 ·877 · 9 7 3---2345. 

Cablevision Cash Balance Pension Plan 
Effective December 31, 2013, participants in the Cablevision Cash Balance Pension Plan 
("Pension Plsn~) ceased accruing pay credits. No future pay credits will be made under the 
Pension Plan after 2013. Monthly interest credits wlil contint.1e to be made to participant 
accounts until the accounts are distributed following termination of employment. Vesting, or 
ownership of a Pension Pfan participant's account bBlance, occurs at three.years of service. 
Service is measured from date of hire. 

Other Benefits 
In additton to c'omprehensive health, welfare and retirement benefits, Cablevision offers a 
variety of other perks and benefits to its employees_ These in dude: 

"' £:..illP.1oyee Product Benefit - Eligible employees who reside witnln Cablevision's service 
area may enjoy our wide selection of channel options, as weU as discounts on programs 
such as Pay Per View and Video on Demand - just to name a few. Setvices may also 
include phone and/or internet. The standard equipment charge will apply, along with certain 
service and/or channel rates, based on the business unlt for whic;h you work. For more 
informatiofl, p!ease visit the Employee Product Benefit section of Marquee or cltck here. 

.. Off-System Cable Allowance - Cablevision has d~scontinued the Off~System Cable 
Allowance for new hlres, as of October 22, 2014. However, employees who were alre.ady 
receiving the Off-System Cable Allowance prior to that will continue to do so, now at the rate 
of $50 each month.Jhe allowance is covered for service(s) provided only by a cable 
company; therefore, it does not include an allowance for satellite service(s) or vjdeo services 
provided by a telephone company. For more information, please vislt Marquee or conlact 
your local H.R/ER representative. The lRS views these allowances as taxable income; 
1herefore applicable payroll taxes wnl be withheld for this benefit 

• Retiree Product Benefit - If you retire from Cablevision or one of its subsidiaries and reside 
within Cablevfsion's service area (footprint), you may be eliglble to receive the Retiree 
Product Benef~t as follows: 
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Tl"'lere are othe'r support services offered through the WorkingSoluUons Program including: 

., Child/Parent Support 

• AdultJElder Support 
e Chronic Condition Support 
o legal Assistance 

• Financial Services 
• Life Learning Educationaf Support 
o Convenience Services 

The WorkingSo~utions Program is completely confidentia1 and is available at no cost to you_ 
Simply can 1~800-985-6901 or log onto www.livea:ndworkwe11.com - access code: 228594. Call 
anytime tor help with the demands of eve,yday life_ 

/ndependf?,nt contractors amf.._~onsurtants ar~JJOt.1?.!P .. m.oYffes and are therefore not eljgib/e to e.articioare in 
the B enerrrs Program. 

Please refer ~o tile Benefits Enro/}ment Guide for a detailed descriplian of these benefits a.0d l!Je 
conditions lhat apply. 

Bright Horizons Cara Advantage Program 
Cablevisjon understands that family is important. The Bright Horizons Care Advantage Program 
provides benefits eliglble employees with access to emergency backMup care for children arid 
adults/elders, as well as other ongoing care support pro:grams for children, pets and famlly 
members of all ages_ 

The Bright Hor1zons Back-Up Care Advantage Program is designed to help employees bafance 
personal and professional priorities by providing a total of up to ten calendar days per year of 
back up care for children, adults or elders for a minimal cost copay. Bright Horizons also offers 
additional family support programs to help you balance the needs of famfly members of all ages. 
These programs offer added resources, discounts and access to care across a broad range of 
situations to meet multiple needs. 

For more information visit, \NWw.careadvantage.comJcabtevision. 

Adoption Assistance Program 
At Cablevision, we care about wnat is important to our employees, and we know tllat expanding 
your famlly 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 
expenses associated with the adoption of a child under the age of 18. 

For more information regarding emp~oyee eligibility and qualified expenses, please visit the 
Adoption Assistance Program section of Marquee. 

Cablevision 401 (k) Savings Plan 
Eligible Full-Time employees hfred or rehired on or after January 1, 2010 will be automatlcally 
enrolled in the 401 {k) Savings Plan at a 6% pre~tax contribution rate beginning w!th the first psy 
pE!riod 45 days after 11ire. Such employees may enroU sooner or opt out of automatic 
enrollment_ Employees who are not classified as.Full~T~me become elig1bte to participate Jn the 
401 {k) Savings Plan after completion of one year of servlce. A year of service means a 12-
month period in which at least 1,000 hours of service is earned. This 12Mmonth perfod is 
measured initially from an employee's date of hire. If an employee does not complete 1,000 
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Cablevision Benefits Program 
!he Cabtevision 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 Cablev~sion. 

EUgibUity 
You are eligible to participate in the Benefits Program if you are a Full-T~me (exempt Of non~ 
exempt) employee who is regularly scheduled to work at least 35 hours each week. 

Full~ Time employees are eligible to participate in 1he follow~ng plans: 

• Medical P~an 
• Dental Plan 
41 Vision Plan 
• Flexibte Spending Accmmts 
41 Short-Term and Long~Term Disability coverage 
• Life and AD&D Plans 
• Group Legal Plan 

Part· Time ernp!oyees who are regular~y scheduled to worlo; at least 20 hours per week are 
el~gible to participate in the same plans as Full~Time empJoy€es. except for Long-Term Disability 
coverage. 

Coverage begins 011 your date of hire, provided you and your dependents. if applic:ab~e. enroll 
within 31 days from your date of hire. Short& Term disability coverage begins after a 90-day 
eligibility wajhng perioo for employees hired on or after April 1, 201 o_ 

Part-Tlme employees who are not regularly scheduled to work at least 20 hm.1rs each week, or 
are freelance, seasonal or temporary employees are not eligible lo partidpate in the Benefits 
Program. 

The Company's Short· Term rnsability Program is destgned to provide a level of jricorne 
protection, in whole or in part, to employees who are unable to work due to a dlsabling illness or 
injury (induding pregnancy related conditions). 

For more det;;iiJed information a/)QJ.Jf short-term disability bonstifs please contact your Human Resources 
rnprosentative or the Corporate Benefits Department. 

Employee Assistance Program (EAP) 
Employees and their family members also have access to the WorktrigSolutlons Program 
through UnitedBehavioralHealth. The WorkingSolutions Program provides resources and 
expertise that you may need to deal with everything from the demands of everyday life to major 
I ife events. 

One important program that Unlted8ehavioral Health offers is our Employee Assistance 
Program (EAP). An emproyee or famHy member can speak with an Employee Assistance 
Specialist who will hefp identify the best resource to assist with your personal situatton_ lf you 
want to see a licensed cltnician, the Specialist will match you with an EAP neti.ivorJ<. clinician 
who ls experienced in helping peopfe wHn slmilar problems. 
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Jury Duty 
lf you are called for jury duty. you must provide your department head with a copy of the 
summons or other dOClfmentation requiring jury service as soon as possible, bu1 no later than 
two hOLirs befo.re your regular starttng time. That way, proper arrangements. can be made to 
cover for you in your absence. 

If you are a Fulf-Time or Part-Time empfoyee and act as a juror. you wiU continue to recejve 
your regul;;ir base rate of pay for the period of your jury duty as it coincides with your regularly 
scheduled shift While on jury duty. employees are expected to report for work on regutarly 
sctieduled workdays when they are not required to report for jury duty_ If you ordinarily work 
Part-Time. your pay will be based on your regulady scheduled workweek, reduced by any pay 
(excluding travel auawances) you reteive for jury duty_ E~empt employees. howe\ler:, will be 
pald tl1eir 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 emp~oyee who is not otherwise elig!ble 
for salary payments under this Policy will receive a payment of $40.00 for the first three days of 
jury service. 

Leav~s of Absence 
Leaves of AbsencEl are availabfe to you tar a variety of reasons, including medical, family and 
personal situations_ During an authorized leave of absence, you will continue to earn service 
credit, and you are eligible to particlpate in the Cablevision Benefit Program. You wilt·, however, 
continue to be responsible for any deductions that are made from your paycheck in order to 
maintain benefit coverage. You will also be responsible for the repByment of any 1oans that may 
be outstanding from the Cablevision 401(k) Savings Plan. 

At! Full~Time and Psrt~ Time employees may be eltgibte for the following types of !eaves: 
• Fa.m!IY!Medfca1 Leave* 
• Personal leave of Absence 
• Bonding Leave 
• Bereavement Leave 
~ Mliita[Y Leave 

w Family/Medical leave provides time away from work to care for an employee's child after birth (or 
pfacemrmt for adop(jon or foster care): an employee's own serious J)eafth condition: a serious heamr 
condition of the employee's spouse, child or parent, or in certain cirr:um:stances where cm employee Jni.s a 
family member on or ca/fed to active duty in the m#ilary. In me states of New Jersey end Conne{;ticut. 
Family/Medical feave can a/so be taken lo care for a parent in-law Livith a serious 11ealfll condition. 

Formon!j detailed information a/Jout fl1e Leaves of Absences listed abovei or otlrer leaves avai/abfe under 
appUcable stale and federal l<w1s, please contar:l your Human Resourr;es representative or th€ Corpora re 
Benefjls Department. 

Note for unron Employees 
The paid time off practices appffGab le to you, where not g overri ed by a ppl i cab le law, are governed by the 
provisions of your collective bargaining agreement and the policies set by your business u11;~ 
managerne 11t 
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the eighth consecutive calendar day regardless of the relevant state· mandated waiting period for 
workers' compensation benefits. · 

Please cont<ict your Human Resources representative or the Benefits Department for specifics 
regarding workers' compensation coverage. 

Personal Time 
ln addition to hoUdays, vacatton and sick time, Full-Time employees receive personal time each 
year (the equivalent of three working days, based on your individual standard work schedule, 
generally not to exceed 24 hours per yelilr}. 

To be eligible to receive an a!!ocation of paid time off for personal time, you must be a Fu!l~Tlme 
employee who is regu~arly scheduled to work at least 35 hours per week. In your first year of 
empfoyrnent, you may be eligible for less personal time depending on your date of hire. Your 
Human Resources representative cari advise you of the pe1,sona! time you are elig1ble to receive 
fo_r that year. Part~Time employees ate flOt etigible for paid time off for personal time. 

Personal time may be used to observe religious 01 ethnic holidays, personal emergencies or 
any other days of personal si{lnificance. lf you are eligible, you may take persona! time 
whenever you choose~ provided that you have obtained the prior approval 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. Personal time does not usually 
carry over from one year to the next Employees may no1 tal<;e a personal day without pay if 
they have accrued persona~ or vacation time availab~e. Non-exempt Full-Time employees will 
be paid jn December for any personal time they did not use fn the previous twelve~month period. 
This allocation of your personal time is made in Oecember far use during the upcoming perso11al 
time year. This al1ocat~on ls an advance of your annual personal time allotment. The personal 
time year generally runs from Decemb.er 5 to December 4 of the following year. Exempt 
employees will not be paid for unused persona~ time. All Full-Time exempt employees who are 
Mred after June 1 ~1 of a given year wil; carry over any unused persona! time for one year only. 

Holidays 
Cablevision generally observes ten holidays each year. The official holiday schedule is 
generally armounced in October for the following year. Thts information can also be found on 
Marquee. Holiday schedules may be adjListed as a result of spedfic business unlt needs. 
Under certain circumstances, you may be entitled to additional pay if you worl<. on a Company­
recognlzed lloljday. If you are a non-exempt FuH~Time or Part-Time employee and you work on 
a Company-recognized holiday, your pay may be calculated as follows: 

• All Full~Time non-exempt employees rnay rece~ve holiday pay ptus two t1mes thelr regular 
hourly rate for any hours worked on that ass~gnecl holiday. 

• AH Part-Time non-exempt employees may receive holiday pay plus 1 % tlmes their regular 
rate for any hours worked on that assigned holiday. Part-Time non-exempt employees wtio 
are normaHy scheduled to work on a holiday wW receijve holiday pay. lf you are not normally 
scheduled to work, you will not receive holiday pay for that holiday. 

For a copy of C;;ibrevision's holid8y schedule, click here The holiday schedule may not apply to 
employees who work a non~tradiHona! workweek, in which case the department head wifl 
designate the ~ioliday based on schedules and business needs. You may also obtain a copy 
from Marquee (http:J/marquee). 

Page I 28 
M<irch 2015 

JA0821

Case 16-1186, Document 53, 06/10/2016, 1791182, Page35 of 252



Case 2:15-cv-07054-DRH-AKT   Document 8-11   Filed 12/14/15   Page 121 of 426 PageID #:
 1836paid sick leave per 30 hours worked. Your Human Re·sources representative can advise you of 

how much sick time you are eligible to receive during thos€ years. 

Part~Time Em lo ees 
bength ·of Service 
AH le~.a!l!s of serv~ce 

·:rota 1 Si.£~_ Time Atiocation Pet Year"· .-:--. · ---.""":"~-,-1 
20 hours per :t,.e§_r _____ ~ . 

-------

Part,Time Employees in CT, Newark and NYC 

j "CenJ!th _9.{ Service ·~-·~ 
i AH lengths of employrnent 

· T otafsic-k Tim~"A llocati oil".".Pe~Yea r ". 
20 hours per year plus accruaf ~f 1 hour-'paid sick time 
for every 30 hours worked up to a maximum of an 
additional 20 hours paid stck time, beginnjng after 500 

>---------~-------h_o_u_r~~~rked in the sick !e!ve y_e_a~r. _______ _, 
i 
L______..-~.-~-------~- ~------·~~------~---·--~-·--~ 

Sick Time Notification 
lf unable to attend work on a given day for any afthe reasons covered by this policy, you must 
calf out fn accordance with our standard call out procedures outlined ln the Attendance Polley for 
the absence to be considered ''excused_'' The paid sick time provided by this policy must be 
used whenever you are absent for reasons covered by this policy. Time off wi1hout pay is not 
permissible if accrued sick time rs available. Accmed personal and vacation time should only be 
used if sick time has already been exhausted. Employees whose need for sick time is 
foreseeable are expected to provide as much notice as poSsfble in advance of the expected 
absence, but wtll not be required to provide any morn ihan seven (7) days' notice of the 
foreseeable leave. The paid sick time provided by this policy must be used whenever an 
emptoyee is absent for reasons covered by !his policy. 

It is the responsibility of the supervfsor/manager to keep complete and accurate records of alt 
absences by his or her employees, and to make these records ava~lable to the Payroll and 
Human Resources Departments upon request 

Employees who use paid sick time may also be erigible for unpa~d leave pursuari1 to the Family 
and Medi~l Leave Act or other applicable !aw. Employees who believe they need time off for 
reasons protected by the Hl!LA (see the Family and Medicat Leave Policy}, or who believe they 
will need additional time off beyond their paid sid Ume to accommodate their owri medical 
condition, should contact the Accommodation and Leave Management team. 

ff your sick time extends beyond seven consecutive days, yau may be eiigibte for short-term 
disability benefits under the Company's CHOlCE Plus Income Protection Benefits Program. 
Please contact your Human Resources representative or the Benefits Department for specifics 
regarding eliglbitity for disability pay. 

If you are absent from work as a result of your_g~ non-work related injury or illness and your 
absence extends beyond seven consecutive calendar days, you may be eUgible for shorHerrn 
disability under the Company's Income Protection Benefits Program_ ln this case, you must use 
your· allotted paid sick, petsonal and vacation Ume, in this order, during the unpaid portion of the 
disability waiting period before the Company's income protec:tion benefits commence. Please 
contact your Human Resources representative or the Benefits Department for specifics regarding 
eligibility for short-term disability pay and unpaid ~eaves of absence. 

If you are absent from work as a result of an injury or illness sustained ~n the course and scope of 
your employment at Cablevision, you must first use yoLir allotted paid sick, personal and vacation 
time, in this order, during any unpaid portion of the workers' compensation "waiting period~ 
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Sick Time 
Cablevision provides paid stck time to both f'.ull and Part-time employees. This time may be 
used if you are unable to work due to your own illness, to care for a family membet who is ill, or 
to attend doctor's visits for diagnostic arid preventive care of a child {inctuding an adult child 
incapable of self-care). A family member includes: a spouse. domest!c or civil union p.:irtner: a 
biological. foster, adopted or stepchild; the child of a domestic or civil union partner: a sibling; a 
parent, foster, adoptive or step-parent: a person wtth whom you have an jn loco parentis 
relationship; the parent of a spouse, domestic or clvH union partner; a grandchild: grandparent 
and the spouse. domestic or civll union partner of a grandparent. ln the first three years of 
employment, emp!oyees are eligible for up to 40 hours of paid sick time per year. After 36 
months of service to the Company, fuH~time employees are e!igtble for up to 80 hours of paid 
sick time per year. 

Al! employees will be allotted paid sick time in accordance with the atlotment schedule below. 
Paid sick time shall be allocated each year on December 5 (~the annua! allotment date"} and the 
paid sick time year will run from December 5 to De.cember 4 of the following cafendar year, 
except in Connecticut where the annual allotment date will be January l and the paid sick time 
year shall run from January 1 to December 31. 

Employees hired in the middle of the pa1d sick time year will receive a pro rata allocation based 
upon a presumed 40-hour for schedule for full·time or 20·hour schedule for part~time employees 
between their start date and the next December 5th, at which point they will be .allotted a full 
forty (40) or twerity (20) hours ot pald sick time. Part-time employees will also begin to accrue 
addttional paid sick time at a rate of 1 hour tor every 30 hours worked up to an additional 20 
hours (up to a maximum of 40 hours tota!}, after they have worked 600 hours. Newly hired 
employees may not use any accrued/allotted paid sick time until after the 90th calendar day of 
employment, unless they were previously employed by Cablevision within the six months before 
their start date, ln which case the employee may immediately begin to use it 

Paid Sick time does not carry over fr-0m one year to the next. However, non-exempt full· 
time emp~oyees and all part-time empioyees (whether exempt or non-exempt) wHl be pafd 
at the end of their location's paid sick time year for any paid sick time that was allotted 
but unused during the previous paid sick time year. Full-Time exempt employees wm not 
be pald for allotted but unused sick time because they will receive the fuU allotment of paid sick 
tim:: at the start of each paid sick time year. 

Paid sicl< time is allocated according to the following schedule: 

Fulfw Time Em lo ees 
Llen.Q!:Jl_ Qf S~rvic~~--· _· _ _::__ Total Sick-T1me Allocation P'e.r.Year. 
'. O months - 36 months -------~---·~.e..!2_ 41:!.!'ours per paid sick time year 
l More than 36 months 80 hows P,er paid sicl< _!i_~ni_-"e__.y....._e-'a_r _____ ~---~-· • 

lr'I the first year of employment and third year of employment (FuH~Tima employees only), your 
aHocation may be different depending on your date of hire, but wiU never fall befow one hour of 

·Employees in New York City, Newark, NJ artd Cmmecticut may use paid srck time if they .;ire unable to 
work due to: their own HlJ"iess. injury_ or health condition (inclucling diagnostic and preventive care~: the 
need to care for a family member with an illness. injury, or heafth condition {includirig dragriostic a11d 
preventive care); their need to obtain medical care or other services or participa1e in legal proceedings if 
ttie employee is a vieUm of fam~ly violence or $exua1 assauft; the closure of Cablevision's workplace by 
order of a public health officFa! due to a public health emergency; or ta care far a child whose school or 
cnHdcare prov,der has been closed by order of a p'IJbJic official due to a public health emergency. 
Additionaf!y, employees employed in Newark, NJ may use paid sick time to care for a family member 
determ!ned by health authori~ies to jeopardize othett:1 because of exposure to a communicable cltsease. 
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Part~ Time EmQIO'l!,ees ~ If you are a Part, Time employee regularly scheduled to work 20 hours 
or more per week you are eHglble for paid vacation time, after 12 months of continuous 
employment. 
You may use available vacst!on time. provided that you have obt<Jined your 
supeNisor/manager's P'ior approval for the dates you h<=1ve selected. Part-Time employees will 
accrue vacation Ume on a monthly basis in accordance with the following schedule: 

length of Service · · · ·· ·· · Total Vacation Accrual· Per Year•· 

~~.::~~~-:on:~.·-~----·----·~---- ;e~~~j~~-~=~~~~~~~~t~;rn~;~~eL of hours ~~~-~:~=J 
2 5 mon1hs Of m-0re · 2 wee k.s per year {ba ssd on the 11 umber of ticu rs you a re 

~-------~-~--~-----r_e~gu_1a_r_1y_s_.::1_1e_c_u~led ~~~~-e~'.:'._':~~L -~-· 

P<irt-Time smployces will oegln lo aC'C!tJ¢:' p3id lime off for v.scMion beginning lhrt date of hire. You will rtJceive an 
aHoc.;i{ion of 1 week of paid vacation !in ie l1l ~t1 e first pa,v period fcllowir.Q one full /'&ar of service (your 12 mornh 
arm.'v~rssry) '/.Jilh t.7e Campany N thi.s rime, your vac<Jtion Ume will be available for your use 

Use of Vacation Time ~nd Vacation Carryover 
Cabfevislon believes· that !t is important for an employees to take their vacation time in the year 
in whlch it was accrued. Everyone, regardless of tftJe and position. needs time away from work 
to rel.ax: and rejuvenate. 

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

• Your vacatton time should be used during the year in which it was accrued. When 
necessary, you may carry over to the next year a maximum of 75% of the amount of 
vacation time you are eHglb!e to accrue during that year (unless applicable state law 
provides otherwise). Vaca1ion accruals that exceed the 111aximum carry~over balance will be 
forfeited {unless applicable state law provides othel\ivise). 

o You must obtain approval from your supervisor/manager at least 30 da;l's ln advance of your 
desired vacation time. During peak periods. you may be required to request your vacation 
time no more than 60 days in advance. Management will notify you at the beginning of the 
calendar year as to wh~ch peak periods will reqvirn 60 day notice. Management is aiso 
responsible for approving vacation time and resolVing schedule conflicts if more than one 
employee requests !lie same vaca1ion dates. Mcinagement within certa~n functional 
organizations may institute dffferent vacation notice and scheduting requtrements. This will 
depend on H"le specific needs of that organiz~tion, provided that such requirements are 
approved In advance by the President & CEO or h~s designee_ 

• Sick time cannot be used to s>:tend a vacation period_ 
"' If you leave Cablevision for any reason, you will be paid for unused, accrued vacation tlrne 

up to the maximum amount of accrued vac:ation time you were eligible to accrue during the 
calendar year (regardless of how much time was carried aver) unless another amount is 
required under applicable state law. 

" Employees may not take time off without pay if they have accrued vacation time available. 

Certain state laws may require Urnf .?ccwed time be J)8rldled differently Please con(r;Jc! your Human 
Resources representative for additionciJ infonnafion. 
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or issue with the recording of your tfme, notify your supervisor/manager lmrneoiately. 

Falsification of a time record, timing in or out for another employee, or having another employee 
Ume i11 or out for you, is agatnst Cablevision poncy and may result in corrective action, up to and 
including suspension or termination of employment. 

Direct Deposit 
Most non-unio11 employees may have their paychecks deposited directly into a maximum of 
three different bank accounts. Bscause Cablevision does not allow for partial depositing 
(depositing a portion of your ch eel<: and getting the rest in cash), the full amount of each 
paycheck must be deposited into one or more of your accounts. 
If you wish to take advantage of direct deposit. simply complete a direct deposit fomi {for each 
separate account. ff applicable) and forward it to Payroll or Human Resources for processing_ It 
may take several pay periods for this change to take place. Once the direct deposit transaction 
ls compl-ete, you will continue to receive a pay stub each pay period reflecting the amount that 
was deposited rn your account{s). 

Additional checks, such as certain bonus checks, canT1ot be deposited dir-ectly i1,to your 
::iccount{s) lhrough direct deposit 

Paid Time Off 

Vacation Time 
Full~ Time ExemQt Employees y If you are a Full-Time exempt employee regularly scheduled to 
work at tea st 35 hours each week, you are eltgible for paid time off for vacatlon after four 
months of continuous employment. On your four~month anniversary, you will recelve .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 vacatio11 time on a monthly basis during an "anniversary year'' 
in accordance with the foHowing schedule: 

3 w~ek~ per year 
73 rnon~h~ or more 4 weeks per yeoar 

Furr~ Time Non~Exempt Employees - If you ares FuH-Time non-exempt employee regularly 
scheduled to work at least 35 hours eac:n week, you are eligible for paid time off for vacation 
after sl.x months of continuous employment. On your Si)(-month anniversary, you will receive an 
allocation of one week of paid vacation time. which is available for your use, prov[ded that you 
have obtained your supervisor/manager's prior approval for the dates you have seleGted. Fufl­
Time non~exempl employees accrue vacation time on a monthly basis during an "anniversary 
year'' in accordance with the following schedule: 

'. Length of Servtti'1 . Total Accrued Vacation Per Ye~ r" 
i 6 montt"ls - 36 month5 
r·~-

3 7 mooths ·· 72 months 
~---~·--·--2 week~er Y1:~----

3 weeks per year 
----~-·-·--·-----~~~-~--------~------~--~~.............; 

73 months or morn 4 weeks pe!' year 

? Hours vary based on weekly standEJrd hours. You will coriti11ue to accrue vlica!fr1n time on a monthly basi:::1_ 
Vacation time is accrued on rhe first of eacli monrh for the pre!lious month. Your attuaf accru8d time is ref.ler:ted O(] 

your pay stub. 
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1f at any time you believe that you have not been paid, or have not been paid the proper amount 
of overtime that you have worked, ptease contact your supervisor/manager or Human 
Resources representative. There are two d:fferent categories of overtime tor non~exernpt 
employees: 

Scheduled Overtime - Ttifs type of overtime is announced in advance. If you i:lre unabte to 
work overtime on a specific date, please ~nform your supervisor/ manager so that he or she can 
plan an aftemative. As always,_ our flexibility is driven by our desire to balance employee needs 
with the needs of our customers and guests. ff you have a personal conflict that canriot be 
resolved, please discuss the sltuatfon promptly with your supervisor/manager. 

fncidental Overtime - This is extra tirne needed to ensure a high degree of service to our 
customers and guests, to address busfness needs, breaking news or other unplanned events. lt 
is not scheduled in advance. Management ls required to balance service to our customers and 
guests w~th the needs of our employees when incidental overtime conflicts with an employee's 
avaHabllity. 

For a copy of the Oi-·ertime Pay Poficy, crick here. 

Standby Pay 
"Standby pay" is pay for time in wh1cn certain eligible employees an;~ scheduled to be available 
to perform work outside the regular work schedule, as required by their supervisor/manager to 
meet the Company's business needs. Your supervisor/manager win advise you lr standby pay 
is available for your position. 

Exempt Employees 
If you are classified as an ''exempt" employee, you are generaHy pald on a salary basis. and are 
not entitled to overtime pay. Exempt employees must be paid their fuH salary for each week 
they work: however, deductiOns may be made from their pay in only limited circumsta11ces. 
Improper deductions are prohibited. If you are an exempt emptoyee and you believe an 
improper deduction has been made from your paycheck. please contact your Human Resources 
representative. 

Time Sheets 
Cablevision requ~res af! exempt and non-exempt €rnp1oyees to keep accurate records of the 
time they work. The metl1od of record keeping will be by automated time tracking systems, tirne 
sheets, or other rnechanlsms specified by Cablevisfon. Your supervisor/manager wil! advise 
you on how and when to complete your time records. Every employee must complete and 
submit time records to his or her supervisorrmanager as directed and in a timely manrier. 

Accurate tirne r~cords will help ensure that your paycheck reflects the hours you spend working. 
Unless your supervisor/manager approves, you shoj_lld not work any hours beyond your 
scheduled hours, any unauthorized overume or any other hours off the clock. rt you are in a 
customer facing posibon (for example, a customer relations cC1ordinator, fnstaHer, tic::j(,et seller or 
taker, etc.) and am a5sisting a customer at the end of your scheduled shift, you should generaHy 
finish tne 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 worked each workweek. 
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Employment Classifications 
The foltowing are some of the emp~oyrnent classifications used by the Comp.any in connection 
with pay and benefits practices: 

'Regular Full-Time' Employees w Employees who are regu!~rly scheduled to work for tl1e 
Company, in the aggregate. at least 35 hours in a stsndard workweek. 

"Regular Pa,rt-Time~ Employees - EmployBes who are regularly scheduled to work for tne 
Company less than 35 hours in s stand;;ird workweek. 

Other Classifications: 
''Temporary Full Time·' Employees- Employees who may be scheduled to worl<: for the 
Company at reast 35 hours in a standard w<:irkweek. 

''Temporery Patt~ Time" Employees - Employees who may be sc:tieduled to wori\ for the 
Company less than 35 hours in a standard workweek. 

Temporary employees are generally 11ot elfglbfe for Company benefits except where required 
by law. Employees will be told what their ciassiflcatfon is when they are hired, or when any 
change in their employment classification takes place. Cablevision es ta bl is hes your 
Employment Classification by revjewing your current work schedule and the type of 
work you perform for the Company. Additional work assignments or previous work 
history coufd alter YOllf employment classification. 

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

Pay Practices 
Cablevision conducts periodic surveys of similar industries and related marketplaces to ensure 
!hat our pay rates and structures for all job categories are fair and competitive_ General!y, 
individual performance reviews are conducted annually for an Full- and Part-Time emp1oyees 
and pay increases. may be awarded based on your performance. Your supervisor/manager can 
advise you of your scheduled annual performance review date_ 

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

Differential Pay 
Certain non-exempt (hourly} employees may be eligible for differential pay depending on their 
job functions. V\r'hen an employee has eamed differential pay, the Payroll Department will 
process it accordingly_ Your supervisor/man;;iger will advise you of the types of differentfal pay, 
if any, that are available to you. 

Overtime Pay 
If you are classified as a "non~exempt" employee. you are generally paid on an hourly basis and 
are eligible for overtime pay. Your supervisor/manager generally must approve your overtjme in 
advance and failure to obtain advance approval may result in correcUve action, up to and 
including suspension or termination of employment. It ~s Cablevision's policy that employees be 
paid for aU overtime worked and you must report all overtime hours worked, even if you did not 
receive advance approval-
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5. An Opportunity for Training and Development 

New Employee Orientation 
All new employees are required to attend employee orfentatlon training. The orientation serves 
as a new employee'$ first in-depth look at our busrnesses, guiding princ:lpfes and our indivfciual 
and collective assets that uniquely position us to compete effectively. The orientation pmv!des 
background information about Cablevision and its businesses to help you adjust to your new 
work environment by fostering an understanding of their culture, Values, mission. objectives, 
policies and organlzational structure. The orientation also highlights standards for treatment 
and appropriate behavior in the workplace. You will also complete new hire paperu:ork during 
tl1e orientation. which activates payron and security access_ 

Employee Training and Development 
Employee training and development is an ongoing process at Cablevision, which starts the day 
you begln employment with us. Cablevision believes in g~vtng every employee a chance to 
expand his or her knowledge and skiUs throughout the course of his or her career. Thetefore, 
we c:onhnuously offer our employees a variety of internat and external job-related learning · 
opportunitfes_ You wHl be paid for the time you spend attending these programs. 

Educational Assistance 
Employees who have completed at least six months of continuous Fuli~Time servfce with 
Cablevision are eligible to app~y for reimbursement under the Educational Assistance Program. 
Once qualified, you will be reimbursed upon receipt by the Company of required documentation 
showing a grade of C or better iri a pre-approved, Company-related degree program at a state" 
accrediied educational institution. Eligible emptoyees may be reimbursed for pre-approved 
coursework up to $5,250 per catendsr year, which fncludes tui1ion and !ab fees. TaxabfJity is 
subject to IRS regulations_ 

tf you are interested in continuing your education, please visit Marquee for the gJligjbili!Y 
guideline$ and ai:mroval rwuest form .. Discuss your plans w1t!1 your supervisor/manager. 
The Educational Assistance Program will only reimburse tuitfon expenses not paid for by other 
sources_ Therefore, if yot1 are entitled to educational aid under any veteran's benefits or other 
financial grants, the other sources must fif5t be exhausted before you can apply for 
reimbursement through Cablevis~on. 

For more information about the Educational Assistance or Tuition Reimbvrsement ProgrBms 
click here. You may also obtain a copy from Marquee (http:llmarquee). 

6. Salary and Benefits That Are Fair and Competitive 

Cablevision is committed to providing its employees with fair and compeutive salaries and 
benefrts. We seek to recognize individual contributions and base rewards on employee 
performance. As a result, employees ha\/e direct input in thei:r future. 
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Cablevision beUeves in clearly and openly communicating Company pollcies and practices so 
that all emp1oyees are aware of what is expected of them. All employees must comply with the 
Company po!ldes and procedures. Failure to do so may result in corrective action. up to and 
including separatlon from the Company. This Employee Handbook <=ind Marquee will serve as 
your best resources for general policy information. Changes to this Employee Handbook or the 
poUcies 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 authorized designee. Updates to this 
Employee Handbook wlH be made when there is a business need to do so. We will attempt to 
keep you informed of any changes that affect you. 

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

For a complete list of the Company policies, click tum::. You may also obtain 8 copy from 
Marquee (http.I/marquee). 
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Abuse Program. In addition, the Company mairttairis an Employee Assistance Program which 
is available to employees wno have substance abuse probiems an{J wish to seek assistance. 

Em_ployee A~i~!_ance Program. 
Your participation in our Employee Assistance Program ('·EAp'') is strictly voluntary and 
confidential and may enable you to address your problem wlthout being subJect to drscip!ine. 
ln the alternative, .an employee may elect to obtain assistance 1rnm an outside substance 
abuse professional. The Company's EAP provides ponfiderittal professional assistance to 
employees and ls available 24 hours a day, 7 days a week. To reach the EAP_ call the to!I· 
free number 1·800-200-4819, or log on to WWW'.li\/f..latidworkwell.com- access code 228594. 

Drug and Atcoho! Testing 
As part of the Company's Substance Abuse Program, the Company will conduct drug and 
alcohol tests under certain conditions and ln accordance with appiicab1e laws. Alt applicants 
will be subject to a post-offer, pre-employment drug test Employees wilt be required to submit 
to a drug and/or alconol test. whenever a member of the Company's Corporate Committee 
On Substance Abuse has reasonable susp~clon to believe an employee has engaged in 
prohcbited drug or a!cohot-related conduct. In addition, employees will be required to submit 
to a drug and alcohot test if they cause or contribute 10 the following types of work-related 
accidents: R€ar-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 avoidabfe by toca! management 

1i_se of Prescri(2tton and OveHhe-Counter MecHcations 
Employees. in safety·sensiti11e posrtions may use prescription or over-the-counter 
medicattons which; 

a. have been lav.rfull y prescribed to, or c btained by. the employee; 
b. are being used by the employee in accordance with the prescription's gu~delines 

(if applicable): and 
c. before reporting to work under the in1~uence of such medicaHon, the employee has 

inquired whether the drug manufacturer or the employee's physrcian warns against 
driving, operating machtnery or periormlng other work-related s.afetyMsensitive 
tasks. If such warnlngs exist, the employee taking the medicatlon must inform his 
or her supervisor of such restrfctions before reportlng to work under the influence 
of such substances_ When informing his or her supervlsor(s) or his or her Human 
Resources Representative of such restrictions, the em~loyee fillould not identify 
1@..!.lli29Lcationfs} belo.g us~d or lb~ reason for its use. The Company wm evaluate 
and respond to this information on a case-by~case basis. Responses may lnclude, 
among other th!ngs, temporary job reassignment or modifications, a request for 
additional medical documentation and consultation, and/or an instruction that the 
empfoyee not work until the restriction is removed. Any employee reporting to 
work in a safetyMsensitive postti{Jn without first advising the Company about 
warnings accompanying la\IVfuUy prescribed or· obtained medicahons wi11 be 
subject to corrective acUon. An employee's lack of knowledge concerning such 
warnings will not excuse a violation of this rule where an employee has failed to 
make the inquiries required by this rule. 

If y-ou have questiOf'ls regarding r/ie S(lbstanre A!luse Program am! how it operates, including oor 'Fresh Start· Program and EAP 
;md haw they ;t'C/'k fr1 conjLinCtion willl ovt Comp.;fly poli.:ies and Mnefit.s, PieOiSt! coo!<iet yavt H1.JmE!J.() Rf!5al.JfC;fJS Representative. 
For a compJere copy of!he Substance Abuse Pragra:m. cJick l1ere. You mB}' <1lso obt:;;iif'I 01 c:':lpy From Marq(IE>e (/11t1:1://mal'Q'•.ree,). 
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Your health and well-being are of the utmost importance to us. If an accident or injury should 
happen on the job. you must notify your supervisortmanager ;;is soon as the im:ident occurs 
(arid no later tt1an the end of tne shift/day the iricident occurred). Management must be notified 
promptly regardless of how minor the incident may seem. 

Promp~ rned~cal attenuon will be arranged where necessary_ Coverage of an medical bills 
incurred for a jab-related injury or illness is provided under the state's workers' compensation 
benefit. ln addition to medical benefits, workers· compensation also provides certain wage 
relrnbursement benefits as requ!red by state law. You may also be eligible for authorized time 
off in accordance with the Company's leaves of absence policies. 

Cablevision's Income Protecrion benefits programs coordinate with workers' compensation as 
they do with state disability benefits. Cablevision·s Income Protection benefits programs a<e not 
available to union employees unless specifically provided for in the applicable collective 
bargaining agreement. 

Drug & Alcohol Po/icy 
Cablevision cares about its employees and the customers it serves. The use of drugs or alcohol 
can !ead to actions that may jeopardize the safety of the user, other emp~oyees, customers. 
visitors and the general public. and can also adversely affect employee productivity. To addfess 
these issues, we have established a comprehensive Company-wide Substance Abuse Program. 
The Substance Abuse Program applies to all employees. {Certain employees may be covered 
by a11 additional substance abuse policy snd will receive a copy of the additional policy wllich is 
not summarized ln ths following paragraphs). 

A detailed description of the protact1! we use to iniplement our comprehensive Substance Abuse 
Program for employees is available for review by an employees who request it That detailed 
description is contained in wo documents, entitled ''Substance Abuse Pro9ram Protocols for 
Employees'' and the "Summary of Procedures for Testing, Employees and Applicants. 1

' Those 
documents include a llst of specific drug and alcoho~-re!ated conduct which employees are riot 
permitted to engage Jn and a detailed dsscription of the procedures and p(ograms which the 
Company will use to identify and resolve substance abuse problems w~~hin our workplace. 
~ncluding the Company's ''Fresh Start'' Program and drug and alcohol testrng. 

Although tne Company has a zero tcterance to workptace drug and alcoho! use, our Substance 
Abuse Prograrn offers employees with drug or alcoho1-related problems a remedial program to 
address their problem before it resulis in employment termination -- the "Fresh Start" Program. 

"Fresh Start•· Program 
Employees who test posrtive for drugs or alcohol or eng.age In certain other conduct in violation 
of the Substance Abuse Program will be given the opportunity to enter into our "Fresh Start" 
Program, i1 it is the first time ln ten years or more that the employee has violated the Substance 
Abuse Program. In additfon, those employees who volun!arlly self·identify as having a drug 
or alcohol problem and who volun!arily request assistance for such problem (prior to any 
violation of the Company's Substance Abuse Program) will be given the opportunity to enter 
into our "Fresh Start" Program_ To partidpate, an employee must agree to be eva1uated for a 
drug or alcohol problem by a substance abuse professlonal selected by the Company's 
independent administrator of the "Fresh Start" Program, ;;ind, if determined to be necessary, 
to enroll in and successfuUy complete a treatment program_ Employees who refuse to be 
evaluated or enroll Jn a treatment program. if recommended, or who fail to successfully 
complete the treatment program, wlll be immediately terminated from employment 
Employees who nave not completed the first 90 days of employment are not eligible t.o 
participate ln the "Fresh Start'' Program but are otherwise subject to the Companyts Substance 
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A Workplace Free From Violence 
CabJevision has a zero tolerance for fighting and tor hi:irasslng or intimidaHng behavior in the 
workplace, whatever the provocation. Such behavior will be met with appropriate correci:lve 
action, up to and including suspension or termination of employment. tt is important to us that 
we act in a responsibJe and carefut manner at alt times and exercise reasonable judgment in 
identifying potentially dangerous situations on and off 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, 
ptease contact your Human Resources representatfve, Secu1ity office or a member of your 
management team immediately. Your swift action can help us preveni that person from hurting 
htmself/herse!f or others. 

Esch of us is responsible for observing safety rufes, policles, laws and regutations. You may 
not possess any licensed or unHcensed firearm or other weapon on Company premises, in 
Company venicres or on Gornpany time. -

Reports of threats will be treated confidentialty to the greatest extent possible. There will be no 
retaliation for raising or pursuing such complaints. All claims will be lnvestigated thoroughly and 
the appropriate corrective action or other steps ww be taken_ Any report may be made 
anonymously, but it is obviously easier for us to adequately address allegations that are not 
anonymous. 

Safety on the Job 
Safety is every employee's responsibility. Employees are expected to use common sense and 
are encouraged to develop and maintajn safety awareness at all times, both on and off the job. 
Should you become aware of an unsafe condition or emergency situation, please reEct 
irnmediatefy and nottfy your supervisor/manager or Human Resources representative. 
Cablevision's Corporate Risk Management/Safety Department is also available to assist you 
with safet~ questions. 

Some busin(lss units w~thin the Company must abide by formal safety polides. These safety 
policies are designed to assist and protect you whfle performing your job. Additionally, if you 
drive a Cablevision vehicle or ope,ate a vehicle <in Cablevision's behalf, you sre required'to 
read, become familiar Wfth and sign off on the procedures outltned ln the Vehicle Policy. 

For a copy of Cablevision 's Motor Vehicle Poficy end/or Safety Training Manual, please contact 
your supeNisorlmanager, Hr.Iman Resources representative, or local Safety Manager or click 
here for the Motor Vehicle Policy and cf;ck here for the Safety Trafning Manual. For a copy of 
Cablevision 's compfete Safety Accountability PoHcy, please contact your Human Re.sources 
representative or click here. Yoti m8y afso obfain a copy from Marquee (http://marquee). 
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promptly investigate and take appropriate action. If you believe it is more appropriate given the 
particular circumstances, you may contact Corporate Hurnan Resources to report your 
complaint. If you have not received a sat~sfectory final or interim response within five (5} 
business days after reporting any conduct O( incident that you perceive to be harassment, 
discrimination or abusive conduct. please immediately contact any member of Corporate senior 
management. includ~ng the President & CEO_ 

Please note. an complaints will be fully and promptl~/ investigated and, where neteissary, 
appropriate corrective action or other steps will be tal<en. All actions taken to investigate and 
resolve such complaints will be conducted in confidence to the greatest extent possible. There 
win be no retaliation for ralsfng or pursuing such complaints_ When we have compreted our 
~nvestigation, we will inform the person filing the complaint of the completion of the matter 

For a copy of Cable vision's completo Harassment Prevention Policy, please contact your 
Human Re.sources representative or click here. You may afso obtain a copy from Marquee 
(h ttp:llmarquee). 

2. Ready Access to Management Regarding Your Concerns 

Open Door Policy 
DLfferences of opinion are lil<ely to occut in any company. To address them, Cablevislon 
beliBves in open and honest discussion at every levef. Positive suggestions and insights come 
from the meet~ng of creative minds. As a Cablevision employee, you have a right to raise 
concerns, suggestlons or questions and receive a quick and accurate answer. We believe that 
most complaints and differences pf opinion can be resolved amicably, satisfactorily and quick~y 
through Ceblevision's Open Door Policy_ 

\VhH-e we cannot guarantee tha! we wilf always give you the answer that you want, Cabtevision's 
Open Door PoHcy assures that you wt11 receive ready access to management and a fair 
consideration of any problem or question that you raise. If you nave an issue or suggestion that 
you would like to discuss, you should initially speak with your supervjsor/manager. This jriitial 
discussion between you and your super11isor/manager will give you the opportunity to directly 
impact your situation at the local level. You may request a private meeting, or if you prefer, your 
Human Resources representative may also be present If for any reason yau·d rather not take 
your issue or suggestion to your immediate supervisor/manager, you may speak directly to your 
department manager, his or her department head or your Human Resources representative. 

Your supervisor/manager or the individuaf to whom you have brought your issue or suggestion, 
after learnfng of and investigating the problem, wW provide you with a11 answer in a timely 
fashion. If this discussfon does not provlde you with a satisfactory answer, you may discuss 
youf issue or suggestion w~th your department manager or his or her department head. If at any 
time you do not wish to discuss the matter with your Human Resources representative or your 
management team, you may bring it to the attention of a senior manager in your business 
operation. If you believe it is appropriate, you may also contact Corporate Human Resources or 
any member of Corporate senior management to vo1ce your concerns, including the President & 
CEO. 

If something is troubling you within the workplace, ptease report it as soon as possible so that 
we can provide you with a quick response. Retaliation by anyone toward any employee who 
makes use of Cablevision's Open Door Policy wi!I not be tolerated. 

3. A Safe and Clean Working Environment 
Cablevisjon is committed to providing its employees w~th a safe arid 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 to 
every persori regardless or that person's sex, race, color, age, national origin, cittzenshlp, 
marital or domestic partner status, veteran status, sexual orientation or preference, rellgion or 
religious creed, ancestry, genetic information, physical or mental disabllity or handicap, or any 
other characteristic protected by law. 

We also make reasonable accommodations ava~1able to enable otherwise quatlfied individuals 
with disabilities {as recognized by applicable faw) to do thejr jobs. ReaSDn;;ible 
accommodations wilt be made for such indtviduals tmless the accommodation would impose an 
undue hardship on the operation of the busFness or, de~pite the accornmodation, there would be 
a significant risk to the safety of the employeee or to others. 11 you believe that yo1J need an 
accommodation, please notify your Hllman Resources 'epresentative. 

Our management team is d.edicated to ensuring the fulflnment oi equa~ employment opportunjty 
with respect to recruitment, hiring, training. promotion, transfer and other personnel activities, 
salary and other forms of compensation, benefits and general treatment during empfoyment. 
Candidates are hired and promoted based solely on business needs and the candida1e's 
qoalificattons and abilities related to the job. If you believe that you have been subjected to 
employment discrimination or harassment. please report the matter immediately to your 
supervlsor/manager or your Human ResOufces representative. 

Harassment Prevention Policy 
Cablevision has a zero tolerance policy against harassment, drscr~mination or other improper 
conduct on the bas~s of sex, race, color, age, natfona~ origin, citizenshfp, marital or domestic 
partner status, veteran status. sexual orientation or preference. re~igion or religious creed, 
ancestry, genetic information, physical or mental disabili!y or handicap, or any other 
characterfstic protected by law. This conduct is prohibited in the workplace. Cablevision 
requires that alf managerial and supervisory employees be diligent in addressing and preventing 
sue h conduct. 

We require that everyone refrain from conduct th;;it is. or could be considered harassing, 
discfiminating or abusive. Consequently, this Policy against sexual and other harassmerit, 
discrimination and other abusive conduct <ipplies to conduct by our employees toward their coM 
workers as well as conduct by or toward customers, guests, consult~nts, suppliers or visttors. 

We want all employees to know they can work in a secure environment and with dignity, and 
need not eJidure unwelcome, degrading, unprofessional, abusive or exploitative tre.atment or 
conduct. Submission to any unwelcome conduct or any form of harassment andlor 
discrimination ls not and never will be a term or condition of employment with Cablevision. 

Cablevision considers harassment, dlscrimlnation and abusive conduct to be serious 
mlsconduct. They are unacceptable in the workplace. Any employee found to have harassed, 
discriminated against, or been abusive or fnsultfng toward another employee or to a customer. 
guest, consultant. supplier, vis~tor or other person covered by thfs Policy wilf be subject to 
corrective action, up to and including suspension or terminatton of employment. 

lf you believe you have been or are being discriminated against; harassed or otherwise treated 
impwperly, or believe some other employee ~s engaging in or receiving such treatment or 
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The Cab!evisionaiy behaviors are: 

A Cabl-eYlsi~nary demtinlitrates: 

~tcrn<1r F<><:Ull - l'.:'.;!)lc•1l$ll)tl~rl•n kll~ !ht c.n.IDr"A' 
[$ it. ~~ he~r! !'.It l'>~J'\ttllru:l w.r do. 

---------- .... 4-~--
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ABOUT US 

Cablevision holds true to the mission and 1,1alues that have grown our business and support our 
vision to become the premier connecbvi1y pmvfder. We are passionate about our work and 
strive to give our best in everything we" do. We ;;ire Cablevisionar~es. 

Cablevision's Values 
Cablevision is a business foLinded upon basic principles of honesty, integrity, and a sincere 
commitment to our employees, our customers and guests. We. are proud of our Values, which 
continue to be nurtured by our enviroriment of direct and honest communication, creativity Eind 
growth. Cab!evision's Values are basic principles th.at every employee should emulate and 
expect every day. 

As a Cab!evision employee. you have the right to expect: 

1- Fair and Respectfur Treatment 
2. Ready Access to Management Regarding Your.Concerns 
3. A Safe and Clean Working Environment 
4. A Clear Ststemerit of Company Rules, Regulations and Expectations 
5. An Opportunity for Trainlng and Development 
6. Salary and Benefits That are Fair and Competitfve 
7. The Tools and Equipment for the Proper Performance of Your Job 
8. The freedom to Express Your Views Without Fear of Reprisal 
9. Fair Procedures for Promotional Opportunities · 
10. Career Growth and Opportunities in a Grm,,Jt.h Environment 

111 exchange for your: 

1. Commitment to Provide Outstanding Service to Our Customers 
2. Cooperative and Respectful Working RelaMnships 
3 Ad~ierence to Company RuJes and Regulations · 
4. Loya! and Dedicated Commitment to Moving the Company Forward 

Culture 

The customer is at the center of all that we do. As we conUnue to transform and position 
oursefves for future success and Industry leadershfp, we complement our company values wlth 
Cablevisionary behaviors that demonstrate how employees support our customers every day. 
The Cablevisionary behaviors help guide how we conduct oursetves and align us all arnund the 
actions and mindset needed to achjeve our company goals and future success. 
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Statement About Unions 
Throughout Cablevision's rich history, our Values have remained 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 believe that direct, open and 
honest communication is best for each individual and for the Company. 

For more than a quarter of a century, actions. not promises, have demonstrated the Company's 
sincere desire to be fair to each employee_ By working together, without outside intervention, 
Cablevision employees and management have devefoped a company with fair and competiti'ile 
compensation and benefit programs and a commitment to individual graw"th and development. 

Thr0tJgh the acquisition of certain companies, employees who historically have been 
represented by unions have jbined us. While we believe that outside arganlzations may alter 
the.individual focus. harmonious relations and values we strive to create here, we wlll abide by 
the decision of our employees who have voluntarily chosen that employment relationship. 
Acc:ordingly, the policies and practices set forth in this Employee H<indbook will be applted, 
interpreted and, it necessary, modified consistently with applicable collective bargaining 
agreements and the principles of federal labor l'3W. 
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Employee Communication 
The lntemal Communications Department supports the strategies and business objectives of 
the Company by developing, implementing and managing official Company communjcations, 
policies. procedures, and activities; developing internal marketing campaigns in support of new 
init~atives and/or business goals; festering dialogL1e and serving as the department of record for 
offkiei Company cornmunlcations. 

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

W.l.R.E. 
The Internal Communications Department sends communications via email to deliver pertinent 
and timely Company information from the corporate office to employees in every Company 
location - based on its subject matter and intended audience. In addition to email 
communications., tl1ere may be times whers designated employee volunteers ci-re used to 
distribute various internal promotions or communications that support corporate initiatives and 
pro.grams as determined by internal Communications_ 

Marquee 
Cablevlsion's Empfoyee Intranet, Marquee. is the primary source for internal employee and 
Comp.any information. Marquee hOuses fnformation related to key Company initiatives, policies, 
fOternaf memos, press reJeases, employee recognition, benefits information, perks, the 
Company's employee directory, the Marquee Career Center, and other departmen\-$pecific and 
event-driven content Usefu! links to perttnent on tine business resources and Company forms 
are also included on the site. 

The Employee Intranet is focated at htt~://marquee. It can be accessed through mobile devices 
using the Any Connect app or wjth your laptop if you have access to our Virtual Private Network 
(VPN). If you do not have fegular access to a desktop computer and woufd like tD use 
Marq~1ee, your supervisor can direct you to a kiosk (where available). 

Digital Sign age 
Cablevfs1on utilizes dig ital s1gnage as anothsr means of sharing internaf ernp!oyee and 
Company information. Television monitors located at faciHhes throughout the Company 
broadcast an array of content, featudng sfide presentations and other programming, 
whJch highlight Company-wide initiatives ~ along with news relevant to emptoyees to 
their specific group or tocation. 

Other Communication 
Ciiblevision may also use other means to commu11rcate information to you, such as ernployee 
meetings, teleconferences, e-mail, memoranda and empfoyee manuals like this Emp~oyee 
Handbook. Your area or business unit may .also utilize other communications tools, such as the 
distribution of local newsletters. to share key messages targeted specificalry fo( your group_ 

We always welcome employee questions or suggestions and encourage you to contact your 
Hum:::m Resources representative or a member of your management team if you are unclear 
about something that has been communicated to you_ 
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performance review(s) and corrective act!on{s) signed by you), as the ma1erials are Company 
pmperty. 

If you dts:agree with any informatjon in the file, please discuss the matter wlth your Human 
Resources representative. lf you and an authorized representative of the Company mutually 
agree upon correction of certain information, the file will be modified accordingly. lf the 
Company does not agree with your r'equested change, you may submit a written statement that 
will be added to the file. 

Outside Requests for employee lnform'ation 
As an employee of Cablevtsion, you may handle a variety of confidential matters regarding other 
employees, clients, and other information. \Nhen doing so, lt is your responsibillty to respect the 
highest level of privac.y for your fellow employees. Should you be contacted regarding a 
subpoena or other leg a! documents on behalf of the Company or other employees, you must 
immediately ref~r to your supervisor/rnariager, who will nottfy the appropriate Company 
representative. 

Please note: Certain requests by third parties for employee tnformation or references should be 
referred to your local Human Resourc;es representative. Human Resources will work with others 
within the Company to determine the appropriate response in a given situation, if necessary. 
For further information regardi11g the handling of Confidantiaf /nfonnatfon, visit Marquee at 
!J.t!JJ:llmam. uee 

Employees are prohib~ted from releasing any employment or income information. Organizations 
who wish to verify the employment of an employee must use Cabfevision's designated extem;;il 
employment verification service. THE WORK NUMBER®. This service provides information 
such as dates of employment. tltle, salary and other earnings. Requests of this nature will be 
provided to third parties only upon an employee's authorization or where required by Jaw. For 
employment verification. please visit Marquee at http.'flmarguee 
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You can reach the EAP directly by ciJ}ling me follo111Jng tofl-free number: 1~800-985w6901 or log 
onto 1A-W..11.Jiveandworkwefl_com - access code: 228594. 

Parking Accommodations 
The Company, when possible. will make reasonable parking accommodations available for 
employees who are pregnant, disabled, or have temporary medical condlUons that require 
parking c!osef tc a Company facility. 

Should you require such a parking aci::ornmodation, please submit a wriUen request to Human 
Resources. Your request should iric~ude the reason for the accommodation and the duration of 
time jt is needed. Once received, Human Resources will assess your situation and then 
coordinate with your !ocal Security department to determine how, if possible, to best reasonably 
accommodate your needs. ' 

Identification Cards/Bu Uding Access 
It is important to us that our employees work tn a secure and protected environment Toward 
this end, all emplayees are given an identjfication (ID) card when they begin working for the 
Company. This ID card rnust be displayed at all tirnes while performing services on the 
Company's behaff. This enables Company Security and management to quickly identify non· 
employees and unauthorized persons in our faciltties. Our ID cards also he!p our customers 
identify Cab~evision employees ot1tside of our Company buildjngs. 

Your ID card ls Company property and cannot be used by any other person. Be sure to 
promptly notify your Human Resources representative if your ID card is lost stolen or 
destroyed, or if you see someone in your facility without the proper identifrcation. 

Misuse of your ID card and/or unauthorized entry fnto any Company facility or event is not 
permitted. Your ID card should riot be used for <iny unauthorized nonAbusiness purpose. 

To provide, greater security to our employees, buitding access is restricted In au facilities. 
Depending on your rote and ass~gned work locaHon, you may be given an access device or a 
keypad entry password that will aUow you access to your workp!ace. Please nohfy Security (if 
applicable) or a member of your management team if someone unknown to you attempts to 
gain entry into a bulldlng, area or Company~sponsored event without the appropriate access 
device. 

Photos taken for your ID card may be used for other internal business purposes, such as fof 
display on the Empjoyee Intranet, Marquee, to foster internal communications or to assist wlth 
security measures. 

Personnet Records 
Cabfevision collects aod ·maintairis personal jobwrelated information about each emptoyee to 
satisfy government-reporting requirements and for payrnl!. performance reviews and benefit 
processing. Therefore. it is important to notify Human Resources immediately if you have had a 
change in personal information - sut::h as your name. family status, address, telephone !"lumber 
or emergency contact information. 

If requested, you rnay 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 permltted to 
receive a copy of your performance review(s) or any corrective action{s) signed by you and to 
take notes if you wish. Except where required by law, copies cannot be made (ex~ept for your 
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When You Begin Employment 

tntrod uctory 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 supervisortm;;inager wW do his or her best to orient yGu to your new 
surroundings and make you as comfortable wjth your job as posslble. Your supervisor/manager 
will advise you of the particular requirements of your job and will use this per[od to assess your 
job knowledge. your approach toward work, your work habrts and initiative .and your interaction 
with co-workers, customers and guests. 

If your performance during the introductory peliod is not satisfactory, your supervisor/manager 
will discuss the tssues with you and suggest ways to improve your performam;e. Jn some 
cases, we may extend the introductory period to give you more bme to fmprove your 
performance and adjust to the requirements of the job. if your performance continues to be 
unsatisfactory, we will look at aH of the facts and cfrcumstsnces surrounding your employment 
and make a final decision regarding continued employment wlth us. !fat any time, serious 
infractions or performance defidencies are involved, dism~ssal prior to the end of the 
introductory period ~s a possibilfty 

Your Human Resources Representative 
Upon joining Cablevision, each employee wil! be asslgned a Homan Resources repres1;ntati11e_ 
A Human Resources representative serves as an employee's main point of contact for all 
Human Resources issues. Acting with the highest level of confidentiality permitted by the 
circumstances, your Human Resources representative will assist you by: 

• prov~ding you with a timely response to questions or problems 
• serving as an employee .;idvocate. especiaHy in sensitive situations 
• eflsuring prompt and accurste processing of personnel actions or status changes, 

performance reviews, transfers, benefits arid chang€s in emp!oyment or family status 

Every Human Resources representative is kept up-to-date on current Company policies and 
practices and can provjde you with a dear explanation of them at any time. We encourage 
each employee to develop an ongoing refationship with his or her Human Resources · 
representative. 

Your Management T earn 
Management is responsible for day-to-day operations and for ensuring that we provide 
outstanding servrce to our customers and guests. At the same time. management has the 
following additional responsibf!ities; 

• handling sensitive issues or concerns in a supportive and confidential manner 
"' respecting your outside interests. including educational, social, politicaf, family and religious 

activities 
"' ensuring that you r-eceive timely responses to questions and follow~up regarding concerns 
"' ensuring that you {;Ire notified of and ad hem to Company pollcfes 
• 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 confidential assistance for personal or professional issues 
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Vt. JF YOUR EMPLOYMENT ENDS 

Severance. 
Returning Comp;ir.y Property. 
Contlnuatlon of Benefits_ 

Unemployment tnsurance. 
Rehire Polky. 
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Promotions And Job Tramfors. 
Applying for A11 lnternal Job. 

Posting Process. 
lnterview Process. 

10. _Career Growth And Opportunities ln A Growth Environment . 

IV. WHAT CABLEVISION EXPECTS FROM YOU •.. .. . 
1. A Commitment To Provfde Outst~ndiog Setvice To Our Customers. 

Communicatirig With Our Customers. 

2. Cooperat~ve And Respectful Working Relationships. 

3. Adherence to Company Policies, Rutes and Regulations. 

Attendance. 
NotP. For Union Employees. 
Schedule Adherence. 
Busine$S Continuity. 

Employee HotHnes And Other l.nform11Hon Resources. 
Media (Pres5) Contacts. 

Dress Guidelines. 
Business Travel And Otht!r Business Expenses. 

Information And Cornmunic;:itiort Systems. 

Remote Acces~ To Company E·Mail. 

Company Property. 

Ad 11e rt i $ i ng/Sol rcit°'tio11. 
SeUirig On Company Premises. 

Safety Pmcedu res. 
Smoke-Free Workplace. 
Personal Te~ephone Calls. 
Theft. 

Duplication Of Computer Software. 
4. A loyal And Derlkated Commitment To Moving The Company Forward. 

Business Conduct Arid Ethics. 

Insider Information. 

Cori fi dentia 1 ity /Camp et it fo n. 
Working For Another Comparly. 
Conflicts Of Interest. 

Gifts To Pub He Officials. 

lnttinectual Property. 

Patent DE!velopment initiative. 

V. COMMUNITY. 
Buildiog a Better Tomorrow. 

Volunteer Day Program 

Chris Conklin Scholarship Program. 
Power to Learn 
The lustgCJrtP.n foundation for Cancer Research. 
Lightpath in the Community._ 

Cabfevisionar1€S Think Green. 
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Employment Classifo::~tions. 

"FL.ill-Time" Employees. 

"Pan-Time" Employees. 
Other Classifications. 
Pay Practices. 
Dlfferef'ltfal-Pay. 

Overtime Pay. 
Scheduted Overtime. 
lnt:Ldental Overtlme. 

Standby PJy. 
E>tempt Empk1ye~s. 
Time Sheets. 
Dire!:t Deposit. 

Paid Time Off. 
Vacation Time. 

Full-Time fxempt Employees. 
Fuil· Time Non-Ex-empt Employees. 
Pcirt-Time Employees. 
Use Of Vacation Tim€ Al"ld Vacation Carryover. 

Sick Time. 
full-Time Ernp~oyees. 
Part-Time Employees. 

Stck Tfme Notification. 
Persona( Ttrne. 

Holidays. 
Jury Outy. 
leaves Of Absence. 
Note For Unlon Empfoyees. 

Cablevision Benefits Program. 
t:ligibHity. 
Employee Assistance Program. 
Bright Horizons Care Advantage Program. 
Adoptiori Assistance Program. 
Cablevision 401(k) Savings Plafl. 
Cablevision Cash Balance Pensiori 
Other Benefits. 

Employee Product Benefit 
Off-System Cable Allowance, 
Retiree Product Benefit. 

Commuter Program. 
NY State 529 College Savings Program. 
Saving~ Bond Program. 
Bethpage Federal Credit Union/TD Bank, 

7. The Tools And Equipment For The Proper Performan<e Of Your Job 

S. The Freedom To Express Your Views Without Fear Of Reprlsal. 

rf You Have A Suggestion Or Complaint. 
9. Fair Procedures For Promotional Opportunities. 

Pertorrnance Reviews. 
Performance Appraisal Process. 
Corrective Action Process. 
Employee in Good Standing. 
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Table of Contents 

I. WHEN YOU BEGlN EMPLOYMENT 

lntroductory Period. 

Your Human Resources Representative 

Your Management Team 
Parking Accommo1:fations 

Identification Cards/Building Access. 

Personnel Records 

Outside Requests for Employee Information 
Employee Cornrnunication. 

W.!.R-E. 
Marquee. 
Other Communication 
Other Company .Bulletin Boards 

Statement About Unions 

ll. ABOUT US ... ............... t4 ~-

m. WHAT YOU CAN EXPECT FROM CABLEVISION .•••.••. 

1. Fair And Respectful Treatment_ 

fqual Employment Opportunity. 
Harassment Prevention Policy. 

2- Ready Acr:ess lo Man ageme 11 t Rega rd i ng Your Concerns. 

Open Door Po Hey. 
:!. A Safe And Clean Working Environment. 

A Workplace Free From Vir.ilence. 
Safety On The Job. 
If You Are 1njur~d On The Job/Workers' Compensation. 
Drug And Alcohol Policy, 

µSelf ·He~p" Program. 
"fresh Start'' Program. 

Drug And Alcohol Testtng_ 
Note Regarding Union Employees. 

4. A Clear Statement Of Company Rules, Regulations And Expectations. 

5. An Opportunity For Tra1ning And Development, 

New Employee Orientation. 
Employee Training And Development. 
Educational Assistance. 

6. Salary And Benefits That Are Fair And Competitive 

Employment Classifications, Types of Pay Aricl Pay Practlces. 
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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, med[a and entertainment company 
with a portfolio of operatfons that includes a full suite of advanced digital television. · 
voice and high-speed lntemet services. valuable loca~ media and programming 
properties, and some of the country's most-watched national television networks. 
With your help, we will continue to shape the jndustry and provide cutting-edge services 
that extend the boundaries of communications as well as entertain and excite our 
consumers. 

I am proud of our many accomplishments over the years and remain mindful that the 
most important investment that the Company can make is an investment in its 
employees. With tliat. our employees can expect development and training 
opportunities, falr treatment, competitive compensation and beneftts, and a workplace 
that encourages honest and direct communication. 

This Emp~oyee Handbook outlines the treatment that you can expect as a member of 
the Cab!evislon team. It has been designed to hetp you adapt to your work 
environment. We encourage you ta take f he time to review it and to contact yout 
Human Resources representative with any questions you may have. 

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

Sincerely, 

James L. Dolan 
Chief Executive Officer 
Cablevision Systems Corporation 
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ABOUT THIS EMPLOYEE HANDBOOK 

At Cablevision we strive to be the employer of choice in our area by creating an atmosphere 
of cooperation and mutual respect Ours is a growth company and we invi1e you to grow 
along with us by taking advantage of the many opportunities open to you. 

As you read through these pages, please remember that this Emptoyee Handbook contains 
guidennes only and supersedes any prior version. It ls desfgned to answer questlons you 
may have about your employment with Cablevision. Flexibrlity is essential to the 
Company's ability to respond to the chang~ng needs of our customers, guests, organization 
and employees. We, therefore, reserve the right to revise, eliminate or othefwise 
reconsider any or all of these guidelines and 1he benefits we offer at any time. The only 
recognized deviations from the stated policies are those author!zed and signed by the 
President & CEO or his authorized designee. 

CABLEVlSfON HAS OPERATIONS IN MANY STATES. THE LAWS OF THESE STATES 
CHARACTERIZE THE RELAT10NSHJP BETWEEN A COMPANY AND ITS EMPLOYEES 
AS ''AT~WILL." THIS MEANS THAT THE EMPLOYMENT RELATIONSHIP lS NOT 
GUARANTEED FOR ANY PERIOD OF Tf ME. EITHER YOU OR THE COMPANY CAN 
END THIS RELATIONSHIP AT ANY TIME WITHOUT UABIUTY, NOTICE OR CAUSE. 

THIS EMPLOYEE HANDBOOK AND THE GUfDELINES IT CONTAiNS DO NOT CREATE 
A CONTRACT BETWEEN THE COMPANY AND ANY OF ns EMPLOYEES. THJS 
COMPANY IS FREE TO ADO, MODlFY OR REMOVE ANY OF THE GUlDELINES 
CONTAINED tN THIS HANDBOOK AT ns SOLE DlSCRETIONj WITH OR WITHOUT 
NOTICE.* THIS NOTiCE APPLIES TO ALL EMPLOYEES REGARDLESS OF DATE OF 
HIRE. 

~ We·wlll attempt to keep you informed regatdin9 any changes that affect you. Changes andfor 
updates to this Employee Handbook, when avaitabte, will be posted on Cab!evtsion's intranet, 
Marquee (httP;:trmarquee). Should significant poUcylguideline changes andfor updates be made, 
employees will be advised via an internal communication. 
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employee HANDBOOK 
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Exhibit All 

R-19 
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Ploase see ~ttached documentation for 500 code accomodation 

Dorothea Perry 
Vetitas et Aequitas 
Alt, Email msdorothea. p!Z!.try@gmail ,, com<mail to :msdorothea. perr.y@gma.i.l.com> 

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 Cablevtsion 
and/or its affiliates and subsidiaries that i$ proprietary, privileged, confidential and/or 
subject to copyri9ht. Any review, retransmission, dj.asemination or other use of, or taking of 
any action in reliance upon, this information by persons or entities other than the intended 
~ecipient(s) is prohibited and may be unlawful, If you received this in error, please contact 
the sender immediately and delete and dest.roy the conununication and all of the att<1chment.~ you 
have r.ecei ved and all copies thereof, 
-----------------------------~--------------------------
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To: 
CC: 
Sent: 
Subject; 

Scott Roslnger 
Dorothea Perry 
Francesca Prochazka 
4/30/2015 3:45:10 PM 
RE: Request for 500 Code accommodation 

You need to call the number as below and make your request. The packet can be emailed to an 
eiddress that you pr.ovide when you ca..U. the number and speak with the Cablevision intake 
specialist. I cannot provide this to you, 

Thank you 1 

Scott Rosinger 
Accorr.modation & Leave Management Specialist 
Ceblevision Systems Corporation 
Ph: 866-356-3315 (at prompts choose 2, then 3, then 4, then 1) 
Fax: 516- 8 03-3004. 
srosinge@cablevision.com<mailto:srosinge@cablev:lsion.com> 

Should you require immediate assist:ance, please contact Teanne McDonald (at prompts choose 2, 
then 3, then 5, then ll 

!Trom: Dorothea Per.ry [mailto:dorothea.per.ry@verizon.net) 
Sent: Thursday, April 30, 2015 3:43 PM 
To: Scott Rosinger. 
Cc; Francesca Prochazka 
Subject: Re: R~quest for 500 Code accomrnodatio1~ 

Please send me the packet. 

Dorot:hea Perry 
Verit~s et Aequitas 
Alt, Email msdorothea .perry@grnail., corn<mai.l.. to: rnsdorothea. perry@gmall.com> 

On Thursday, Apr.il 30, 2015 3: 42 E'M, Scott Rosinger 
<SROSINGg@cablevision.com<rnai.lto:SROSINGE@cablevision.corn>> wrot~: 

Hi Dorothea, 

Please call tl'ie leave in.take group at Cablevision to make a request f.or a work place 
accommodation to use code 500. Ca11 them at. 1-866··356-3315, pr.::;;ss option 2 1:1nd then opt.ton 1 1 

Monday - li'.dday, 9 AM to 5 PM. You will need to bring the ada accommodation forms to your 
doctor to be fHled out in addition to the letter you provided. Please m.;.ke sure the doctor 
includes duration and frequency of accommodation request. 

Scott Hosinger 
Accommodation & L<!!ave Managemt!!nt. Specialist 
C~blevision Systems Corporation 
Ph: 666~356-3315 (at prompts choose 2, then 3, then 4, then 1) 
Fax: 516- 803-3004 
srosinge@cablevision.com<mailto:srosinge@cablevision.cotn> 

Should. you requir~ irnrnediate assistance, please cont:<•ct Teanne McDonald (a.t J?rompts chO~)Se 2 1 

~hen 3, then 5, then 11 

From: Oorothea Pel;'ry [mailto:ciorothea.perry@verizon.net:J 
Sent: 1'hursday, April 30, 2015 3: 38 PN 
To: Scott Roeinger; Claudia Rose 
Subject: Request for 500 Code accomodation 
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Exhibit All 
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CTION F ~Employee Comments: As an employee. you may use this section to comment I 
the· Performance Appraisal and/or record any differences of opinion. ·--·-·- ----~----~------ ·---~~ 

..---~--------~---·-··-•-·------~~----------·~•-•-•w 

!---~------------- --~----~-·---------·-·---·-·-·-

[_~TION G - Career Inter~~-Q.!!_cussion SummarY": .. Tobe comp·f~t~dby employ.!.e:· __ ~~ 

Areas you would lik~~!:_p_u_r __ su_e_:~----

Steps you would like to take: 

1. 

2. 
·---~-----~--"-··--·----·~ .. --..... 

3 . 
.__--~-------~~~-~----- ------------~~ ....... 

7 
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SECTION D - Overall Performance Rating: Provide.;;· narrative of any exceptional '"'I 
performance factors (strengths and/or development areas) that have significantly influenced J 
the employee's overall performance. Provide an Overall Performance Rating by placing an "X" 

. ln the appropriate Overall Performance ~~~9 box below. . 
... ....... -~,.... .. ...,,"' 

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

Dorothea is a Representative who is versed on all product$. Hor performance consistently meets department 

goals month over month. Dorothea has met or e)(ceed goal for SER Scores, Availability, Knowledge Check 

and QoSD monitors for this review period. 

Dorothea has to remain consistent with his QOSD performanc~ this year. Shr:, needs to incorporate feedback 

given by her supervisor to exceed goal in order to Career Prograss to Grade 15. 

Dorothea must continuously take advantage of her streaming tools. This will increase awareness of self~help 

options for all customers and increase her streaming average. 

Dorothea understands the nesds of Cablevision subscribers and Is expected to rernaln focused, providing 

our customers with optimum support which wilt assist in further enhancing the customer's experience. 

' 
x -

0\'N'llll 1 2 3 4 5 
Pc1·fon1mni::c Did Nat Achieve Partially AchieYed Exceeded Far Exeeeaed 

R~1ti ng: expected Achieved Expected fapei;;ted Expected 
Perfotmance Expeded Performance Performance Performance 

Performance 

........................ .-..... ............ -· 
. _" __ ... ,.,.. 

lf J SECTION E - Define performance improvement neads and/or areas of development. 
applicable, include a specific target completl~~ dat~: ,._ .. ,, ... 

-
Goals Com Ietion Date ,, ____ ,,_ 

1. OoSD: Continuous world class support and treating the customer with value will aid 
in giving an amazing customer e:xperJence. Dorothea worK on treating the customer Ongoing. 
with value bv being conversational _and r:;reatirlQ raooort -
2. 
-·----~---· 

3, 
---

! 

6 
-
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- ·-· 
.................. - _ .......... 

8. Helps Others 

• Helps others learn 

• Offers feedback to improve others' performance 

' Provides assistanc~ to colleagues as needed 3 
• Willingly shares job knowledge with others 

Comments; Dorothea is always willing to assist her cowork(trS whenever possible. 

---.. p. -
9. Supports Company Values ;ind Policies 

• Practices the company's values 

' Consistently rollows the company's policies 
• Practices the code of business conduct and ethics 3 
• Acts honestly and ethically on the job 
~ Treats others in a fair and respectful manner 

Comments: porot~ea adheres to all Cablevision policies and procedures. 

Average Rating of Effectiveness Areas 6· 9 3.0 

~llol:l:'W. 

' Overall Key Effectiveness Areas and Behaviors Rating - 20% of Performance Rating 
-~ ......... __ _. .......... ,...__ .. __ ,_ -----

(A) (B} {CJ 
AxBxC= 

Rating Target Category 
Scora Weight Weight r------· ·-·--·----~ ......... -

Individual Effectiveness Behaviors 3.2 50% 20% 
Average Rating of Areas 1-5 .32 ...... ·--~._ ........ 

Contribution toward achieving team goal 3.0 50% 20% 
.30 Ave1ag"' Ra:!::1 o!.!!._aas 6-9 . 

Total Effectiveness Rating 
.62 Sum Individual Effectiveness and Contribution Toward Achieving Team Goal Scores 

.... ·- ... -

,----... ~· - ........... .... , ........ 

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 
Perfor~~nce f3atin~ by placing an "X" in the appropriate_.~_erformance Rating box below . 

~· 
.. 

Total Optimum Service Score 1.46 

Total Operational Compliance Score 1.62 

Total Effectiveness Score + .62 

Total Score 3.70 

. x 
1.0-1.9 2.0- 2.7 2.8-3.6 3.7-4.5 4.6-5.0 

···~~"-'"""' 

........,._, .............. , _____ --·-
Performance 1 2 ·3 4 5 

Summary: Oid Nol At::hiEllle P<irll11lly A<:hleved Exceeded Far Exceed&d 
Expoc.led Achieved Exp~cled Expectetl EllpeC1ed 

F>!!!rform;;ince Expei:;\ed Pelfotmence Performance Performance 
f'erfurrnar1ce 

5 
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-----------------··------·------------~"""'•_ .. ___ ...,..._,_, ............... -.... ..,.-~------
3. Plans Effectively 

• Prioritizes work in support of depadrnent goals 
• Anticipates problems arid takes corrective action where pos!:lible 
• Manages time effectively, daily and long term 
• Is reliable and dependable wi!h regard to schedule adherence 

Comments: Dorothea worked diligi!-nUy to meet her daily arid monthly goal$. 

4. Makes ResuUs Happen 
• Works efficiently while promoting customer {internal and external) satisfaction 
• Understands own responsibilities and takes action to produce results 
• Makes sound, timely decisions that lead to resulls 
* Takes personal responsibility for achieving results 

Comments: Dorothea works diligently to promote customer satisfaction. She handled all calls 
in an efficient manner and treated customers with value. 

5. Develop$ Self 
• Knows own strengths and weaknesses 
• Learns from experience 
• Actively seeks feedback for improvement 

Comments: Doroth~a is receptive to feedback to enhance her p(lrfOrmance. She understands 
that she needs to be more consistent with her QoSO monitors to ba able to progress to Grade 
15. 

3 

3 

3 

-·-----~--------·---, ................... ~---"----···-----------·-·---------+------I 

Average Rating of Effectiveness Areas 1- 5 3.2 
..___ ____ ---'---------··-----·-·-~--------------------""-----' 

[SECTION 8 - Continue~ 

1--------·----~-~~tribution Toward Achieving Tea_m_G~o_a_ls_-_· ______ ._· -~-~ting I 
6. Develops Relationships 

• Builds positive relationships wilh customers and peers 
• Maintains productive work relationships 
• Acknowledges the contributions or others 
• Is an effective team member 

Comments: Dorothea understands the importance of establishing strong relationships with 
both her internal and external customers by providing quality service. 

3 

~ .. -·----~~-----~----·----~ ~~~~~----'---------~-+-~-·~ 

7. Demonstrates Resilience and Flexibility 
• Deals effectively with multiple demands and shiftin9 priorities 
• Has a positive can"do attitude when raced with setbacks or criticism 
• Is receptive to new ideas 
• Adapts effectively to organization I department changes 

Comments: Dorothea wllJ conti"U$ working on multitasking and resolve customer issues 
efficiently. She Is always receptive to the changes in the department and Implements them 
accQrdlngl~ __ _ 

3 

Co~trib~tion ~~ward -~chieving_ Tearn Goals (Continue:.~.? ___ · .. ___ -=r-~ating J 
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- -~ . 
Total Optimum Service Score - Full-Year 
Sum Optimum Service Scores - Keeping Promises, Efficiency, Consistency & Reliable Score 
Service 1.46 

-Q ·-
Operational Compliance -40% of Performance Rating 

- ·-
Target I Responsibility {A) (8) (C) AxBxC:::: 

Rating Target ·category 
"~eigh! Weight _ ..... .._ ..... ,. .... ,, _____ , 

Avallabi lity 4.9 40% 40% .78 
%i of Availability 

···--L,...n._ ....... 

Transactional Jntegrity 3.6 50% 40"% .72 
Quali!y of Service Delivery Summary Scorn 

-...... - ......................... .. ...._.., ______ 
Other 
Call Center defined items of importance i.e., 3.0 10% 40% .12 
adjus!ments, remedy compliance& 1 x charges 

Total Operational Compliance Score 1.62 
Sum Availability, Transactional Integrity and Other Scores 

-m- ·---·--
SECTION 8 - 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 available in area to provide additional information. If 
the rating ls below achieved expected performance, examples must be provided in the comments 
section. 

,~ ... , 

...... _..,_ 

1 2 3 4 5 
Did Nol Achle\le Partially Achieved" Achl!!:ved Expecled Exceeded Expecled Far Exceaded Expected 

f.xpec1ed Pe1fomiaitce Expected Performarice Performance Perlotrnance 
Perlomiatice --· ·-
Individual Effectiveness Behaviors Rating 

--
1. Job Knowledge . Possess and applies job knowledge and technical :skills required to perform job functions 

• Takes necessary steps tel increase job koowredge and keeps abreast of new developments 
Comments: Dorothea displays a good knowledge of Optimum Online, Optimum Voice and 4 

Business Class product$. She exceeded goal for this Knowledge Check exam scores this 
past ~ear. - ---·--

2. Comrriunicales Effocfr,o:ely 
• Uster:is well and understands the needs of customers and others 
• Ex-presses ideas clearly and directly . Communlcates information in an understandable way 3 
• Responds effectively to questions 

Comments: Dorolhea ls paUent and understands the needs of the customer. She is effective 
with turnlni:i customers arou!.'d_during difficult situations, ·--·- -

J 

-
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- - - . ·-
} 

ICTION A~ Evaluate Optimum S;;,ice ond op;;;l;onal Compliance using the scale below: ~ 

1 2 3 4 5 
Did Not Achiove Parti;lly Achieved Achieved E;xpet\ed El(ceeded Expected Faf Exc.aeded 

E~ecled ti.:peciM Performance Pert'orm1mce Expected 
Perlormar1e;e Pe1ro1mance Performance 

Calculate score: In Target/Responsibility Resutts area below multip[y each rating by the listed 
Target/Responsibility weight and Category weight to 9etef"J'line .~ore. (e.ll. A'x B ~ C:;; Score) ·-

Target I Responsibility ~A) (BJ (C) 
A.xBxC<= 

Results through August 2012 Rating Target Category Score 1 Score 1 Weight Welght 

Optimum Service - 40%, of Performance Rating 
- ---·--·-- . 

Keeping your promise 
2.5 341l/o 40% Customer Survey Rating .34 

,,.. ..... 11..,,,, , .................. -------·------· . .. -·--· 
Efficient Delivery of Support 

2.5 33% 40(1/n 
Average transaction time .34 ...... .... __ , __ ... ___ 
Consfstent and reliable service 

4.0 33% 40%. Knowledge Check Average Score .53 

Total Optimum Service Score 1 
1.21 Sum Optimum Service Scores - Keeping Promises, Efficiency, Consistency & Reliable Service 

. Target I Responsibility 
(A} (8) (C) 

AxBxc~ 
Results beginning September 2012 Rating Target Category 

Score 2 
Score 2 Weight Weight 

Optimum Service - 40% of Performance Rating I --
Keeping your promise 3.3 50% 40% .66 Customer Survey Rating 

Consistent and reliable service 4.3 50% 40%. 
Knowledge Check Average Score .86 

·-·-----·-----, ............................. ~~ ........ , ........... 
Total Optimum Service Score 2 1.52 

Sum Optimum Service Scores - Keeping Promises, Consistent Service 

Target I Responsibility (0) (E) (F} I Full Year· 
Full-Year Results #Months Score 1 Score 2 Score 

Optimum Service - 40 1% of Performance Rating 

Total Optimum Service Score 1 
.22 Sum Optimum Service Scores - Keeping Promises, 2 1.21 

Efficiency, Consistency & Reliable Service 

Total Optimum·service $~ore 2 
Sum Optimum Service Scores - Keeping Promises, 9 1.52 1.24 
Consistent Service 

2 
" 
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Customer Service 
(All Support Representatives 

in Connecticut, New Jersey, New York) 

Performance Appraisal 
[ Empl~yee and Organi2;~~ion fnformatiory~ 

Dorothea Perry 
Employee's Name 

Valmiki Mohip 
Appraiser1s Name El<h. NoiZ J 7 Received ~eJ 

Rep II ~ Tech Support 
Position Title 

Jericho 
Employee's Location 

TSG 
Department 

Cable & Communications 
Business Group 

•rna sr11riatvr 
111),0f~isill. 

14 
Grade 

07/01/13 

No.Pgs:--

Current Appraisal Date 

07 /01 /12 
Previous Appraisal Date 

07/01/14 
Next Appraisal Date 

Date: ~/qzAJ 

ate~~ 

-~ 

's ~greerf'CO with the 11ppral'8i. II intS1c111ci-; tltil.l ltie. employ~e ha$ reM find rceolvM ~ oopy o1 the 

Date reviewed with employee; __ 6,..;...~-~--_1.,...~_'1_3~~-
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Exhibit All 

R-17 
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I 
t 

[~~TJON G- C~r!_.ei_~interest DiscJssion Su!fl~ary: To be_~ompleted by e_meloyee. _ ] 

-- ........ -·· --~---.--................... _. .. 
Areas you would like to pursue: ·- ,_.., .......... ·-

-- " 

Steps you would like to take: 
~ -· .. -----· --

1. 
. ..~ 

2. 

3. 
•. .....-,.,,..__, ____ ...,...-..,..,,., __ ... .---___... .............. 

7 
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-~-~-~-----__,...__ ___ , ____ ~-~---------~-------~ 

Overall 
Performance 

Rating: 

1 
Old Nat Achieve 

Ei<p'ecteci 
Performance 

2 
Parllally 

Achieved 
Expected 

x 

3 
Achieved 
Expected 

- ·-
4 5 

e,.,ceedl!ld Far e~~eo 
Expected Expecitld 

Performance Perlarmanca Performance 
Perform~~----'~~~~~-.....~~=----~,,,,.,...~~~--·"""""=" 

.......,_,_,_, ___ , __ ~----~-~·--,-----------~-- -~--·-------r-· 

SECTION E - Define performance Improvement ;:;~;t;t";-and/or areas of development. If I 
applicable, include a specific ta~~~t completion date. _ . . 

Goals Completlon Date 

8/31/2012 
1. Being aware and maklng sure that the customer is well take-n care 
of and transferring all calls to the survey will help ln improving 
Dorothea's SER 
t--·------~-----------------~--·--~--,··-----; 

2 

1-------~~-·-·------------"~---~--,--r--~--~-----1 

'------------,---·-------~--,·~-------...._----~--.... 

I SECTION F - Employee Comments: As an employee, you may use this section to comment J 
~ the Perform~nce Appraisal and/or re_~~~ any differences of opini~~.. __ 

. . 

r-------------~---------~------------'"·-~------...i 

!--------~----------~-----~~-~-------------~~---·~-

---------~--------~-----~~------~-------~-..J 

6 
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Overall Key Effectiveness Areas and Behaviors Rating - 20% of Performance Rating 

(A) 

Rating 

"" ............. 

Individual Effectiveness Behaviors 3.0 

(8) 

Targ~t 

_,Y'{~ight 

'50% 

(C} 
Category 
Wei a ht 

20% 

AxBxC= 
Score 

.3 
Averaae Ralina of Afeas 1-5 

~··-n~ ..... ----~---J->-~-----4-----1----·- ____ ...._ ___ ._ 
Contribution toward achieving team goal 
Aver.IQ~ Rating of Ateas 6-9 

3.0 50% 20% 

Total Effectiveness Rating 
Sum Individual Effectiveness and Contribution Toward Achieving Team Goal Scores 

.3 

.60 

.-------·-···----··-~~-------~--·~~----~~---·-··~-----·---

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 Ratlng by placlng an ''X" in the appropriate Pe_rform~:ice Ra~ box below. 

Total Optimum Service Score 

Total Operational Compliance Score 

Total Effectiveness Score + 

1.35 
1.51 

.60 
r--~~"'='"'--~··---*-~·--~~~AA~~~--a~~-=~W-M~' -·n·-~~~~~~ 

Performance 
Summary: 

Total Score 3.46 

x 
1.0-1.9 2.0-2.7 2.8~3.6 3.7-4.5 4.6-5.0 

&-~----+--~--"-i-----'------+·------·----4------............;i 
1 2 3 4 5 

Did Nol Ai.-Jiieve Panfally Achieved Exceeded f'ar axceaded 
Ellpected Achieved Expected Expected Ex~ted 

Perlarrn;;ince Expected Performan~ Perlotmanca Perlom1ance 
Performa!)ee 

SECTION O - 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. Provide an Overall Performance Rating by placing an 
in the appr~priate Overall Performan_f?,e R~~ing box below. . __ 

.---.,------'--~-----~~-~-------~-----~--·-·"·~-~ ........... 
Additional comments: 
The past years performance for Dorothea has shown improvement in her QoSD and her 
efficiencies. 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 to 
the customer at all times; maintains composure in difficult situations and irate calls. Dorothea 
carries out all duties and tasks without sacrificing accuracy or quaHty. She is always available for 
feedback and LtSe$ t'1C:1t feedback ln a positive manner. · 

Over the past year Dorothea has Improved her slow speed doc.umentation as well. Dorothea stHI 
must be more consistent with her QoSD, ~:.;..;ff.;.:;ic;..:.;ie::..:.n:...:.c:..:..:ie:..:s:...:a::.;.;.n.;.;;d;...S;;..;E::.:R:..:.:-. ------~------_J 

5 
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--------,--------~--"-----~~------·-------·'·_, ______ ,,_ .. ,,. -· .. -----~ 
·Contribution Toward Achieving Team Goals - Rating 

1---~----~-~------~--~------,---~-------~---t-"'-"'--~--
6. Oe1,1elops Relationships 

• Builds positive relationshiµs with customers and peers 
• Maintains productive work relatjonstiips 
• Acknowledges the contributions of others 
• !s an effecllve team member 

Comments: 

7. Demonstrates Resilience and Flexibility 
o Deals effectively with rnultlple demands end shifting priorities 
• Has a positive can"do attitude when faced with setbacks or crilicism 
• Is receptive to new ideas 
• Adapts effectively to organization I department changes 

Comments: Dorothea does very we11 at adapting and accepting changes within the department. 

B. Helps Others 
• Helps others learn 
• Offers feedback lo improve others' performance 
• Provides assistance to colleagues as needed 
• Willingly shares job knowledge with others 

Comments: 

3 

3 

3 

f--"'-'·-·-·---~------------~---------" .................. ~~"'~'·~----····---+--------1 
9. Supports Company Values and Policies 

o Practices the company's values 
• Consisten!ly follows tlle company's policies 
• Practices the code of business conduct and ethics 
• Acts honestly and elhlcally on the job 
• Treats others in a fair and respectful manner 

Comrn(lr1ts: 

3 

.__----~·-·--~-----A~_i~~~=-~~~fng of Effectivene~~-Areas 6- 9 ·-~3~ 

4 

JA0864

Case 16-1186, Document 53, 06/10/2016, 1791182, Page78 of 252



Case 2:15-cv-07054-DRH-AKT   Document 8-11   Filed 12/14/15   Page 164 of 426 PageID #:
 1879

" 

.. __ , ... __ ..,,,,....,..,...,._._ 

SECTION 8 - Key Effectlv~ness Areas and Behaviors 
Using the scale below, ra1e 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 
be provided in the comments section. --· .......... --

1 2 3 ~-e4 5 
Oid NOi Ac.llfe11e Partiiilly Achieved AchiElved Expected Exceeded Expected ftaf E~ceedeCI E~pected 

Expected Expected Perlormance ' Pe!l'orrnanca Pertom·1ance 
Performanci! Performance --.. _.....,., , ..... 

-·" - " 

Individual Effectiveness Behaviors Rating 
............... ___ 

1. Job Knowledge 

• Possess and applies job knowledge and technical skills required to perform job functions 

" Takes necessary steps to increase job knowledge and keeps abreast of new developments 
Comments: 3 

Doroth&a has si:ored well for the year on her knowledge checks 

.... ~---' 
_ ... Ill~ 

---~·_.,..., ........ 
2. Communicates E'.ffectively 

• Listens wall and understands the needs of customers and others 

• Expresses Ideas clearly and directly 
Ct Communicates Information In an understandable way 

3 
• Re$ponds effectively to queslions 

Comments: Dorothea communicates WGll aod expresses Ideas clearly. She creates good 
rapport with customers. 

-· -~- -
3. Plans Effectively 

• Prioritizes work in suppott of department goals 

• Anticipates problems and lakes corrective action where possible 

• Manages lim!Sl effectively, daily and tong term 3 
• Is reliable and dependable with regard to schedule adherence 

Comments: 

--- , .......... "" ......... -.,~--·---- ,., 

4. Makes Results Happen 
• Works afficfently while promoting customer (Internal and external) satisfaction . Understands own responsibl!ities and takes action to produce resu!ls 

• Mskes sound, timely decisions that lead to results 
3 

• Takes personal responsibility for achieving results 
Comments: 

5. Develops Self 

• Knows own strengths and weaknesses 
I 

• Learns from experience 
3 • Actively seeks feedback for improvement 

Comments: 
Dorothea uses feedback to make changes In work bl.lhavior. 

··-.... 3.0 
Average ~ating of Effectiveness Areas 1- 5 

--· --···--

3 

JA0865

Case 16-1186, Document 53, 06/10/2016, 1791182, Page79 of 252



Case 2:15-cv-07054-DRH-AKT   Document 8-11   Filed 12/14/15   Page 165 of 426 PageID #:
 1880

'I -· ,. -
.................. _...,_,_..,,.., --· ....... ~ ............... 

SECTION A- Evaluate Optimum Service and Operational Compliance using the scale below: 

1 2 3 4 I s 
Dlil Not Achlevo P11rtially Achh~vad Achieved Expected Exceeded EJopecl!!!d Par Exceeded 

Sxpach!!d Exp41cted Performance Perrormance. Exp et: led 
Perlorm&nC!! Performanc:e Performance 

Calculate score: In Target/Responsibility Results area below multiply each rating by the listed 
Target/Responsibility weight and Category weight to determine scoreje.g. Ax 8 x C =Score) 

Optimum Service~ 40% of Performance Rating l 
Keeping your promise 2A 
Customer Survev Ratina 

25% 40% 0.24 

Efficient Delivery of Support 3.0 25°/o 40% 0.30 
Average transaction time _,__ -· Consistent and reliable seivice 

4.6 25% 40% 0.46 
Knowledoe Check Averaoe Score 
Exceptional customer Experience 

3.5 25% 40% 0.35 
Quality of SeNlce Deliverv Summary Score 

.......... " 

TotaJ Optimum Service Score - 1.35 

sum Optimum Service scares - Keeping Promises. Efficiency, Consistency & ExcepUonal Ser\!fce 

Operational Compliance - 40% of Performance Rating· 

....... ,. - -
Availability 4.3 40% 40% 0.69 

% of Availabilltv 
Transactional Integrity 

3.5 50% 40% 0.70 
Quality of Service DeHverv Summarv Score 
Other 

Call Center defined items of importance i.e., adjustments, 3.0 10% 40% 0.12 
remedy compliance& 1 x charges 

Total Operational Compllance Score 1.51 

Sum Availability, Transact!Onal Integrity and Other Serres 
·-

I 

2 
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Customer Service 
{All Representatives) 

Performance Appraisal 

Dorothea Perry 
Employee's Name 

Rep II - Tech Support 
Position Title 

Jericho 
Employee1s Location 

TSG 
Departm~nt 

Cable & Communications 
Business Group 

l_~ignatures: 

"Th!! signal 
Q(lP~'al. 

Valmiki Mohip 
Appraiser's Name 

14 
Grade 

07/01/12 
Curre~t Appraisal Date 

07/01111 
Previous Appraisal Date 

07/01113 
Next Appraisal Date 

Date reviewed with employee: 
---~~-

_______ ] 
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Exhibit All 

R-16 
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Steps you would like to take: 
........... _, ,.,_.,_ .... 

1 

2. 
--u.._ .......... ...-- -

3. 
. ........ ........,,.__.._,..........,, ·-

8 
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' . 11...,..;:.. ...... ·-· 

~ 
,....-,_ .. ~ 

.. , .. ___________ .,...,,,, ............. --

. :d'Ni!JtN m~1t.:111; 

:X ., 

Overall 1 2 ~- 4 5 
Performance Did No! Acflleva PartlaNy ~.cni'0i~ Exceeded r=ar Ei.ceeded 

Rating: El': peeled Acnie .... ed ~~d Ex pa dad Expe-c\sd 
PerfOfma"ce Eicpecied ?iirforr:i~n~ Perlormance Perfornwnce 

Performam:e 
-~-

'---• ., .............. ..., ................. 
., ____ 

l:~TION E - Oeffn; performance lmp;~vement ne-;ds and!or areas of ci;velopment. 
~!_cab.le, inclu~~-~.-~pecific target completion date. __ 

If ·-1 
' 

~-- ----- ~ ...... ""' ........ ........... " ........... ··~ 

Goals Completion Date ,------ ........ ·~"'"' - ---·· .. _ 
1. Dorothea needs to be more consistent with her QoSD scores this 7/31/2011 
wHI be done through remote monftors and peer coaching. 

2. Dorothea needs to be more consistent··~eeting her monthly TAHT 
......... "' .... ··-

This could be achieved through peer coaching with troubleshooting 3rd QTR 2011 
and proper use of tools. 

~ ...... , ....... 

3_ 

I - JI ~. ... ...... _. 

l SECTION F - Employee Comments: As'"an employee:'"you m<;ly \.!Se this section to commen~ 
I on the Pertormanc~_f.ppraisal and/or record any dlfference.s of opinior.i. -·---·-

" -·-

e--------·- --.... --. ... . ............. . .. 

·- .. 

~··-- ..... _,,.,..,...,., 

C----' - -.......... - ... 

·--··~· 
.. --· ~-

[SECTION G - Career Interest Discussion Sum~ary: To be completed by employee. _,_] 
·- --

Areas you would Hke to pursue: 
"' 

- ---

- ·-

7 
-
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 1885If you become unemployed, contact your former Human Resources rP.presentative or your state 

·unemployment office for more information. 

Rehire Policy 
Employees who provided Cablevision with satisfactory sen.dee may reapply to Cablevision at 
any time. Former employees seeking re-employment will be asked to undergo our complete 
pre-employment screening process again, including drug testing where permitted under state 
law. 

Employees who have been rehired within one year of leaving Cablevision and who had c;ilready 
met the requirements for any applicable waiting periods prior to leaving Cablevision will be 
eligible for the same tevel of accrual for vacation, sick and personal time as they were receiving 
prior to their separation from us or such paid time off program that is then available to other 
employees in their position end business. Cablevlsion wiU also waive the benefits warting period 
for all eligibte employees who have been rehired within one year of leaving Cabrevtsion. If you 
are returning to work at Cablevlsion after any period of time, please contact the Benefits 
Department to find out which benefits, if any, you will be eligible for upon your rehire. 

Employees rejoining Cablevision afler one year of leaving Cablevision may be rehired, but may 
be considered new employees for the purposes of benefits and paid time off. Where required 
by law, these employees may have additional rights with respect to the provisions of the 
applicable plans. Please contact your Human Resources representative for more information. 

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

Page I 50 
March 2015 
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Exhibit All 

R-20 

JA0872

Case 16-1186, Document 53, 06/10/2016, 1791182, Page86 of 252



Case 2:15-cv-07054-DRH-AKT   Document 8-11   Filed 12/14/15   Page 172 of 426 PageID #:
 1887From: 

To: 
BCC: 
Sent: 
Subject: 
Attachments: 

Pete Hall 
Perry, Do rot he a 
Yvette Panno 
6/11/2012 3:11:09 PM 
Re: TSG Rewards and Recognition 
TEXT.htm 

Dor:ot;h~c~ 1 1 01$S1.ur.e you i;l.re r:efe.rr.ing to lC:st year's GARP award. :<cr:the20ll,employees who 
~ichiavtl!d per!ect. ilt.tenclanc.c~ foi· the ti.rs:-. 6 months of i~h{~ ye<)r: ~;erG .lnvi ted t.oatter.ci r.hi:;~ lrnl t: 
year GA.RP luncheon which was held on 8/23. There is n.o monetary award associated with the 
luncheon. 1'he G.ll,.!U'm<.it1~!tar.y <H:azds for: 20"llv1ere distd.buted q1"art<:>r:ly and/or <1.nnually for those 
employees who did not. use any s~.ck time andmet: the ni..aflber of c:eill!,; he.r1d.lc-ci critet.1.oi (2~•0 1;a.lls 
per:: month) ~·or 2012, each month there are 2 mon-:::hl.y GAHP drawings for these employees who clo 
not: wr.e i!lny r..1.c~k time during the~ month ar:dtake <i minimum r:w11ber of calls that month eauiva1er.t 
to 50¥. of the average number of caJ.ls per .r:~p. On a quoi:;;·t~r.ly bi.\~,is, $~i0. C1Q .l~ aw;;.i:d•~d "to n'"!ps 
who do not;. uS~! <:my sick tim<0> l.n th11t q'1arter and:;ake n rniniir,um number of cal1.seqttivalent to 
50% of the ave!'.<:igE! nurnb<!:!r cf calls: p~r tep ciur.ing c:¢acrt mom:.h .in th;:lt; qual·t:.~H I hop(• tl101t 
helps Let me know it you hav0 any other questions Thank you, Pete>>> On 6/10/2012 at 9:12 
PM, in rnjssage <4FD545EE.5BE 119 : 52740>, Dorothea Perry wrote: I received an 
attendanccrecognition and was told that I only got the certificate and an invitation to lunch. 
When I inquired about a monetary award, I was told my attendance recognition did not qualify 
me fc.r. any monetary awa.rd because it was "d.ifferent. · >>> Pete H3ll 6/8/2012 l· 54 PM >).:>Team, 
I've had a couple of people ask me about the ''Reward5 and Becognition" program we have in thm 
Custcme~ Servic~/TSG organization. Below is the description andcrit~ria for the various awards 
we have Pete Incentive Award Criteria On a monthly, quart.e~·ly, and yearly basis, we reCQqnlztii 
and reward the achievement~ o! our top performers. Below ate th~ criteria to win, ~nd the 
rewards for achieving, these awards Xtrerne Service Provider (XS?) Awarded Monthly Take a 
minimum ff of calls during ~he month equal to 50% of the average calls per rop 1n your group 
~;;-;ctH1d (t.·dte 4 01: ~l) j.n .:iJ.1 montl)ly APS metrics o TAf!T, RepeJ.t Call !b, QOSD, Post--Ca11 Sc:rvey, 
Availc.bib.ty and Knowledge Checks Be free of corrective a.ct.i.ons (Verbal Warr.ing or. abov~) fo~ 

the last six months Awards & Privilege• (Shift benefits are limited to 30 days ftom receiving 
th~ i~l~ard) 30 :n,inute shift flex capability (stop and start times) i\bility to cl1ange length of 
break by 30 minutes (30 maximum duration) First priority on all Lime off requests (for the 
n~~xt unblocked pei:iod} Si.ngle day/shift swap (within same pay period) Receive $100. 00 (via 
payroll I subject to applicable taxes) Bronze Star Awarded Monthly Rank in the top ~4 {foI 
your peer group) for average APS metrics in the month o TAHT, Repeat Call i, QOSD, Post-Call 
Survey, Availability and Knowledge Checks Be free of corrective actions (Verbal Warning or 
above) for the last six months Awa.rds (, Pri vi leg es: Rece.i ve $7~1 .. 00 (via. payroll I S1•bje<~t:. t:.o 
appJ..ic:ab.le taxes) Silvei~ Sta.t Awa,1;·ded Qua.rt,,rly St~ <l multip.li:! Bronz& Star •,iinn(±J:; du:ring the 
quarter (minimum 2 out of 3 months) Be free of corrective actions {Verbal Warning or above) 
for the last six months Awards & ?r.ivilege& Attend an off-site luncheon Rec&ive $150.0C !via 
payn~ll I subject t.o appli(;ablG t;axe$) !.'ARP (G:z;.i;,at P.ttendance Recognition Program) GARP 
rewards those who ~chieve, on a consistent basis, perfect or nearly perfect attendance. Tt is 
open to any regular call center employee who holds a direct telephone customer co~tact 
position. "Unplanned Time" is consider~d any sMne day z:equitst:;s, wit.h tho;: except.ion of allotted 
personal time, Monthly - Great Attendance Use no unplanned time dtlring the calenda1: mont:h Take 
a rnin.i.murn fj of calls during th'" in<>nt.b equ;i..J. t.o 50% of the average c.!llls per rep i.n ycur group 
Be a l'.'egt1lar ernploye!i!! toi: the entire month Be free of corrective actions related to at.ter1dance 
or lateness (Verbal Warning or above) for the liL5t. s:i . .,; rnontl~s A.t-i<i.rds & l?r.iv.ilege.s: Participate 
in a drawing for one of two $100 rewards. Quarterly - Great Attendance Use no unplanned time 
during the calendar quarter Take a minimum # of call5 during the month equal to 501 of the 
average calls per. rep in youc group Be a regular employee for the entire quarter Be free of 
corrective actions related to attendance or lateness (Verbal Warning o.r above) for the l~st 
six months Awards & Privileges Receive $50 .. 00 (via P<lyrol:l I subject t.o <1pplicable t.axes) 
full Ynar - Great Attendanc~ Use no more than one occurrence of unplanned time during the 
calendar year Take a minimum U of calls during the month equal to 75% of the average calls pe~ 
rep in your group for at. least 7 month.$ of the y!!l:ar, and at. least SO% every month Be a regular 
employee for at least 9 months of the year Be free of coirectiva action$ t~l.ated to attendance 
or: lateness (Verbal Warning or above) for the last si~ months Awards & Privileges: Receive 
$300.00 (via paytoll I subject to applicable taxes) Full Year - Perfect Attendance Use no 
unplanned time during the calendar year Take a minimum # of calls during the month equal to 
75% of the average calls per rep in your group for at least 10 months of the year, and at 
.ieast 50% every month Be a regular employee for the fuJ.l ye<U' :Se f:r::ee of cou:ect.iV€! actions 
related to attendance or lateness (Verbal Warning or above) for: the last six months Awards & 
Privileges· Receive $1,000.00 (Via P<lYJ:"~)ll I ?Sl.lbjl!!c:t to applicable taxes) Does not combine 
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optimum. 
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with che Gr~at Attendance aw~rd 
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Dorothea, 

1 assume you are referring to last year's GARP award. For the 2011, employ€es who achieved perfect attendance for the 
first 6 months of the year were invited to attend the half year GARP luncheon which was held on 8/23. There Is no 
monetary award associated with the luncheon. The GARP monetary awards for 2011 were distributed quarterly and/or 
annually for those employees who did not use any sick time and met the number of calls handled criteria {250 cans per 
month). 

For 2012, each month there are 2 monthly GARP drawings for those employees wl10 do not use any sick time during the 
month and take a minimum number of call~ that month equivi:llent to 50% of the average number of calls per rep. 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 equi~lent to 50%i of the average numb€r of calls per rep during each month In that quarter. 

I hope that helps. Let me know if you have any other quesUoris. 

Thank you. 
Pete 

>>>On 6/10/2012 at 9:12 PM, in message <4FD545EE.58E 119 52740>, Dorothea Perry wrote: 
I receJVed an attendance recognition and was told that I only got the certific:ate and an invitation to lunch. When I 
inquired about a monetary award, 1 was told my attendance recognition did not qualify me for any monetary award 
because it was ''different''. 

>>>Pete Hall 6/8/20121:54 PM>;>> 
Team, 

l've had a couple of people ask me atxM the "Rewards and Recognition" program we have in the Customer 
ServiceJTSG organizatiOn. Below is the description and criteria for the various awards we have. 

! Pete 

i 
' Incentive Award Criteria 

On a monthly. quarterly, and yearly basis, we recognize and reward the achievements of our top performers. 
1 the criteria to win, and the rewards for achieving, thesf. awards. 
I 
i 

Below are 

i . 
i~X~tr~e_m~e~S_e~rv~1c_e ........ P~r~o~vi~d~e~r~!X~S .......... P~l~~~~~~~~~~--------~--~--~~~~~~~A~w~a~I~9~~~Q 
i Monthl~ 
I 

I 

I 
I 

' j 
I 

• Take a minimum# ot cans du11ng the month equal to 50% ofttle average cans per rep in your group 
• Exceed (rate 4 or 5) in all montl1ly APS metrics 

t.) TAHT. Repeat Call%, QOSD. Post·Call Survey, Availabrnty and Knowledge Checks 
• Be free of corrective actions (Verbal Warning or above) for the last six mo1iths 

i Awards & Privilege$: !Shift benefits ue lhniteg tQ..;JQ drotJ from (!ttajv!ug ti!~ awardl 

I 
I 
I 

I 

• 30 minute shift flex capability (stop and start limes) 
• Ability to change length of break by 30 minutes (30 maximum duration) 
A First priority on all time off requests (for the next unblocked period) 
• Single day/shift swap (within same pay period) 
• Receivi:: $100.00 (via payroll/ subject to applicable laxes) 
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Brooz.e Star 
tyignthly 

• Rank in the top 24 (for your peer group) for average APS metrics in the month 

o TAHT, Repeat Call%, QOSD, Post-Call Survey, AvailaMty and Knowledge Checks 

• Be free of corrective actions (Verbal Warning or above) for the last six months 

Aw@rds & Privi!egu: 

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

Silver Star 
Quarterly 

• Be a multiple Bronze Star winner during the quarter (minimum 2 out of 3 moriths) 
• Be free or correciive actions (Ve(bal Warning or above) for the .last six months 

• A\lend an ofk>ile luncheon 
• Receive $150.00 (via payroll/ subject to applicable laxes) 

, GARP (Great Attendance Recognition Program) 
I 

Awarded 

Awarded 

!
' GARP rewards those who achieve, on a consistent basis, perfect or nearly perfect attendance. It is open to any 

regular call center employee who. holds a direct telephone customer contact posnion. "Unplanned Time~ is 
, considered any same day requests. with lt1e exception of allotted personal time. 

i 
! Monthly - Great Attendance 

I " 
I 
I 

I 

• use no unplanned time during 1he calendm month 
• Take a minimum# of calls during the month equal lo 50% of the average calls per rep in your group 
• Be a regular employee ror t~1e entire month 
• Be free of correciive actions related to attendance or lateness (Verbal warniog or above) for the last six 

months 

I 
Awarns & Privile.ae.s; 

• Participate in a drawing for one of two $1 oo rewards. 

i I Quart_erly - Grefil.Att!indans.§. 

1-

j 
• Use no unplanned lime during the calendar quarler 
• Take a rninlmurn #of calls during the month equal Lo 50% of the avetage calls per rep in your group 
• Be a regular employee for lhe entire quarter 
• Be free of corrective actions related to attendance or lateness {Verbal \!Vamlng or above) for th'e last. six 

rnonths 
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Awards & Privileg~s-~ 

• Receive $50.00 (via payroll I subjeel lo applicable taxes) 

Full Yearn Great Attendance 

• Use no more than one occurrence of unplanned time du1ing the calendar year 
• Take a minimum # of calls during the month equal to 75% of !he average calls per rep in your group for a! 

least 7 months of the year. and at least 50% every month 
• Be a regular employee for at least 9 months of the year 
• Be free of corrective ac!ions related to attenda nee or lateness (Verbal Warning or above) for the last six 

months 

Awards & Privileges: 

• Receive $300.00 (via payroll/ subject to applicable taxes} 

Full Year - Perfect Attendance 

• Use no unplanned !line during the calendar year 
• Tak;e o minimum # ot cans during the month equal to 75% of lhe average calls per fep in y<>ur group tor at 

least 1 O months of the year. and at least 50% every month 
4 Be a regular employee for the full year 
• Be free of corrective actions related to atlenda nee or lateness {Verbal W<lrning or above) for the last six 

monlhs 

Awards & Privileges: 

4 Receive $1,000,00 (via payroll t subject to appScable taxes) 
0 Does no1 combine with the Grea1 Attendance award 
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Exhibit All 

R-21 
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From: 
To: 
Sent: 
Subject: 
Attachments; 

Asonja Mercer 
Clall:lia Rose; Yvette P;;inno 
1/6/2014 3:00:44 PM 
FW: Thanksgiving/Day After Thanksgiving Holiday Memo 
image001.jpg 

From: Dorothea Perry 
Sent: ~~aturday1 January 04, 20J 4 9: 09 PM 
To: Eric Schilling 
Cc: Asonja Meccer; Gina Spaulding 

PLEASE. READ CAREFULLY 

Exh. No;f22.L. Racelved~ejected--
Cast:i No.:--~~~~----.-...,_ 
case. rJ.ame::...:; __ __,,.:...;:.o..-=~~ .... --
No. Pgs. __ _ 

.subject: RE: 'thllnxsgj.v.ing/Day After Thanks9iving Holiday Memo - PJ"EA!~I~ Rr.:AD CAl'~EFULL'i 

I have yet to receive an update on the alternate holiday issue, Who can an~war my questions 
iegarding this policy and the a~dden change in policy after 10 years? 

From: Dorothea Perry 
:~enl~: 'Nt;Jsd.ii.y, l)ecern~ler. 2.4, 2013 11:23 PM 
To: Eric Schilling 
Cc: Asonja Mercer; Gina Spaulding 
Subject: RE: Thanksgiving/Day After Thanksgiving Holiday Memo PLEJ.\.SE REAP CARf.r"UJ..l,Y 

I've been working for Cablevision/Optimum for almo$t 10 years and have always been granted 
alternate holidays, so there is an established precedence and a tea$On for my concern. Please 
check my past records to confirm this I am not sure why or when the policies have changed. 
can yau tell me th~ name of the peraon who is cutr•ntly· in charge of HR? Of late a lot of 
unusual changes have been made to my s•::l1edule e.g. sL.art times modi, fied, bre<>ks modJ. fied, 
which i have had to address with you repaatedly. Now 1 am being denied alternate holidays? 

From: Eric Schilling 
~·~nt Thursday, December 19, 2013 10:56 PM 
To: Dorothea Perry 
Subject l''W; 'fhank~giving/Day After Thanksgiving Holiday Memo - PLEASE READ CAREl:'ULL't 

Dorothea, 
Please sea the response from Jericho Busines$ Planning 

Eric 

From: Jericho Business Planning 
Sent '!'hursd<ly, De,cercibei: 19 1 2013 7: 30 A.lvj 

To: Eric Schilling 
Cc: Asonja Mercer; Gina Spaulding 
Subjec~i;: RE: Thanksg.ivi.ng/Day Att;er '!'hanksgivi.ng Holiday Memo - PLEA.SE READ CAREFULLY 

Part \:i,ma employee:; artll not elig:i.ble for an .rilternate hol.'iday. 

Adis Misciagna 
Jericho Business Planning 

From: Eiic Schilling 
Sent: Wednesday, December 18, 2013 5:07 PM 
to: Jet.i.cho Busj.ness Pl.arming 
Cc: Asonja Mercer; Gina Spaulding 
Subject: fW: 'I'hanksgiving/Day After Thanksgiving Holiday Memo ·~ PLEA.SE REJ\D CAREFULLY 

Hello, 

Dorothea is a pare tlme employee. ls she eligible for alternate holidays? 
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Eric 

Fr om: Dorothea Perry 
s1;ntt.: W~!cinesday, Deccn~G.t; 18, 21J13 J.2:0S AM 
To: Eric Schilling 
Subject FW: Thornb;giving/Day After Thank.sgiving Holicl.:iy Memo -· ?LE.ASE READ CAH!U'"Ul,LY 

Can you find out about the alternate days? I don't bRlieve I was give~ any. 

'?l:om:-rJo :::o the a Perry 
Scnc: Mond<':y, Dec~~mber 16, 2013 9::53 PM 
To: Yvette Garcia 
Subject. F-i!';: That11'$g.iving/Day After Thanksgiving Holiday Memo E'LEASE:! R:::AD CAREFULLY 

H.l Yvette: I believe I world the Sunday (my first day back) following th·~ hcJ.id;:iy. ! don't 
recall ever getting an alternate holiday. Should I expect one or two? If so, can I request to 
t.aY.c-! .it on 11/31 (Nr:;:w Yrs Eve) so chat I co.n attGnd chi..:n:Gh. It B <1t1 annual t.raditicn to br.:i.ng 
the year in in prayer. 

From: Yvette Garcia 
Sent Monday, Octobec 28, 2013 l 05 PM 
To. Al Lur.a; Anthony Mo>.haraj; Carolyn Miller; Charles Washington; Char.les W!'.ight, Claire 
Burnett; Darken Joan-Charles; Oesl:ae Muniz; Devon Ramdan; Eric schilling; Gary Pettinato; 
IJ.';i·a,;;rn }:l_sJ.&m; James Starr: Jasori Co~:; Jay Leong; LiAr.ne (;cn:.<!lh:~<::• J,,ocr;slE:y Pornrne1J.s, Lorraine 
Hayes; Lu1s Berrios; Marc Bernard; Marina Zlotina; Michael Davanzo; Michael Nigro; Mike 
Pallan; Rita Cecora; Stacie Serrano; Syed Ali Taleha Washington; Valmiki Mohip; Vish 
.Su.t:ujnarain; Anita Zurn.mo; C'Vonne Smit.h; David Ehlen; Gina Spaulding, John Gilantzis, ,Tohr. 
Tucci; Mavis Keith; Milton Lepera; Tara Schiraldi; Thomas Brereton; Deborah Coletti, Deborah 
Selgrad; Marc Ethier. Mark Harvey; Mike Rodriguez: Shane Abbatecola 
Cc Asonja Mercer; Milton Lope~a; Thomas Bre~etcn; Jericho Business Planning; Central Traffic; 
TSG Jericho Support Desk 
.$1,.Jbject: Thanksgiving/Day After Thanksgiving Holiday Memo - PLEASE READ CAREFULLY 

Th.is year, Thursday, November 28th and Friday, Friday 29th <He being obzerved as compo•ny 
l10li.days. 

Both Thursday November 28th 'AND' Friday, November 29th, it will be handled "Business As 
Usual" (BAU) which rne<nis if you a:te no:r:mally sd1ecl\~led to ivork (;n Tl11.1i:sd.-y Novetnb(H 2Stt1 
and/or. ~·rtday, Noven\bei:; 29th, th.sn you will- be .requi;i;~d to wor:k on Thursday Novenmer 28th 
and/or Friday November 29th 

I[ you are not scheduled to work on Thursday November 2$c:h .;ind/or Friday November 29th then 
you have the day off and the next day you are scheduled to work will become your designuted 
holiday. 

Q Wha~ ar.e the holida,y codes and their meanings? 

HOOD Holiday Off 

• HOOl - Alternate Holiday Off 

H020 Holiday Working 

• 2Shift = Double Pay (this code should always accompany the H020 code and ~esults in tripl@ 
pi1y) 
Q&A: 

Q How will I know if I am working on the holiday? 
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Bu-~.i .. n.,,ss Planning hns ccmpleted the process of who Ur or j.s not work.ing, a finztl .L.st 1-1.i.1.J. b~~ 
emailed to all agents and their superVi5ors and managers. 

> That final list will let you know if you are in fact working on the holiday 

Q Will I receive holiday pay fer working on November 28th and/or November ;~9th 7 

a You w1.ll b(! p1:1td t.i:i.pl~~ p{1y :r:o.i.: work .. i,ng on 'l'h\H.'tid<W N<>Vt~rnb•~r 28U1 and/or. F~·.i.dDy November 
29th. Empower will show you the .following code!:l ~!0:20 + .2Sl1ift 

Q Wha~ if I am scheduled off on the holiday? 

A. The nexc day you are scheduled to come back to work ~ill tecom~ your 'Designated Holidayu 
(DHJ and Empower will s!Nw you the following codes HC20 -t 2Shift. 

<t) Eu1rnple,: El..lJ.y's sch<-::du.l .. !"<! is Sunday-· Thur.sd<jy w.U::h F.r.i.day Sac:u1:day off. Because he i.s 
scheduled to be off on Fridays his next day back to work, in this c~se SundBy, becomes hjs 
'l)o.sigt1t1t:~d holiday' toi:: th.:~ Dr•y A.fi:.e.t: Thanksgiving, On Sunday Billy's sched~le wlll st!ow H020 
+ 2Shift ~ Triple pay. 

Q Wlll I be able to request an alte.i:nate holiday? 

A- Yes If you do not want to receive triple pay and prefer to have an alternate day off 
instead, you can email Jericho Business Planning and provide 3 dates for your c~lte::nate. 

> J?.loHiS@ l'lQte: j,f ':jQU cJioose an alternate bolidc:iy, you s::ill have to work on the holiday oU)d 

will be paid regular po;y fo.r U1e day, Empow1~r w.i.ll appear. ;:i.s a ?:"eguh~· day tor the holid;:;y. 
ThG day you ore given as an Alternate Holiday (AH) will show the following codes in Empower 
HOOl 

C How will I know if I am oft the day of the holiday? 

A. Empo\-1er will sJ;ow yo1-1 the fQJ.J.0\1in9 c:;:odos: HOOO. 

Q Can I request to be off on the holiday? 

A. If your vacation was part of the Quarterly Vacation requests, yes. Otherwise the answer 
would be no. 

Have a pleasant dayl 

Yv~tte Garcia 
200 Jericho Quadrangle 
Jericho, NY 11573 

Jericho Business Planning 
Coor.-oin"i.tor 
Email .~ yga re i a3@c.ablevi sion .. corn<m<i.i l. t:o: yg;uci213@c<iblevis ion. com> 
Tel:- 516-803-4259 
[cid: FUIEEXCDOWPF. IMAGE_17 BMP.] 
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Exhibit All 
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To: 
CC: 
Sent: 
Subject: 

C'Vonna Smtth 
Dorothea Perry 
Valmiki Mohip 
4129/2015 7:37:47 AM 
RE: Overtime for Mayweather 5-2·15 

® ... You' r·e welcome and thanks again for signing up .. 

Prem: Dorothea Perry 
sent Tuesday, April 28, 2015 9:32 PM 
To: C'Vomw Smith 
Cc: Valmiki Mohip 
Subject: Re: Overtime for Mayweather 5-2-15 

Thank you C'Vonne. 'fo\l're. the best! After Val. (smile) 

f'.rom: c 'Vonne-·sn1°ith 
Sent; 'l'uasday, Apt:.il 2B, 2015 7·:58 AM 
To: Dorothea Perry 
Ce: Valmiki Mohj,p 
Subject: RE: Overtime fot Mayweather 5-2-15 

Dorothea 1 

We apologize if that is the way you felt. It certainly wasn't our intention, The go~l is only 
to be sure there is enough for all that are working. It's a difficult work day and I hope this 
time you'll have a more pleasant experience. I have ordered the food and we'll m~ke sur~ those 
who s~rve do not m.:ike :i•ou feel anything less than appr.eciated and valLlecl for tl)e hard wotk you 
do every day. 

Thanks, 
cs 

from: Dorothea Perry 
Seot: Monday, Apr.i.l 27, 2015 12: 52 AM 
To: C'Vonne smith 
cc: Valmiki Mohip 
Subject: Re: Overt:itne fo.r Mayweather 5~2-l!") 

I underst~nd food will be provided for the Supec fight (event), which is an event that could 
generate l billion dollars. C~n you pl@a.se make sure Cablevision orde.r:s enough food so that 
m~n~gers are not forced to offer people 2 wing fling$, During the laut event I was given 2 
wing flings and told ''to come back l~ter, maybe I could have more" It was insulting to be 
treated U.ke I was impoverished and begging. It .was as if someone gave you 2 potato chips, or 
I 5hould say a chip out of a bag" If Cablevision can not afford to feed the staff, they should 
not ofter food at aJ.1. 

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

'fr.O'ffi:'" C'Vonne Srnfth 
Sent: Frid~y, ~pril 17, 2015 12:34 PM 
To1 'l'SG-Jericho 
Cc: Brenda Kidd 
Subject: overtime for Mayweather 5-2-15 

Team, 
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.yo~e scheduled off Saturd~y May 2nd that wishes to work ~ full 16 hrs (or any timeframe) may 
~mail Cenctal Traffic to add the overtime in EWFM. Thanks all for your halp. 
Regards, 
cs 
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Contact Center 

Performance Scorecard 
Januarv 2015 , 
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Why A New Scorecard? 

201-5 Goals 

2015 Scorecard v3.1feb19 2015 

Improvements in the Scorecard will assist us in achieving our 
2015 goats: 

• improved measurement, benchmarking and feedback on 
customer transactions through Voice of the Customer {V0C) 

• New approach to quality evaluations 

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

• Focuse(;::l 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 

• Recelve value for the services we deliver 

• Build a high-performance1 customer'"centrk culture 
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Customer Focuse·d Scoreca,rd 

Metrics 
1. 
2. 
3. 
4. 

Goals 

Service Experi-ence Rating 
First Call Resolution 

Quality 
Knowledge Check 

../ Static 
,/ Bar set at beginning of year l 

with no ability to adjust \ 

I 
! 

I 

Utt( e acknowledgement of 

peer groups 

2015 Scorecard v3.1 feb 19 2015 

Metrics 
1. Net Promoter Score {NPS} 
2. First Contact Resolution 
3. Adherence 
4. l<now1edge Chee~ 

Goals 
../ 

../ 

,/ 

./ 

Dynamic, stacked ranking 

Drive continuous improvement 

Comparison to peer groups 

Measure Voice of the 
Customer (VoC) across the 
organizatioh and compare to 

Best in Class companies 
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Measures of Success 
Agent Scorecard 

earn: Merv Griffin 
mail/Chat 

Metric 

l'i v NPS 
NormaJiz€d NPS 

. ,.Resoluti.on · 
f7;(sf~~)~am~R~ason) · 

~ g Adherence 
+< (LJ 
ro = ! ~ Knowledge Check 

. J ~j}· . Raw Seo re 

Corrective Action 

Reduction 

0.0 

35.94 

'<'92/23% ,..._., ,, . 

. ~. 

90.74% 

100% 

2015 Scorecard v3.1 feb 19 2015 

Rank: 86of197 (s5tn Percentile)¢ 

Peer Group: Ll RS 

Welght 

J;t4 of 197 

3Elfl% 30% 

i>:ioofl9:7 
3'f!ll~'.'Cr · 1:&~:4mt , , c;~'">. ,' "' ' 

114of 197 
20% 

4.2.13% 

lofHJll 
20% 

HJ0,00% 

Weighted 

Actual 

9.59 

8.43 

20,00 

57.36 

00.00 

HIGHLIGHTS 

~ Scores calculated on 4 customer 
focused metrics 

>- Dynamic GoaJs - Established by 
peer performance 

>- Rating impacted by Jack of 
compliance to values ... 
corrective actions 

)- Final Score determines ranking 
within peer group 

)_~ Recent change to scorecard - see 
pages 7 thru 9 

JA0890
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Net 
Promoter 

Score (NPS) 

Metric Definitions 

New - Customer Feedback email survey program - using an 11-point 0 thru 10 response scale 

Score =the % of Promoters minus tire % of detractors 

Response to the following question: Based on your recent [Contact Method] experience, how 
likely are you to recommend Optimum to your friends and family? 
Scores of 9 & 10 will be viewed as Net Promoters I Scores of 7 & 8 will be viewed as passive I 
Scores of 0-6 will be viewed as detractors 

-~-~-~---il_M_o_d-ifi-i-ed---i-i~-e frame of repeat contact is aligned to more accurately represent the 
First Contact 1 customer 1s experh!!nce (excludes Transfers and Escalatfons) 
Resolution ' 

Schedule 
Adherence 

Knowledge 

Check 

Score = Percentage of time customers do not call back within 7 dav.s for a similar issue 

Reinstated - Reflects individual contribution to Service Levels 
Score:::: Percentage of time within the work schedule the representative is interacting with 
or available to serve a customer 

ExistJng - Reflects accuracy of information provtded to customers 
Score= Average score of monthly assessment. Questions related to servkes and processes. 
Representatives may have access to use a.II usual resources and tools used during customer 
interactions 

2015 Scorecard v3. 1feb19 2015 

JA0891
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Value Compliance 

Coaching 

Verbal Wa ming 

One Written Warning - or~ placed on Action Pian during the 
review period 

More than one Written Warning- or-one Written Warning and 
is placed on Action Plan during the review period 

Final Written Warning - with or without prior Written Warning 

2015 Si:.orecard v3.1feb19 2015 

M:etricS'Seore:Gard~ M'aH:irn~ro\ 
Oeduct·ion .. . . v: ' Ann:~~I 
·· ·· ,. Rating 

No Deduction 

10 points 

20 points 

20 points 

30 points 

Not limited 

Not limited 

Valuable 
Contribution 

Requires 
Improvement 

Requires 
Improvement 

JA0892
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Normalized NPS 
• Average NPS resu Its vary based on the customer contact reason 
• Each representative receives a varied mix of contact types survey responses 
• To objectively com pa re 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 0 {zero) 
- An overall O (zero) NPS for all transaction types in this peer group= 54th percentile 

• 80% of Mary's surveys were Mary's Surveys 
from R&S contacts where 
Mary ranked Poorly as 
compared to other R&S survey 
responses~ in the 33rd 
percentlle 

-. 20% of Mary's surveys were 
from Bitling contacts where 
she performed w~ll relative to 
other Billing survey responses1 

fn the g()th percentile rn Billing 1111 R&S 

• Mary's overall weighted NPS 
percentile ranking;; 44H• 

percentlle 

2015 Scorecard v3.1 feb 19 2015 

John's Surveys 

~l Bilffng llli R&S 

• Most of John's NPS - 80%­
came from BHling contacts 
where he scored well 
compared to other Billing 
surveys ~ranking in the 86th 

percentile 

.. 20% of John's surveys were 
from R&S contacts where he 
performed poorly compared to 
other R&S surveys, ranking In 
the 33rd percentile 

• John's overall weighted NPS 
percentile ranking= 7fith 

percentile 

JA0893
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Norma~ ized N·PS {cont'd) 

Mary 

#of Surveys 

Promoter 10% 20%, 30% 

Detractor 10% 20% 30% 

Passive 0 40% 40% 

Net Promoter Score Q 0 0 

Ranking 41 200 

Rankin Percentile $6% 33% 

Transriction Type Mix 

Normalized NPS 

R;ink 

90th 

Normalized NPS 7flth 

Percentile 5-0111 
i.~<j 

3-0th 

HJ th 

2015 Scorecard v3.1 feb 19 2015 

John 

20% 10% 

20% 10% 

40% 0 

0 {) 

41 200 

86% 33% 

Rank 

91Jth 

7Gth 

50th 

3.0th 

,l(i1J1 

Calculation 

---i-A_.All :surveys completed 
30% 

30% 

40% 

0 

---l 

B N PS r-ating of 9 or 10 

C NPS rating 1 thru 6 

D NPS ratlng 7 or 8 

E = (B-C) 
-'-----~------------~ 

F Transaction type ran[<lng within Peer Group {30i'.i reps) 

G % of those in the PG ranked the same or lower than (F) 

H Percentage of transaction types in (A) 

l = B!lf'111g (G x Hj + R&S (G x H) 
-~:-+---

J =%·of those in Peer Group 
ranked the same or lower-than (0 

JA0894

Case 16-1186, Document 53, 06/10/2016, 1791182, Page108 of 252



Case 2:15-cv-07054-DRH-AKT   Document 8-11   Filed 12/14/15   Page 194 of 426 PageID #:
 1909

Narne 

Annie 
Bob 

Cathy 
Mark 
Doug 
Earl 

Sue 
John 
Tom 

Steve 

Calculating Percentile Ranking 
for ,Each Metric 

Weight Ranking Weight Rankir:ig W~ight 

Norm:altzed Ra.nking and +=" Ranking and @ and @ flhcl @ 
NPS Percentile FGR. PG?ri;:~ntile ~~%' ADH Percentile 20% KC Percentile 20% 

80.0 1 100% 30 -8:? 1 "J;j)\:)% 30 86.0 2 80% 16 90 8 20% 4 

67.0 2 803 24 $,Oi .3. 70% 2J,,. 86.0 2 80% 16 90 8 20% 4 
40.0 3 703 21 7~ S,0%., J.{i• 85_(] s 50% 10 100 l 100% 20 

40.0 3 70% 21 '7B ::i.2. 80.0 9 10% 2 90 8 20% 4 

13.0 6 40% 12 ?$ .. 12 85.8 4 60% 12 100 1 100% 20 
-18.0 7 30% 9 .,,(1 0 84 .. 0 8 20% 4 100 1 100% 20 

-40.0 9 10% 3 .82 2.4 89.0 1 100% 2.0 99 4 {50% 12 
---l;,.., ,-~·~ 

-30.0 8 20% 6 ~I) :7Q%. zi .8S.O 5 50% 10 99 4 60% 12 

-40:0 9 10% 3 7$ 6 -403 ~· 80.0 9 10% 2 94 7 30% 6 

13.3 5 50% lS ,{8 6 I 
40% <U 85.0 5 SO% 10 98 6 40% 8 

> Ranking is based on metric performance as compared to peer group 

Sum of 
Weighted 

Scores 
go 

·65 

66 
39 
SG 
33 

59 

49 

n 
45 

>- Peer groups are pre-defined groups used to measure performance resu.lts for similar work assignments 

;or. Currently 10 Peer Groups 

2015 Scoreccird v3.l feb l9 2015 

Ranking 
1 

3 

2 

s 
5 

9 

4 

6 

10 

1 

JA0895
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Ranking and Performance Rating 

Ranking in Peer 
Group Determines 
Performa nee Rating 

i 

Score 
Ranking ' 

!, 

·~·Annie .~-1=-· -.... ~.~~··· .. :1 
Bob 'I 65 3 I 

.• ~~-""~···· ~--·1 ! Cathy t . 66 _ ~ 2 j 
\Mark . i 3:·~·- 8 J 
I Doug I 56 L 5 I 
Earl r~···-i3-. - 1 9 J 
Sue \ S9 ~, 4 l 

11-J-oh-n--i· 49 !-. -~ .. J 
t ~ 

j1bm 23 I 10 i l 1~~!1~· ' 
!; Steve 45. . r 1 ~···· J 
·'-----"'·~-

20:L5 Scorecatd v3.1 feb 19 2015 

5%: 

Requires 
Improvement 

Performance Ranking 

65%: 20%: 

Valuable Contributor Strong Performer 

10%: 
Outstandin~ 

Impact 

JA0896
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Current Peer Group Definitions 
January 2015 

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

1. Billing Reps 

2. TSG level 1 

3. Level 1 Repair & Service Reps AM/PM Shifts (No E-Mail/Chat) 

4. Level 1 Repair & Service Reps AM/P.M Shifts (E-Mail/Chat} 

5. Level 1 Repair & Service Reps Overnight Shifts (No E-Mail/Chat) 

6. Level 1 Repair & Service Reps Overnight Shifts (E-Mail/Chat} 

7. Level 2 Repair & Service Reps AM/PM Shifts {No E-Mail/Chat} 

8. Level 2 Repair & Service Reps AM/PM Shifts (E-Mail/Chat) 

9. Level 2 Repair & Service Reps Overnight Shifts (No E~Mail/Chat} 

10. Level 2 Repair & Service Reps Overnight Shifts (E-Mail/Chat) 

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

2015 Scorecard v3, l fob :l9 2015 
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Key Performance Indicators 

• The four most custotner impacting metrics are included in Representative Scorecard 

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

Critical KPls: • 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) • ITI Compliance • IBA Compliance 

" Idle Time • Rep Custome.r Satisfaction (Voe) • Personal Time • Quality Scores 

2015 Scorec.:1rd v.~ .. J ... fob 19 2015 

JA0898
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Annual Performance Rating 

Description 

I 
Hating 

80% Scorecard Metrics 20% Behaviors 

Annual Weighted Average Performance Contact Center Representative will focus on identlfied 
behaviors - Specific 2015 behaviors TBD I Examples may pe 

Includes deductions for Value 
Compliance 

If KC ls missed - and met m1n1muni 
transactions the monthly score== last 3 
month average 

Representatives: 
• Customer Focus 
• Account:abllity 
• fntegrity 

Superv1sors/Managers: 
• Customer Focus 
• Leadership 
• Passlon 
• Transformation 

• Outstanding Impact = Ranked 1n Top 10% See Appendix for Performance. Rating Scale Definitions 
of Peer Group 

• Strong Performance == Ranked in Top 20% 
of Peer Group 

• Valuable Contribution.;;;; Ranked in Top 

65% of Peer Group 

• Requires Improvement= Ranked Bottom 
5% of Peer Group 

• Outstanding Impact 
• Strong Performance 
• Valuable Contribution 
• Requires lhiprovement 

2.015 Scorecard \J3.1 feb 19 2015 

JA0899

Case 16-1186, Document 53, 06/10/2016, 1791182, Page113 of 252



Case 2:15-cv-07054-DRH-AKT   Document 8-11   Filed 12/14/15   Page 199 of 426 PageID #:
 1914

2015 Bonus for Non Exempt 
Employees 

------~-~------

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

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

2015 Scorecard v3. 1 feb 19 2015 

JA0900

Case 16-1186, Document 53, 06/10/2016, 1791182, Page114 of 252



Case 2:15-cv-07054-DRH-AKT   Document 8-11   Filed 12/14/15   Page 200 of 426 PageID #:
 1915

Career Progression 

../ Current Opportunities 
" CSR Grade 10 ->CSR Grade 11 I CSR-ASR Grade 11- >CSR Grade 12 
• TSR Grade 13 -> TSR Grade 14 / TSR Grade 14 -> TSR Grade 15 

./ Performance Metrics .Requirement: 
• Scorecard Metrics: 

2014 =Quality, Service Experience Rating, Knowledge Check, First Cali Resolution (Avail/AdherMce~ partial) 
2015 ::: Net Promoter Score, First Contact Resolution, Adherence, Knowledge Check 

• Performance Period: Rolling 12 month average 
Monthly Minimum Transactions: Rolling 12 month average indudes months when transactions hand[ed 
>/= 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 Ratlng) 

./ Emp.loyee Must be in Good Standing: 
• Not received a documented verbal warning, wdtten warning, or pla~ed on an action pl<ln in prior 6 months 
• Not received a final warning In prior 12 months 

./ Career Progression Assessme,nt: Administered after meeting all qualifications - candidate may use all 
usual business resources and must achieve a score of 80% 

2015 Scorecard v3.1feb19 2015 
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Career Progression Timeline 

Car0eer Progres§jon Date 

r 1014 l 201S 

DJ J 

i?Ol~6 
' 

J~J±J~~ J~_J s I 0 l NI D I J~ I ~l~L~I J J J~La I N I r F Ja,\ 
.. 

Performance Metrics 

Vi- .{ind A&AJ .,/ ,.r ./ 

V2- (n/lm:l i'.&A} ,,/ ~/ ./ .,/ ,/ ,,/ ./ ../ '\./ 

CXE Metrics .,/ ~/ ,/ -../' ./ ,/ ,/ ./ ,/ ./ .,/ ./ ./ ./ 

Look back Period 

6 month ./ ./ 

11+ months* ./ .,/ ·./ ./ ,/ ... / ,/ ./ ./ ./ ./ ./ 

12 month ,/ .,/ ,/ ,/ ./ ,/ ,/ if if .,/ .,/ ./ ./ 

Ach ie.vement Goa i 

Val Cont .,/ ./ ·/ .,/ ./ ./ ./ ./ ,/ ./ ,/ ./ 
Target# 

Top 30% ./ ./ .,/ v' ./ ./ ./ ./ ./ ./ ./ 
I 

./ ,/ ,/ 
.Ranking 

*- Note - Jan 2015 wili be Included in the loQk back pe.rlod hut NP5, fCR ain<l P.UH 
will noH1e factornd into ti month :average 

2015 5coreccird v3.1fob19 2015 
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Coming Soon 

~ Recognition Program updates to align with new metrics 

ci};r Uconnex updated to support the new scorecard - key changes 
include: 

-D Peer Group Name 

D All Metric Data Displayed· 

0 Corrective Action Deductions 

}- Release 2 - Expected in March 

D Normalized NPS calculation 

0 Percentile ranking for each metric 

D Peer Group ranking 

2015 Scorecard v3,1 feb 19 2015 

-----~ 
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Appendix: 
Performance Rating Scale Definitions (1of4) 

(SeJf) 
Leadership 

Collaboration 

Transformation 

Integrity 

Acco untabi I ity 

Focuses on activities that: 
• Drrvc 1•t call resolution for customers 
• Reduce necessary truck rolls 
• ReducQ frustration for customers 

Observ.-:itional feedb<Jck 
Agility records 

• Identifies cross fonctional issues or opportunity; otg;mlzes a representative team, and defines/implements a solution 
U.se5 opportunitie:; to collaborate and communkate across the organization through cross functionvi working teams; lunch and 
learns, job shadowing, etc. 

• Builds partnerships across business gr-::n..rps and uses all avallab~e collaboration opportunities 
• Actively accepts/seeks opportunities to participat~ on project teams 

• Reguhu!y checks for und€r-5tanding with their team; Seek;. clarity when it is required 
• Actively applies constructive feedback 
• Observational feedback 
• Agility Utilization 

• No record of counseling or corrective action in relation to our Company Values 
• l1elps peers or new employees understand ;;md uphold the company's values. 
• Does the 'right thing' {even when no one is looking) 
• Observational feedback 

• Builds coverage plans for vaq1tior1 or days out of the office 

• Consistently adheres to attendance and leave policies 
• Considers customer impact when taking action or making decisions 

• Actively ;.ipplie5 constructive feedback 
• Consistently demonstr;ite~ behavior that facilitates a positive customer experkmce and productive employee environment 

2015 Scorecard v3.1feb19 2015 
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Performance Rating Scale Definitions (2of4} 

Customer Focus 

Creativity and 
Innovation 

Excellence 

Passion 

• Effoctivefy handles customer escalations, identifies root cause and escalates/shares resolution to minimize future occurrence 
• Receives Customer commendations 
• No history of negativG comment$ or complaints related-to their knowled(l:e or behavior 
• Award retlpient (Team of the month, Customer Exceflence) for demonstrating the- criteria for-each award (pre-defined) 

• Embraces new technologies and idea5. 
Seeks to improve processes by identffying issues. and suggesting solutions 
UtlHzation of new tooils, tei::hnology and now processes 
Manager feedback on idea generation 

• Call-monltorlng 

• Sales ~xp~rience survey 

• QC repons 

• Acttve ly pursues growth <ind deve I op rn ent for the-n'\s e Ives and their tm am. Measured th rough developmental ai:tiviti es, 
participation on spe-ci<'.it project teams, etc. 

• Understands <md leads change within the organization. Demonstrnted by e;;irly adoption to initiatives, timely execution of efforts, 
and assistance in peer understanding and compli<ince. Measured by compliance to deliverables, 11islble pe~r coaching/m.entorlng, 
etc. 

• Demonstrates ;;i deep level of engagement and energy around.the1r role. Measured by supervisor observation. 

2015 Scorecard v3.1:feb19 2015 
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Performance Rating Scale De·finitions {3of4) 

Leadership 

Collaboration 

• Establishes challenging but attainable goals <ind metrics. Actively manages employees progress towards those goals;. Trikes action as 
appropriate. 

• Monltor.~ team prlorities and progrnss using departmental and individua1 metrics. Delivers and expects <1ccountabili:tY for.actions and 
commitrnents. 

• Conducts x number bf weekly coaching sessions with their employees (cadence established by department} 
• Regufarly reviews and addresses top anq bottom performers. Action!. as <Jppropriate. 
• Mvintairts levels of destn .. u;:tiv-e attrition at le:5.s than 10%; Actrvely drives constructive attrition. 
• Focuses on actMties that: 

• Drive 151 call resolu.tfon for customers 
"' Reduce necessarytrw:;k rolls 
• Reduce frustration for customers 

Identifies cross functional issues or opportunity, organizes a representative team .. and defines/imp~ements a solution 
Provides and supports opportunities for employees to collaborate and communicate across the organlzation through cross 
functional working teams, fun ch and learns, job shadowing, etc. 

• Builds p;;irtnershlps acmss bminess groups and uses all avail<ibie colfaboratitm opportunities 
Invites representatives from other business units to attend team meetings and share updates from their side of the businsss 

• Actively accepts/seeks opportunities to partlcipate in staff or project meetings with other teams 

2015 scorecard v3.1 feb 19 2015 
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Performanc·e Rating Scale Definition·s (4of4) 

Transfrmnation 

Integrity 

• Owns change throi.lgh communication and reinforcement Demonstrated by agenc;iatopics, regular team meetings ;md J.:l's 
• Uses aH opportunities fo reinforce ch~nge efforts including oiHhe-spot coaching and recognition of aci:N"ities tharsupport 

transformation. Demonstr<Jted in staff m~eting agendas and minutes;.and observed by supervisor 
• Regularly checks for um;;lerstaru:lin~ with theirteam; Seeks darity when it.is requlred 
• Reviews data an.,Jyslsto ensure compliance and·gauge achievernentofrelated change ot1ctivities. As demonstrateli.by performance 

results. For example, repeat rate r~duction or improvement in customer satisfaction ratings. 
• Addresses and resolves resistance to ch~nge in a tin:rely manner. 
• Provides t1mely.wunseL9r 'course correction' with their team ln support of change 

• No record of c:oun.selfng or corrective action in relation to our Company Vaiues 
" Addresses behavioral issues on team in a tlme.ly manner and uses progressive discipline to reinforce expected behavior 
• Has a record of rewarding good behavior 
• Helps peers or ne'W employees uncierst<Jnd and uphold the company's values 
• Has a record of consistent andfuir behaviorasrecognized and measured thrm:.igh employee survey and pulse surveys 
• Does the 'right thing~ {even when no one is looking} 

2015Scorecard v3.1feb19 2015 
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Exhibit All 

R-24 

JA0908
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 1923From: 

To: 
Sent~ 

Subject: 
Attachments: 

TSG Info 
TSG Info 
311212015 2:30:36 PM 
NPS Dos and Don'ts 
NPS Dos and Don'ts.pptx 

t'lease take a 1r:oment, when available, to review the <:ittached dos and don' ts •,.;her:; int.e.ractin.q 
with a cu~torne~. 

Thank you, 
DR 

;7,..-,1{ / 
t::xti. N~: ts.fl" Received L Rejacted ~ 
Ca~ No.:~._.--...,.....---""'.~~­

Casa Narn!9:~u..~~~~;i:.c.;~""'?.~-
No. Pga; ___ _ 

JA0909
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Case 16-1186, Document 53, 06/10/2016, 1791182, Page124 of 252



Case 2:15-cv-07054-DRH-AKT   Document 8-11   Filed 12/14/15   Page 210 of 426 PageID #:
 1925

\A/hether you hc1ve ct l:>ulJbly f:Jersonafjty' or 
ore more cairn and collectedl it is very 
ftl1/:JOrtont fo i:Je offctbfe vvhen srJeaking 
'·V· f·-T1 h r1 I ff~ r-. us .J.,"'" .. d"11 r-s V .1 L,,,_ l.... fL.i , 
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D n't 

r l'i 

~· ; 
j; 

\' 
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~Mind your P's and ·Q's. 

Being polite, even to the rnost challenging of 
customer's, can go a long way toward improving 
the interaction with the customer an·d letting 
them know that we are interested only in 
providing them the best possible service. 

JA0913
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Don~t 

~ Corne down to the custorner1s ~ev,el. 

If the co{[er is agil'afed, thcrt rnay rneon ·thcrt 'tlley hove 
hod a trul·'l poor experience vvith us or fhot· n1oy rnean 
they ore bringing acJdifionol baggage onto tl1e call. Either 
vvay, reciprocof-in9 1'!1e cu.ston,-ier's frustrcrf'ion will only' 
t11ake fhe interaction vvorse for bofh parfies. 

,,._., 
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~ Offer alternatives to Demarcation. 
lf a caller ts upset that they are unable to pay the~r bil'I on 
our website due to an issue with their browser for example, 
after referring thet11 to that browserjs support team; 'Ne 
could speak to using other browsers io 111ake the payment 
and advise of all the other payment options vve have 
available to all our customers. 
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't 

~ Sim12ly educat~ the caller that the problem is nofours 
without providing other 01;2tlons. 

This can lead to the cus·ro1ner feefing as though we ore not interested 
in assistinn thern; i.e. if a custorner is experiencing an issue with their 
picture size on an old 4:3 HDTV (SD picture shape, Hi9h Deflnit'fon NJ 
explain they can get more channels to fit ·their TV by utilizing a SD 
cabfe box instead of a HD box. Just advising 1hat, to get HD pictures 
at the right size1 would require a new HDTV sounds like we are 
brushing them off. 
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Exhibit All 

R-25 
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 1932From: 

To: 

Sent: 
Subject: 
Attachments: 

Team, 

Vatmiki Moh~p 
Anthony W:ilmer; Dorothea Perry; Derek Whk Jose Gonzalez: Jeffrey Guzman; John Joseph; 
Jackie Lyon: Jason Moonsammy; Joseph Tso: Ke~n Kruse; Louis Pascarella; Leo Posada; Lal.rent St 
Gernrd: Latoya \Mlson; Manwn:.lra Mittal; Mike Rauch; Nadine Gyles; Rae-Ari 8rtd9elal; Rncky Popa; 
Roberto Vssquez; Stlivanemd Singh 
3/2312015 6:28:37 PM 
FW; Have Questfons About Nat Promoter Score? 
lmage001.png 

Please try to make one of th~so dllring your lunch or .break. 

From: Itil ton L·ope i:a 
s~nt.: Monday, March 2 3, 2 015 1 D = 55 AM 
To: Anthon}' M.;ahci.raj; Carolyn Mills Washington; Charles Wright; Claire Burnett; Da.rken 
Jean-Cha:les; Oebo~ah Coletti; Desirae Muniz; Devon Rarndan; Eric Schilling; Gary Pettina~o; 
lkraam Aslam; James St~r.'; Jason Co~; Jay Leong; Li.i\.~ne Gonzalez; Locksley Porn.~ells; Lorraine 
~layE'!s; Luis Be :i: r.ios; [lora.r:c Bernard; Marc Ethieq Hark Harvey; Michael Ni9 .ro; Mike Poll an; Mike 
Rodriguez; Raniero Cecora; Shane Abbatecol.;i; Stacie Ser.r::anc; .SyeH;l AJ.i; 'l"ali!!!hi!l Wash.Lngtor.; 
Valrniki Mohip; Vioh S~r~jnar~in; Ar.ita Zummo; C'Vonne Smith; Gilbert Vega; Gina Spaulding; 
John 'rucci; Ni co le Wes tc:.a .i:r; '!'¢1ra Campbell 
Subj!S!ct: FW~ Have Questioi;is About Net Promoter Sc::o:re'! 
In~ortance: High 

Please help en::curage yo'..lr team xnernbers to ·a'- t.~nci, 

From: Nilton Lopera 
Sent:. Monday, March 23, 2015 JO.: 53 h'1 
To: M1lto~ Lopera· 
Cc: Ar.i ta Zummo; c 'Vorme Smith; Ci.lbet t Viai;a; Gina Spoiuld.l.ng; John Ti..:.cci; Nicole .~res tear n 
'l'a~:a CaEJ.,Pb~ll 

S\!bject.i !:'VI: Uave Qu~sticns .ll.bout Net Promot~r Scor€? 
Impor~ance: High 

Flease take adva~tage of this ve~y iropcttant educational ses~ion while in the break room. 

Thanks 

From: TS>;; Info 
Sent: Monday, Ma.rch 23,. 20;,5 Hl:.?.3 AM 
'f'c: '.t.'.'3G Info 
Subject: Have Q"<..lestions About Net P.tomot..;,.r S~t>te? 

[cid:imageGOl.pn9@01DG6319.6D~43ECO] 
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C:Alli TIME 

S/23/20l5lOAM · l.2PM lPM - JPM S/>M- 7PM 

3}:24/2015 BAM- lOAM l2PM-2rM 4PM ·lil'M 

3/25/2Cll511AM · 1PM 2PM-4PM SPM· 7PM 

3{21.>/2015~'/'"M • l 1A.M. lPM • 3PM .5PM - 7Pf,ti, 
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Exhibit All 

R-26 
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From: 
To: 
Sent: 
Subject: 
Attachments: 

'I'e.am, 

TSG lnro 
TSG Info 
4/1/2015 3:07;23 PM 
Monthly Voice of the Customer Newsletter 
March voe Newsletter v2s.docx 

In support of our Voice of the Customer initiative we will be periodically sharing Tips, 
Trainings, and Best Practices to help us all ensure an Optimum Customer Experienc~! This m~y 
come in the form oe Trainings reviewed in T1~~m Meetin9s, Tips shar:ed via hand out or e-mail, 
and Best Practices provided in your monthly One on One sessions We will recap all the great 
act:i v.i ty s1.a:rouriding our ever improving customer inter;actions right hei:e in thi.s monthly 
newsletter for your convenience! 

Please reviQW the att~chmont, thanks! 
SA 

JZ.,96 .. 
Exh. No: --- Received _"1iejected-
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March VoC Newsletter 
Road 

to 
Success 
~ 

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

your NPS score is the very best it can be including the TSG Info e-mails 
"Navigating Billing Calls Successfully" sent on 3/30/15 and 11 Conveyfngthe 

Value of Optimum" sent 3/19/15. The first things to consider are the Do's 
and Don'ts that we have made available to all of you: 

Do 
Be Personable and Professional. 

Whether you have a bubbly personality or a re more 
calm and collected, it i~ very important to be 

persot1able when speaking with our wstomers. 
,___ Mind your P's and Q's. 

Being polite, even to the most challenging of 
customer's, can go a long way toward Improving the 
overall interaction. Letting them know wa are only 

interested in providing thorn the best possible. service. 

Off er a Item a tives to De rna rcation. 
For Example, If <i caller is upset that they are unable to 
pay their bill on our website due to an issue with th~ir 

browser, after referring them to th01t browser's 
support teDm we could suggest using other browser to 
make the payment and advise of all the other paymem 

optloni; we have available to our c1~stomers. 

--~~-----------------~---........ 

Be Tran5actlonal. When your interaction is solely focused on 

resolving the issue and not on having a ''re<il'' conversation, 
many customers will perceive you as robotic and will not feel 

that you value them as B:_ customer. 

Corne down to the customer's level. If U1e caller Is agitated 
that mlly mean that they have had a truly poor experience 

with us or that they are bringin~ other bagg;ige onto the c1.1ll. 
Either way reciprocating the customer's frustration will only 

make the interaction wq~rse for both parties. 
Simply educating the caller that the problem is not related to 
our product without providing other options can lead to the 

customer feeling, we are not interested In assisting them 
For Example: If a customer Is el<periencing an is~ue with their 

picture sii:e on an old 4:3 H D1V (SD picture shape, High 
Definition IV) explain they can get more channels fit to their 

TV by utiliting a SD cable box rather then an HD box· 
Just advl~ing that to get HD pictures at the right sl2e wol1ld 

require a new HqI.~.~~~s likc 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 transiiction as smooth and pain free as possible. {For both YOU and the customer) 

Some customer cornments: so 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 (of\.<istGnt. willi ~th great customer 

$Hllir,~ ..• 1mv exllf!rlencr. t.od~v. ~ebruilf"y 21, 
201~)., .... iii~~ plur. for ttusiness, wh:ch Is 

lacXlflS \O~~Y lot som~, du~ lo not wanting to 
take the tlm~ to do~ )ob wttll Jlon~ .. •. th~n~ you! 

Optimum;~ far s~p~ri(>t \c; nm~ W~tJ•~!" Wl\lch 
w~ must tie. at our Mrnha1t~n rC!SldenCl!. 

Everything about your ~~mp•~y ii ~o ~ornpli,ated. 
Also upgrade yaut OVR ~y~t~n1~ lnjte~d ol ~pen~inR 

money an pointing ~aur !nick~ 1ldlt11IQ11s ~nlcrr~. 

Hne b~~n your customer (or CJver rn ye&rs, ond yo1• 

would rrat lr;!'Wer my bill. Now waltlnG for th~ <ither 
Comp~ny to rnll me bock 

I thin~ your pricing Is way too high. Th~ only reason I 
comider slaying with optimum Is b~c~use of their 

excellent customer s~rvl,e. 

I im not 100% happy now wllh op111~urn, b~c~u~e. even 
now I am p~yinR too much for lhe .erllice I •m (.tettln~. 1 
~fn l~oki~g 1(3; ~ b~.ltqr nt~ package at the. sarno lirnc I 

do Mt want tg lcovn Cahl~vi~ion/Optimuni sinco It~ 
my territory TV-i.l~li(ln & I w~nt lo ~~to11rM;Q it. 
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Lastly we would like to take a moment to recognize some of our 

Biggest Impact Players 
• AccOfdir'lg to our custom~rs* 

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 57.87! 

Nicole Westcarr's Team 
Has achieved the Highest Overall Rating 

In March with a score of 53.28! 

Aurl a Spedal mention to our 14 R<·.prC'.senti1th'(!S who lrnve trnlintllined PC'rfe<".t (100 avc.-rag(!) NPS in Mi1rrh wlth 3 or 

Arthur Byers 
Dal'id Rosellthal 

Dominick Ltiudisio 

1)011 Fuchs 
.Jacqueline Ly()fl 

Litw Genao 
(,ul$ Gf:rmo.wm 

Leon Stewart*" 

niorc VoC Rl',~pumes! 

5 Responses Nestor Elwin 
9 Re~pons~s Niclwl(l.~ S(:ulem 

6Responses Nicholas Shernum 

5 Re.iponses Rtu.:lrael /I11ghes 

6 Responses 
3 J?.eJp017.l'CJ 

3 Responses 
13 Responses 

Rohe11 Prke 
Villcrie Nugelli 
Xm'iP.r Downing 

lf you have any questions, please speoik to a l.ead, Supervisor or Instructor. 
Thank You, 

4 Re5ponse.~ 

11 Responses 
5 Responses 
10 Responses 
3 Rcspons(;IS 

JO Re.1ponses 

8 Responses 
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SA 
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Exhibit All 

R-27 
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 1940From: 

To: 
CC: 

Sent: 
Subject: 
Attachments: 

Milton Lopera 
Milton Lopera 
Anita Zummo; C'Vonne Smith; Gina Spaulding; Giibert Vega; John Tucci; Nicole Westcarr; Tara 
Campbell 
413/2015 2:30:21 PM 
FW: Monthly Voice of the Customer Newsletter 
image001.png; March VoC Newsletter v2s.docx 

Outstanding work by all of you - I can't thahk YO\J enough for the added att:1.;;ntion and th@ 
effo.l'.'t.S that <He being put forth to improve and tx;ansfonn with this new and e:~citing metric:. 

As you can 5ee below you continue to lead the way across ALL Optimum Contact Centers in 
over.<11.l NPS. 

Everyone &hould already know this but this is a journey that we are all taking ~oge~her. You 
hav~ my corrun.i.trnent that the ,)ericho Leadershj.p wiil be wS.th you ev·ery step of the way to help 
adapt, e.volve and congue.r, 

All of you at:\~ doing just fine and we a.re well on oi.u way to getting to the '75 NPS that those 
other World Class Companies have achieved. 

( cid :: imageOOJ. pr.g@01D06ElA. BlOD5370] 

Thank you all 1 ! . .t·fiitnernber to acknowledge all cus\:cirner inquiries/comment.s and build 
that ralacionship with your customers! 

Prom; TSG Info 
Sent.: Wedni;,sd~y, Apr.Ll. 01, 2015 3:~07 PM 
To: TSG Info 
Subject: Monthly Voii~e of the CustomP-r NewsV::tter 

Team, 

In support of our Voice of the Customer initiative we w1ll be periodically sharing Tips 1 

Trainings, and Best Practices to help us all ensure an Optimum Customer Experience! This may 
come in the form of Trainings ·reviewed in Tenm Meetings, Tips shared via hand out or e-mail, 
and Best Practices provided in your monthly One on One s~ssiona We will recap all the great 
activity .surrounding our frver improving customer interactions right heC~! .i.l:i th:i.r; nwnthly 
newsletter for youi convenience! · 

Please review the attachment, thanks! 
SA 

Exh. NoJ/J:,7 Received ~ejected~ 
case No.:_--:~"71""~~.,.,...'.'"":'."---
Case Name:-""~~~;....::i:...t;:;~~~~:;;;:· ...;';::.ff_ 

No. Pga:...-.5.-........,_ V1'~"'-4··Rep.:d6m... 
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March VoC Newsletter 
Road 

to 
Success 
~~ 

We have sent several items out this month that YOU can utilize to ensure 
your NPS score is the very best it can be including the TSG Info e-mails 

"Navigating Billing Calls Successfullyn sent on 3/30/15 and "Conveying the 
Value of Optimum)' sent 3/19/15. The first things to consider are the Do's 

and Don 1ts that we have made available to all of you: 

............... _ 
.._ ................................... -... ..... ....,,.. ................... 

Do Don't ,.....,. __ 
Be Personable ;;ind Professional. Be Transactional. When your Interaction is solely focused on 

Whether you have a bubbly per5onality or are more resolving-the issue and not on having a "real" conversation, 
calm and collected, it is very important to be many customers will perceive you as robotic and will not foel 

_.....P.,~SOli<Jble when spe<Jking with our custom(?rS. !~::_a_t y~~. val~.~ them as a customer. 
Mind your P's and Q's, Come down to the customer's level. If the caller is agitated 

Being polite, even to the most challenging of that may mean that the;y have had a truly poor experience 
customer's, can go a long w<Jy toward improving the with us or that they arc bringing other baggage onto th~ call: 
overall interaction. Letting them know we :;ire only Either way re..:iprocating the customer's frustrntion will onty 

Interested in providing them the best possible service. make the interaction worse tor both parties. 

Simply educating the caller that the problem is not related to 
Offer alternatives to Demarcation. our product without providing other options can lead to the 

For Example, If a c<iller is upset that they ar~ unablEi to customer feeling, we are not interested in assisting them 

pay their bill on our website due to an issue with thelr For Example; tf a customer is experiencing ;m issue with their 
browser, after referring them to thilt browser's picture size on an old 4:3 HDTV (SD plc:ture shape, High 

support team we could suggest using other browser to Definition TV) explain they can get more channels fit to their 
make the payment and advise of all the other payment TV by utilizing a SD cable box rather than an HD box-

option~ we h<ive av<iil<ible to our customers. Just advising that to get HD pictures at the right si<e would 

........ ,,.....,, . ..,, ___ ..... -.......... , .. ,,.........,, ..................................... ~ ...... require a new HDTV sounds like we are brushing them off. 
-~ 

This set of tips should seive 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:: CU$tomer comments: so you can see what we are doing that our custome1~s love, where we am on 

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

a.cton~i.~t~nt witl1 such r,reat customer 
~llrvlt~., .(n'\y e:i<pe.rlcnce today, ~ebruary 21, 

201 S) ....... His a plus for business, which is 
l~~kllig ! i:>~~Y fl)r 1 ooic, <ivo lo not ~rantin5 to 

toke the tlm~ to tll.> a jQb wall dorl~ .... th1111k you! 

optimum i5 for ~\IPL'1i<>f 10 Tl(ne W~lnal which 
v.:rc must use at our Manhatt:m rc~id~l\tc. 

Everytl'ilng about your compa;1y is so <Otnplie~!~d. 
Aho upgrade your OV~systEms Instead of ~p@ndit1g 

money on paintinc your trucks ridiculous €0101•. 

tfo~ bc~n yaur custom~r for cVl?r 30 years. and you 
would not IDWe r l'lly llitl. N\lW W3i~liE f 1:tr1 hR o Lher 

Comp3ny lo i;~li rn~ b~r.• 

I think VO\lf prltL11g I~ way coo 1·,lsh. The only l'c11$oo I 
wnsid~r ~t~yi1111 with <lptimum Is be1;~us• of tl111ir 

txtell~nt r,1,.t<:1•ner ~~rvice. 

I ~tl'l Mt lQO% h~ppynOWWi1hOptim~1m, bQtvUSO cv~n 
nuw I am µayln~ tuo m~d1 lvf th~ ~ervirn I ~m s~ttirig. I 
am ioo~inf for a better rate packece at the san1e urne I 
do not want to IQ;:ive Cable\Aslon/Op tlmun1 ~Ince it ts 

mv tJ?rritorv TV·station & I want to encourage tt. 
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Lastly we would tike to take a moment to r~cognize 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 Marchi 

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 .87 ! 

Nicole Westcarr's Team 
Has achieved the Highest Overall Rating 

In Ma'rch with a score of 53.28! 

Aud a Sptdal mc1H.lon to our 14 ne1rn.>::rn11tatives who lun·e mnlnialned Perfoct (100 average) N"PS ln March with 3 or 
more VoC Re.~ponsc~! 

Arlhur Byers 

David Rosenthal 
Dominic/; LaudiNill 

Do1t Fuchs 

Jacqu.eli11c Lyon 
l.foo Cienao 

Luis Germo~·en 
/,eQ11 Stewart** 

5 Responses Nest<>r Elwin 
9 Re,1yu>nses Nicltolas Sea/era 
6 Responses f\l°iclzolas Shf!rmtm 

5 Responsas Rachael Hughes 
6 Respon.1·es Rohen Pri(.'e 
3 ResponseJ Valerie Nugent 

3 Responses Xa;•;er Downing 
13 Responses 

1f you have any questiOli$, please speak to a Lead, Supervisor or Instructor. 
Thank You, 

4 Responses 
J J Re.vponscs 
5 Responses 
JO Responses 
3Responses 
10 Response.> 

8 Responses 
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SA 
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Exhibit All 

R-28 
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From: 
To; 
Sent: 
Subject: 
Attachments: 

TSG Info 
TSG Info 
418/2015 2:43;54 PM 
Your NPS Ranking 
image001.png; image006.jpg: image007.jpg 

[https ://optimum.medallia.com/efilemanager/le006c794760ac233e02lldf249lfl57.png] 
(http t 11 assetr~. gea.:::l i ve. com/t venvy/blogimages /the-rno:r'"'-you- ~;no .... ~-nbc .. jpg) 

Finding your own NPS and Ranking 
t\i<:;l y<Hl know tb<>lt when you ai:.·e v.i.(~Wl.ng you:r. ''My sco:r.~s" page on the voe Do<shboar:d that you can 
see the most up to date data on not only your NPS score but how yot1 ,r,;n}; ~gainst t;>otl1 your 
Team and the Company? 
We've received feedback surrounding this in tha 'ASK Nrs~ Sessions we held 1n th• lunchroom 
and the Focus Groups Milton has been performing recently. In order to ensure you all h~ve the 
Hns~er, please view the below &creenshot You can see here where you can find your Up-to-Date 
NP.S, Ranking en your Team, ;rncl Ov•:H:<ill R~mking w;i,thi.n Opt.i.tr11U11. 
[cid:image007 jpg@01D0720A.68C9A7FO] 

If you have any questions please speak to a Supervisor. 

'T'h~nk you, 
TSG INFO 

JA0932
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My Performance 
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From: 
To: 
Sent: 
Subject: 
Attachments: 

TSG Info 
TSG Info 
4/2712015 1:37:53 PM 
Common NPS Concerns *REVISED* 
image001.png: image002.png; image004.png; image005.jpg; image006.png 

[cid:irnageDOl.png@OlD080EE.~20CC7CO]Cornrnon NPS Concerns 

[ cid: image005 'jpg@01D080EF. 579C3B20J 
Team. 

{cid:image006.png@OlD080EF.579C3.B20JWe've hea:r::d you.t: concerns both individually and in our Ask 
Nl?S Sessions, We would like to take a. moment to address some of. the b.1.gge~H: concerns that you 
have drawn our attention to. Please also take_ r1ote of our sitewide averages in critical areas 
of the eurvey in thia accompanyj.ng cha.rt. 

Common Questions 

A.nswers 

What is the calculation to determine my NPS score'? 

NPS is an index ranging from ·100 to +100 that measures the willingness of a customer to 
recommend the company's products or services to others. 

What is normalized NPS? 

An effort. to make your Raw NPS scot:~ co1rnt faj,.:ly against both your pee.t groups and the types 
of calls you take. 

How do :r kno1tr u: l 1m doing wall/ 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 
c:r:ea ting promotl~r.s. and a.t:o ther.efore doi.ng well! 

can we "re-grade" ~al.ls wh~~.t:e th~ cu.sterner. gave a 0 I.TR scor~ but 10 's everywhe1:e else? 

No. All of your peers will receive the same types of calls as you and. a.re as likely to receive 
these types of scores ~'lh the.tr s1~rvey- which is why we gr.ade you en your Normalized Score, not 
your Raw score. Additionally, this score most accurately draws the cu.stomer.'s real 
feelings/emotions regarding their contact out. 

W:i.11 we be changing this survey at all (i.e. Netflix only asks you one question)? 

There are no plans to make this ohang~ as our custome.t' i11teraction.s a.i:e more complex, 

How do I overcome issues where my hands a:n':1 tied by out policies? 

Provide A.lte.rnatives. If the issue is CPE refer the caller to the Manufacturer/Vendor.but make 
sure to educate the customer on what they 5hould be explaining to the vendor first. Refer to 
any of our Value pi.eces such as the M.;i.r.ch 17th, "Conveying the Value of Optimum" 1'SG Info 
whi.ch sp°')aks to how you can communicate all the value we bring to the customer. 

What ca.n ! do to ensure high marks? 

Utilize your soft skills! Empathize with the cust:ome.i:- the moment they state their issue, even 
before gathering data or working to resolve the issue. In our various sc.rubs of all l~vels of 
Nl?S calls Empathy has been the key differentiator between High and Low marks from our 
customers. 

How can I improve billing/value calls? It~ that realist.ic'? 
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underst;anding as you go. Always provide alternatives. Refer to the "Conveying the VaJ.ue of 
Optimum" TSG Info. AlO 

Are there any plans to score us on OSAT instead of LTR'! 

OSAi~ currently is a measured KPI. LTR is measured in your scorecard. 

When will I be billing/10 trained so my scores don't get hurt on those calls? 

B.Uling assessments have been pushed in Agility for those who have not alrea.dy been trained, 
more to come. we have also begun side-by-aide coachings using Level 1 SMEs and Leads to help 
train toward billing and iO. 

How .i.s LTR a fair question when the call is about demarcation? 

We should be educating our customers with confidence and giv.tng them the informat:Lon needed to 
.t:esol ve their issue at all times. Also, ple.ase take note that our average LTR score is only 
0.7 points away fr:orn our. average OSAT score year-to-date. 

If you hi;'J.V<; ahy quest.ions, please speak to a Lead, Supervisor or Instructor. 

Thank you, 
VoC Cerroni ttee 
SA 
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Likelihood to Recommend 
:t~v~r.~ii ::s~iisfac.fi6K: .................................. ·. 
Provides Alternatives 
;Atiilify.~O.·A~~w.er.:si.111~g·: 
.:Qu~~l.6'~~-::: · · · · .. · · · .. · .. · ·· ..... 
Ability to Explain Bilfing Issue 

7.9 8 8.1 8.1 

/¢,·:·;$:·: :.·:~i$.":· .. :.~;~.·:: iA~"i 
4.4 4.3 4.7 4.7 

:f~f :.:.r:5· .. : :,f,:$:: ·::t.>3:; 
· .. ··- . 

3.6 2.8 4.1 3.9 
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> 

:nn.ii.: 
.;::8~~j}i 
:::J\'1-olitl:i~( 
.• _._ ...... ·.· ... · ·-·~ 
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;i~;;,;: ~;':·file\:!., 

Likefioood lo R~oriunend 

:g~~~ai(s~tf ~M~-i~~h·:· 
Pro'l)des Aitemt1ti'~cs 
-f.\!?fihV.~ An:s\itef :mm6g:• 
uu:estions?~: · ·· · · ·· · =· ·· 
·· .. • .. ·-·. 

Ablli~/ to Expl~in Billrniilswe 
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From: 
Sent: TSG Info <TSGINFO@cablevision.com> 

Monday, April 27, 2015 1:38 PM 
TSG Info 

Common NPS Concerns "'REVISED"' 

Common NPS Concerns 

Team. 

We've heard your concerns both individually and in our 
Ask NPS 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. ~ 

;.~~J'f:'t .$,·:~ iRed • ~ .. ~~1 Dr-~·"' ~ 

LiKeJihood to Re(ommeod 
Overall Satisfaction 
Provides Allematives 
Ability to~ Billing 
Questions 
Ability to Explain Billing Issue 

Jan 

... 
'.1,; 

7.9 
8.6 
4.4 

7.1 
3.5 

. f m ·lOO to +100 that 

Ftb 

.c.:: 
8 

8.6 
4.3 

7.5 
2.a 

What is the calculation to determine my NPS 
score? 

NPS is an index ranging ro . 
'llingness of a customer to 

measures the wi y's products or seivices to recommend the compan 

How do I know if I'm doing well/ what is a 
ood score? 

• or is always going to be your LTR 
The best ind icat Ing a 9110 your are creating 'f are averag 
score- 1 you therefore doln well! romoters and a re 

to make this change as our .. 

Mar Apr 

\~~:;.,.l :J~.~-

8.1 $.1 

8-8 8.8 

4.1 4} 

7.9 7.S 
4.1 3JJ 

Will we be changing this survey at all (i.e. 
Netfllx only as/<s you one question}? There are no plan:=- ns are more complex. {l 

customer interact: 
1 

e:> 'J..i JJ,. f'.aco\vPti 

Exh.No: --

l 

JA0943

Case 16-1186, Document 53, 06/10/2016, 1791182, Page157 of 252



Case 2:15-cv-07054-DRH-AKT   Document 8-11   Filed 12/14/15   Page 243 of 426 PageID #:
 1958

Are there any plans to score us on OSAT 
instead of LTR? 

How isl TR a fair question when the call ls 
about demarcation? 

Utilize your soft skllls! Empathize with the 
customer the moment they state their issue, even 
before gathering data or working to resolve the 
issue. In our various scrubs of all levels of N PS calls 
Empathy has been the key differentiator between 
HI h and Low marks from our customers. 

OSAT currently is a measured KPI. LTR Js measured 
in your scorecard. 

We shou Id 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 
O. 7 points away from our average OSAT score 
year-to-date. 

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

Thank you, 
VoC Committee 

SA 

2 
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From: 
To; 
Sent: 
Subject: 

Dorothea Perry 
Valmiki Mohlp 
5/13/2015 11 :56:59 PM 
Re: Agillty-goals 

r have revi~w@d my 2015 goals antj I understand the expectatJona for my role at Cableviston and 
the appropriate ~ethods for achieving these goals. 

I understand my role at Cablevision and the appropdate methods for achieving the goals but it 
is my persor1al opinion that management's implementation of system5 that are supposed to 
measure my pe~for.mance makes me ~o paranoid th~t r am merely focusing on my survival here at 
Cablevision. My goa.l is survival 

From: Valrniki Mohip 
Sent: Wednesday, May 13, 2015 1:47 AM 
To: Anthony Walmer; Der.ek White; Dorothea Perry; Jackie Lyon; Jason Moonsarnmy; Jeffrey Guzman; 
vohn Joseph; Jose Gonzalez; Joseph Tso; Kev.1.n Kruse; Latoya1 Wilson; Laurent St Gera.l:d; Leo 
Posada; Louis l?ascarella; Manvend.ra Mittal; Mike Rauch; Nadine Gyles; Rae-An Bddgelal; Rocky 
Pope/ Shivanand Singh; Vlaci Florestal 
Subject: FW: Agility-goals 

Please go into Agility and click on submit fo.r your. goals. 

From: John Tucci 
Sent: Tuesday, May 12, 2015 10:57 AM 
To: Anita Zummo; Anthony Mahf.lrf~j; Asonja Me.i:c~~r1 Carolyn Nil.ler; CharJ.es Woi.shington; Charles 
Wdghti Cla.i.re Burnett; C'Vomi.e Smith; Darken Jean-Charles; Deborah ColetU; Desirae Mtiniz:; 
Devon Ramdan; Brio Schilling; Gary Pettinato; Gilbert; Vega; Gina Spaulding; Ikraaro Aslam; 
James Starr; Jason Cox; Jay Leong; Locksley Pommellsi Luj,s Berrios; Marc Bernard; Marc Ethier; 
Mark Harvey; Michael Nigro; MiKe Pollan; Mike Rocl.i:·iguez; NicoJ.e. Westcari:; Raniero Ceco.ra; 
Shane Abbatecola; Stacie Serrano; Syed Ali; •raleha Washingtoh; Tara Campbell; Valmj,ki Mohip 
Subject: Ag.i.l.i ty-goa.ls 
Importance: High 

All, 

Please have your rep~esentatives go into Agility and click on submit for theix goals Pleas€ 
have this done today (oz: asap} We ant;icipate having a review of the deck next w""ek. Once 
completed you can have J. on 1 meetings to discuss and questions/concerns the represemtat:ive 
may have. 

Th~nk you for your assi•tance. 
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subject: Re: Dunkin Donuts Mtg 

From: Dorothea Perry (dorolhea.perry@verizon.net) 
Exh. No:6 3 I Received ~ejeott 

To: zstern@cwa-union.org; 

Oate: Tuesday, June 9, 1015 1 :21 AM 

Zelig; I've been given some unexpected time off by Cablevision (smile). I was 
terminated by strong (lmfao) John Tucci, who is interim director of TSG. I haven 1t 
talked to this man in 11 years so I knew something wasn 1t 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 11 I didn't support 
the direction ·the company was going in" Translation: You discovered NPS was 
being used improperly and werent afraid to speak out about it and we cringe every 
time you use that 11 union 11 word 11 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 tet's hook up in Brooklyn. This will be my 
last email to the ppl blind .. copied (unless they reach out). The gestapo is running 
TSG and we could put them in danger I don't want that for them. 

Feel fr~e to call me at 917 .328.3442. 

Dorothea Perry 
Veritas et Aequitas 
Alt. Email msdorothea~perry@gmail.com 

On Monday. June 6, 2015 1 :55 PM, Dorothea Perry <dorothea.perry@verizon.net> wrote: 

Let's see if that lights sorne 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, 20151:53 PM. Zelig Stem <zstem@cwa-union.org'> wrote: 

good movie reference!! 

hnos :l/us-mae .m ail.vahoo. corr1lneolla1Jnch? _oortner~ vz-ar::s&_ra/ld>! 9r 6nlu6alkli l'.llknl!ll 117 
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1•rtrn 

On Mon. Jun 8, 2015 at 1":47 PM) Dorothea Perry <dorothea.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 comryiunication 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 Fiefds and this·aint Norma Rae. 

Your nu·mber· 212.344.2515 

Dorothea Perry 
Veritas et Aequitas 
Alt. Email msctorothea.perry@gmail .. com 

https :f/us·mg6.m ail. yahoo.comlneallaunch?.pa,rtner "'vz-acs&.r al'ld.,9r6nlu6alkljp#mail 212 
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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. 

Hey Everyone, 
My name is Zelig Stern. l am an organizer with the Communications Workers of 
America, the union that helped your cowokers in Brooklyn organize and win 
7%-30% raises. I got your contact information from Dorothea. I have been 
talking to many of your co workers in Melviffe and Jericho and there are a lot of 
you who want to fight to make CV a better place to work. I am trying to find a 
time for everyone to meet but it is hard with everyone·s schedules being 
different. Could you guys let me know what your shifts and days off are so I can 
try to find a time that works best for most people? · 
Solidarity 
Zelig 
347 337-1741 

https:/lyoutu. be/W6Hidfa 1 pl4 

lltlps;//us -mg6.inail. v ahoo.comlneollaunc:h?.oartl"Jf'...r= v1.-:ir;~~ r ,:im:o !Jrl'lnh >A;,llrlinltni <>II 
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Voice of the customer (VOC) 

optimum. 
M'5 ~o..,..,cl mare ;.~ LE:~·;: ·e;le !En1iilSriB 

Thanks for takio!I your bme ta share your !Mugh!S With us. We value your opitilon . .;ind with your feedback, pos1iivo 
rnslomer experiences ~.;in be reinforced end negativo expMeni:% ~an be lmprovGd upon 

This suNey will only te1ke abOul 3 minutes. 

Do :;ou r11c1111 eon!Bct!ng Optimum customer Mrvle& h; ths pa.at fllw day~? 

Yes 

No 

optimum. 
Jet'a connect more 

Based on your re-cent phone call, how 
likely are you to recommend Optimum to 
your friend.s end family? 

optimum. 
lot's .connoct mon 

Not At AU 

Llkefy 

0 1 2 3 4 5 

We're glad to hear you are likely to racommend Optimum. Please tall r.Js why. 

011000 

~ 
Slart 

6 7 

.) 

r!nisll 

EX!remalr 

LU>:elr 

a 9 10 

rini~ti 
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optimum. 
l!!t's e1:mnoet more 

How eatlefled are you with lhe lev~I of 
effort you put forth to complete your 
r<iq1.U1$t? 

NOIA!All 
Sa(1sne~ 

0 1 2 3 4 

Were you able to accomplish what you wanted during your phone call? 

'1 Yes 

No 

How many times have you previously contacted Optltnllm regarding tlila? 

0 

1 

2 

3+ 

~ 
S!art l"iOi$l'I 

Extreme Ji• 
Sat1'11!d 

5 6 7 8 9 10 

) 
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optimum. 
let's connect moro 

How satisfied are you wlth your recent 
phone call with c892d774ee, your 
customer eetvice repraaen~tlve? 

Not At AH 

Satlsfled 

0 1 2 3 4 

Please Indicate your satisfaction with c892d774ee In the following areas: 

Understanding of your needs 

Knowle<!ge to help with your inquiry 

Time it took to resolva your issue 

Clarlty of communk.ation 

Showing interest to help 

optimum. 
let's con.nee~ mo~e 

NO!AlAll 

Satisfied 

0 1 

"1 

1 'i 

2 

Is there anything else you would llke to add or let ua know? 

011000 

3 4 

"\ 

5 

6 

··, 

~ 

Start 

6 7 

e 7 

) 

I ... 

B 

8 

EX1ferne1y 
Satisned 

9 1(1 

Exiremely 

Salls fie<! 

9 10 

~~ 
Start Fif1iM'I 
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optimum. 
· lot'i; eonn.Qc:t more 

Thanks for your feedback. Your responses era very import0nt in helping us provide the best customer experlence. 
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About I 
U6 

aus1ne$s 
Rcsourr;ea 

U~Sltlf Ol'TIMUH 

> '''Iii CQl'nmunic~~iOM 
) "1•1 ktll119 Milltrl~ls 
~ CXE 

> "'1no11nC'<n•fl" 

• CllE fA~~ 

•ex~ f'\lnl!tes 

• VQG P1o;i1a 11> 

I o3 

Comp11nv 
Comrnunl<:etlonsi 

Inside 
Optimum 

Rew;irds & 
Recognition 

Human 
Resourc115 

!>4rks & 
Services 

i::1u~;· customer experience evolution 
f'~v."· 'll"d h! (· ' ' \ • I/ 

Department 
Sites 

Since l~te 2014, our CO'nt;Kt t11•1Hrr orgnnQiltlDn Ila$ bee11 lmplem1mtln~ ~ new vperat1Qna1 $1rategy Cl~tiQllC!d ta Orlve an 
Ufl!Jaran111e11caislOMo;r1crvl~e exp1•!ence. 

w~ nH our Initiative CXE1 C11$tOM11r b:p1rlcmt11 Evci111tlo11. Phu~lng in over saveral months 111 ~ar~l\JI $~q11e•1c.e, ext: 
ent11lls th!!' 1011ow1no: 

• Pon 1nter11ct1011 su1v"'Y~ 10 9auo~ tilt vuice of the cus1~1r1e1 (VoC). 
• N•w rcpresl!'ntallve, Ind, and sup.l\'11m;r liCQr•nrds tMI ev1'1Utle p~rrorme11t.t1 with an lnueased rn~v~ on t»i: 

~115lomer's likelihood ID t«omnieno C~bl~~lslOfl (tM Net Proll'IOl~r S'C;Jr~). 
• A r~llnl!d escaiuicn pl'o,es$, ""ll~rebv ~eMl Rept'f!cmur..es w~I ;p~r~li: in 11 vlrtuaUy consolr!latl!d env1ro11llll!nt 

sup~Drtlng representative$ lln4 Cl.l$!omers across our cont~'t c;nt"li· 
• Ml~r~tlon lo our ni!:VI Genl:WS '11eUorm Integrating ell tUs\or11cr ch11~nel5 lntlu1H"'J l'Mne, IVR, Ch<ll, tmiilt ana 

Social Ml!di~ onlv ~ $fllgk: &ystem stgnlf~antlv k1111rovt~!I 'ontact ~enter etfk.lenci~s. p1oa11(\1v1w 111'ld lhc ~us\01111!1 
eicf1et1er1ei; wM~ en~bllii11 ex~ nratevle~ $tJCh tia flex 'Khedul11 pro<.jram a1111 Skill$ Ba$ed l\•Mitill· 

• Ski& tr~$1::d r011tlng lo route custom'' tcint~CI~ 10 lh~ llest avalial)le 1ep1estml~ttv~. This will llllow tne Qrganiia!lon 
ti) i11c1eesc tlPS, r11d~c11 caffs lran$1~rr.:d l!l'ld lnerl!a&e the numll~r ol calls teS()IV~d on 1·h11 llrt~ ~tlempt, wtnle 
c~t>llnO Raprnentatrves the opCH>ttvnlly IQ II~ tl>alr must elt&ti,.ie cm e~~h <:1.rl'll~~t. 

• T~ use or altl!mat.IVI! staffing lnJltl!Gdi 10 benu man~ge lllgh ~lume perrQ~~- Jn Ql WI! wl~ bc~ln a trial with ~11 
ext4rnlll P11rtne1 k110W1'1 IOt p1ovldlt>9 p1milllf s'rvl<e tt11ou11fl a llex·tc,hed11le, homn·IJl!seo aQent wot\l!Qr(e • 

.. /In Improved (!vallty pracen delh1erin9 bost•ln•cla5s ~!I l;'Yoth1atlon~, ;,long wltli tor11ett:<l coacn1ng to drlvr;1 
pc1lorm~nct!. 

Our CXE st1ate9or ·· in p~lnlh:l with our ~.11~ - ls l'l>Dbling \Ii t11 
pr09e~' tQw~rd o~r qool ot dollvl!rl119 1 'l'lorkt creu (IJ$10tnl:r «io!lll•l11nce 
whlle al~ yl~ldinO llrl irtmmv~ Wllllr 'n~lmnml!!nt ror 011r (.u~tomer• 
facing t~ns. The lt>lll~llv11 wKI continue thra119ho1Jt lOl!i. Oyr &le~dy 
pro9~s, Wiil ~~ v1sibl1, oot~ ID o~r o.stomcr~ 1111(1 011r amployl!,s. 

Look 101 updates ~$we 'onlll'l~I: lo lmOlcmcnt CXIO, QlJt pathwey tow111d 
an unmal"1it~!t ~etvi~'C cKPC!riont:I!. 

Q.M.ttt~ms7 lust ask l(D!!f l!J!,;i:!.U;;~e Champion. 

1(,IUllll'>IO\' 

Supporting 
Information 
.An11ounccments. 

CXE fllQ~ 

CIC!! Minute~ 

http://marquee/Marquee/Content/CDN A rticlesDetail.jsp?N avld""6840&0wnerld""O&Cont ... JA0958
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TO: All Customerftfacing Employees 

FROM: Rob Comstock 

DATE: Jimuary 12, 2014 

SUBJECT: Net Promoter Score 

Our primary vision of successfully competing in our marketplace is centered on delivering 
superior products and services. When it comes to superior service, we want to be able to 
separate ourselves from competitors in our industry and start c::omparing our service to 

·recognized world~class service organizations across industries. 

As. you know / we recently introduced the Voice of the Customer (V oC) initiative, which is a 
new approach to how we sl.lrvey and respond to ou.r 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 tts to 
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 Optimtun 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 scoreca1·ds. 

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 ran.king is 
based on how you perform in relation to your peers, not to an arbitrary target. 

With NPS, we have one aggregate numbe1· to look at1 measuring the same thing the same way 
across all of our front line groups. Today we talk about first call resolution, repeat rate, SER1 

etc., and these metrics are different across operations. NPS enables everyone, regardless of 
whel'e they sit in the Company, to understand how we are perceived by our customers. This is 
fundamental to each of us making our individual contributions to our collective success. 

In the coming weeks you will learn more about NPS 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 ow· obj~tive of becoming a world-<:lass se1+vice organization. 

Thank you for your continued co:rrunitment to our customel's and to the Company. 
/) 

(L. __ _ _ , {. .·: 

Exh. No:~ Ri;;cQiVGd ~~Rejected-· 
r·) ,., ,. ·t1. -· ~ ')tj~·· t~ Case No.:....z.:;7.-; -·: .• - ·' .... 

C ... N"me· { j(. J..)c/ .;-v:p.f. 1,;_l( 
8.ST.:.il ~ • ..............-----....... --.. ~· 

It; . .') -· / r rt-,,, ( 
No. Pg$:--Date: --Rep.:- .. -
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From: TSG Info <TSGINFO@cablevlsion.com> 
Tuesday, February 03, 2015 4:31 PM 
TSG Info 
**Voice of the CL1stomer (VoC) • NPS Explained.., 

Voice of the Customer (VoC) - NPS Explained 

Team, 

As the first month of our Voice of the Customer 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? 

Or:rr;tctQ~'!'. 

01234 56 

NPS = 0/oQ ... 0!oQ 

© ®. 
NPS Calculation= Total +Total Surveys Taken -Total r-. +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 

If you still have any questions, don,t hesitate to speak to your supervisor. 

Thank you, 

l 

JA0962
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TSG Info 
saa 

2 
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380, Dorothea R 
Nominal Date Start Tttne 

3/26/2015 23;30 
5/19/2015 23:30 

12/10/2014 
1/14/2015 
1/28/2015 
311812015 
4/21/2015 
4/28/2015 

Nominal Date Start Time 
23:30 
23:30 
23:30 
23:30 
23;30 
23:30 

Nominal Date Start Time 
1111112014 23:15 
11/25/2014 23:15 
12/23/2014 21:00 

Nominal Data Start Time 
.:~$/;2015. . .... :.23:00 

Nominal Date Start Time 
5/1712015 17:50 

Nominal Dale Start Time 
11/912014 21:00 

Duration 
00;00 
00:00 

Duration 
00:00 
00:00 
00:00 
00:00 
00:00 
00:00 
Duration 
23:45 
23:45 
22:00 
Duration oo:oo· · · 
Duration 
18:30 
Duration 
22:00 

Memo 
00:30 
00:30 

M~mo 
00:30 
00:30 
00:30 
00:30 
00:30 
00:30 
Memo 
00:30 
00:30 
01:00 
Memo 

·tn:oo· 
Memo 
00:40 
Memo 
01:00 

<2/18/2015 23:56:58> JA e3 coaching 
<4/23/2015 22:37:15> JA 
From: Anthony Maharaj 
Sent: Thursday, April 23, 2015 7:39 PM 
To: Jennet Acosta 
Subject: FW: exception 

Now this was 4/22 

From: Jennet Acosta On Behalf Of Central Traffic 
Sent Thursday, April 23, 2015 6:55 PM 
To: Anthony Maharaj; Matthew Greene; Central Traffic 
Subject RE: exception 

rs thia for yesterday 4/22? If so Matt has a training entered from 1139pm-1232am should f remove this 
JA 

From: Anthony Maharaj 
Sent: Thursday, April 23, 2015 6:51 PM 
To: Matthew Greene; Central Traffic 
Subject: RE: exception 

Please enterl 

From: Matthew Greene 
Sent: Thursday, April 23, 2015 1 :26 AM 
To: Anthony Maharaj 
Subject: exception 

12:00-2:30 live support 

Thanks. 

<12/2912014 11 :07:42:> JA 1 on 1 
<:12/29/2014 11 :10:42> JA 1 on 1 
<12/19/2014 18:14:55> JA 1 on 1 
-=211 B/2015 .23:56:03:> Ja 1 on 1 
<3/27/2015 20:02:01::> 1 on 1 
<3/2712015 20:02:01 > 1 on 1 

1 on 1 
1 on1 
<l'.11/2212014 23:45:58> JA 1 on 1 

:i=oetni::·Gro·up:Wi Milton··: 

<5/14/2015 19:26:08> Silling Fundamentals agility CST 

KC- cl JA0965
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Name: Dorothee Peny 
Buslne&s Unit Cablet Oparillions 

te Crl~rla ryp9: Oia!e !reining la eddl!Jd to U5~rs' transcript 
Start Cate: i 11312014 
f:nd bate: 61812016 

Training Typo: Cohort, Cumculurn, Event, cxlema!Training, 
L.lbrary, Material, Onl!no Class, Posting, Qulcll 
Course. Ses&ion, Tes! 

'l'ramtng TIHe: 
Subje<:1(s): 

1111n1ng Include: No 
I Training Onl;,': Yes, Snow !!II hl$le>rlcal fn$1ancos of 

eomplctron if tM user has completed n1ore 
than ona instance 

I GenoratlHI By: E:mpr&$$ Henderson 
Ftepon Oatc: 10121:2015 

TYPE 
-eaa:9"9-;c~-'!"'hOc~-.,..k-.. ~~~~~"-"'""'--'-~-·--=· 
tantauallty 
rt Two 
~tCent11r 

mt5 Tralnl119 
~ebEx 

~ctgeCh111;k 

iments 
xRecordlng 
inlcatlon 

fraln!ng 
1owledge 

ys Interaction 

~~·:t~~1ii: 

~:~~~;;~f) 
lntsrnaHonal 

Curllculum 

TOSI 
Video link$ 

PDF 

Cur1~1lum 
Teat 

Online Class 

POr 
Test 

~R~'i 

:~~i¢!iiilf 

Cumculum 

TllSt 

REGISTERED START DATE 
END DUE COMPLETION 

DATE DATE SCORE STATUS DATE 
'™-'"llfZmo1s''"''"'--~'lm~t:P"""'~~=-~=i=f"!ll'l'!if:!""""'"""'" ... '""""'Nft'"'.'!'1A-''~~i 

51412015 NIA NIA NIA Complttdd 5110/201~ 

4/:l/:!015 NIA 

411/2015 NIA 
311812015 NIA 

3116/2015 NIA 

~/S/';lCl1$ NIA 
2/1/2015 NIA 

1130/2015 !WA 

1m1201s NIA 

1/2712015 NIA 
12130/2014 NIA 

)~M: )ilrA::: ... •·,•.·., 

'~~,#~+>. ·:"Ni.A:':. 
:;:-.:;: 

...... -.. ·-: 

11125/2014 NIA 

11/512014 NIA 

NIA 

NIA 
NIA 

NIA 

Ni'A 
NfA 

NIA 

NIA 

NIA 
NIA 

NIA 

<!12712015 
NIA 

NIA 

100 

100 

!lO 

NIA NIA 100 

NIA NIA 
NIA NIA 100 

WA> :·:iff1@,jf'. 
.. i;if~/ /Ni;,[: Joo:·:: 

NIA NIA 

NIA NIA 100 

Completed 

Cample!ed 
Cortlp!sted 

Completed 

Completed 
Comp!etad 

Complelecl 

Completed 

Compllllcd 
Completed 

·~:~~:':;:: 

·:~~~ 
Complete<j 

Completed 

41312015 

4/22/201S 
4/$17.0Hi 

41312015 

212412o·ts 
2/24/2015 

2/11/2015 

1127/2015 

4!3t.l015 
1213012014 

·:·~~1~:: 

.;:;@~il+~i 
:·· .. ::.:.-.. -..... 

12/1012014 

11/1£112014 

JA0968
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Targeted Coaching Program 
~11te1lllle 

Upd~t(;'(I o~ M: 
f '111.lQ.li liM 1lZ 

MM:l! 2015 

Co111ael Cantor. L11v;I: Pt•r Group: 
All All All 

l>M Aga11I: 
IXl$77l! • Parry, DarQlilea 

Outl~~r b¥. .AB~~t, 
AcllDll . 

~~na . Pony, Oan;ill11a ·~ 

.. ·-·' 
Metric Det_~fl.s. Oljtl!e~ ·Ma.g~_ftude 

t SolO~llO~ 11"1) Pnor (,\r<!l.Jf' t\•Q 

Voe NI'S N~rm~ll11:fl ·~ 1~1)~, M.O•• 0 

Sevs~ o;y FCR '" 84.B 'I'• e1.r~ 

Schei11Jf6 ,l.df\orAntt ,., 90.8 'Ii aa.1" 
KnalllllllgG Check ~ lli'J.(! ~t m.11·r, I 

l>rvvemabl• TC "4 1,3% 1.9,,, i l~tqmar x1ura <:oinpfo!od % U'Yt 3.41'> 

AYQ tl11nr;l10 Timo lilt 712.0st:e $3Ui;~~ 

1rr 'l'gol U1111' % 71,4\'t GO..So/t "' J!} 

tall 'l'ol>I U4~9' % 3.U'I\ 3a.o'):. :ii:· 

0 
(') '·' 

VoC OSllT •~l>l"l s.c .1.01; fl.0 tH\af~ 

Q11alll)ISC"'° 'I\. /rs..= ~ ... :J:i_ I ;c 0 0 

Per1on111111111 "-' U\, t;,ll ~1 

0 ... 1.u "'"'~n~r~ ~k · J.3'Yo 

PROPRllIT ARY AND CONFIDl'm!Pt~. FO~ INTERNAL USE ONLY. 
ThQ 1nrormallan available~ 11~e1ntd ~nnaunllef lntomnnlon eubj11el to llW Coll!j)dn)"• CQnndenllBI fqlonnallM PQi'i;y. 
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April 2015 Targeted Coaching Program updu1~d ~;or: 
EB~up~am1<~;~~,~~~IJ~&~..-~--~~--.... --~...-~-----~~,.i.o.L.~~~1 ..... .._~~~ ..... ~ .............. .._ __ ~.,.._..--~~----~----~~ ..... --~.-

Cont1e1 Conton Leval; pgor Oroup; PM 
AU All AN 

01.:1tlf er by _Ageri~. 
AeUQ~ 

D3QT7$ - Prny, Dprafh~il l v 

Metric DetaHs 
Solo~llO" .~Yjl PIOQr\7'1<1\/fl.o\11) 

voe NPS Normll.l~od % :'OJ)~ .• !H,?~i-

se~Qn Uay FCR % llO.O % ee.1% 

Schedulo A~herenc& % cl.'(l 1~ r~i <:~· i) ( s. 

KllOl'llcdv• Clmk % 100,0 *' 96.9% I 
Pnivonu~Je re·~ 1.Hi 1.9o/o j l/ltetn.i )(ton; Compl~t•ll % 2.0% ~.rn 

Avu H~~d(a T'llllll BOC ~-1;) ~' ~··<: ".i~-5..fihN: 

1rr roaru~~gq >i> 64.(l\; 62,J% 
~ 1111\ TQ61 uuga 'ii 0.0% $4,$% 

VoC'OSAHCll~ ,' ~v ~.~r.~+ 9.1 ~,r;i'Hl:' 

Q11•l~v s~oni % tl_J ~ 77, 11\ 

Patsc11~l lime 'A; 1.~% 0.ij'll, 

OV1>r•ll ~on:en1ij• R.>:n~ 34,2% 

~; 
1 
! 

!v'i 
l.ri 
!..-I 

~ 
0 

Supervl~ori 
All 

Outlier by Metrfc 

Agonl: 
alM7S-Ptrl)>, 001'1)1ho1 

H r:::r . B! voe l'jP6 NQ1111~U1od ~ 
\ Sov.!11D~y1'¢R % 

'{_ 1 --

1
--·) -; 5eh~dufe Adhwoo'a % 

j Kflowtedgo Ch~~k 'II. 

1! Prnvertlrlbla iC % 

.i 1r11•m•I Xrors C&JnpM~d % 

Br AV'¥ Mandkr Tima altO 
i 

~ 

1 •. ~-·-1 --
t'" 
/~,-. t 
11..·~ -
I 

I 

~ 
rilmIDI 

~ 
Outlier Masn1tu~e 

VoO O&Ahtohl 

0 
0 

-· 0:1 
"":)··--·-·-----.. 

PROPRll:r ARY MO CONAOENTJAL .. FOR INTfiflNAJ. US!: ONLY. 
Th~ lnformatlon avSileblci 1; d~em&d Connd~nU~l lllfOl'IT\llllon aubJacl lo lho Compony's ~nOdonll~l lnfo1T11011on Pohey, 
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Targeted Coaching Program 
~919M1 'fillc 

llpd~IC'cl as or: 
i <~; •ilQ"4...\~.& · l] 
PM flgon1: C!ln!/ie\ C~nlor: Lwvol: Poor Group: 

All All M 0311778 • Pldrv. Ootc!IUl.l 

Outlfer by A_gent 
Miion 

0)971$. l'my, Dorolllu !A 

Metric; Detafls 
SAl<!~lioo Ava 

VoC HI'S Norm~rr1w % HI;~ \.1 

Sl!Vaq l,lHy l'Cll •~ u0.7% 

&c~v1P Adher•neo % o·r.1 r. 

l'l'avont~IQ 1'C % 0.0% 

Av~ HBndlo Tima tee 101.2 s~e 

ITT l'~ol u~~ga % M.7V• 

m11 Tool u~~go Vo 111.n~ 

vve OSAl ~co~ 10.o~oro 

QOBlllY ~«>ra % aM'>'• 

P~r•onil rtmo 'if> 1.0% 

OVll(Oll Pal"O&nti!~ R;ok 

. ~~rr~~~~·w!~~<r?i:! 
. LOW Pel'(, . l'litth P0rf. 

1 

P(M;1t1Jr1.x41i-.\I{] 

~-i,\~'~ 

oo.et1 

(13,1 Iii 
f 

Q.6 ~ j 000.HIX'-

51.6 q~ 

39.()~ : 
Q,O eroro 

n.~~ 

o.o~ 

'·~ 

Outlier by Metric 
I RI Voe t-il's N_ort11e11zud ll 

J ~ Sev•u Day FCR 'A 

j Schod~IP Adhoronco % 
I 

I Prvv~ntable ni llf, 

! A~o Ha~ll1• nm~ ~H 

I 
I ITT Tool Uogc 'ii 

! 
19A T~l>I Vaaqe % i 

t voe oSAr ·~~11> I 1 I 

l 
~ 

I Quattly 8cors % 

i 
~ J>oraoml Timo % 

Outlfer_ M~gnft_ude 

PROPRIETARY p./110 CONFIDENllAL. FOR INT!!RNAL US!:: ONLY, 
Th~ lnlotrn~ll~<I ~vo~ulll<I f, d~mcd Gonndonllal lntormolfcn sublecl le lh~ CQMpilnl' OonndallllDI lnf0lllls11oo f"otlcy. 

-
() 
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 1988From: 

To: 
Sent: 
Subject: 
Attachments: 

John Tucci 
Francesca Prochazka 
5/15/201512:49:25 PM 
D perry 
image001.jpg; irnage002.jpg 

[http:; I I ctboom. s3-iu;-wes t.-2, <1ma zom~ws .. com/wp-con tent/uploads /Cab.l c.v.\..!,d .. ow·Unvei J s-·New-Optirnum­
Logo- Launches-Consumer- Focuseci-Branding-Campaign. jpg] 

April 2015 Contact Center Ag~nt Scorecard {Through 4/28) 

RANK: 395 ot 681 ---> 42nd Fen:entile 

AGENT 
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Vega, G.ill:>ert 
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?eer Group Average 

Value 

Metric Rank ' Percentile 

Weight 

Score 

Servl.Ce 
Excellenc.:e 

Net Promoter Score 

25 .. 00 

598 of 68l 

30~ 

3,70 

Nonnalized NPS 

{2 
Exh No . .!dQ__ Received - Rie ected-

. · . j 'i if G</ '- . 
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R0000889 JA0974

Case 16-1186, Document 53, 06/10/2016, 1791182, Page188 of 252



Case 2:15-cv-07054-DRH-AKT   Document 8-11   Filed 12/14/15   Page 274 of 426 PageID #:
 1989

?. 5' fJ 7 

12th 

First Contact Resolution 

BS. B 19.i 

90 3H 

168 of 681 

309.> 

22 '64 

75th 

Cperati.onal }~xcellence 

/:\dher.ence 

92.78% 

89" 20'!1 

602 of 681 

209,; 

2. 35 

12th 

Knowl~dg~ Ch~~};_ 

95.49~ 

100,00% 

1 of 681 

20't 

2.0 '00 

lOOth 

Raw Seer~ 

Raw score 

48 69 

Value Compliance 

Corrective Action Reduction 
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0 •· 00 

Final Score 

48 6~ 

R0000891 
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Exhibit All 

R-41 

JA0977
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1/29115 1 on 1 

MODIFIED BY: vmohip ON: 01/29/2015 23:35:54 

Met wlth Dorothea to go over last month and Jan and MTD performance. 

Time Per Call: 662 Dorothea did well this rnont to drop her handle tome. 

Handle per Call: 626 

Hold per Call: 35s. 

Wrap per Call: 65s. I let Dorothea know to not use wrap in times of availability and document while on the 
call. 

Average of QoSD Score: Effective 78.49 %%. I let Dorothea know that she must be more amiable on the 
phone. I advised her to be more personable on her calls and build better rapport with customers. 

1st Call Resolution %:Valuable 96.52% 

Average of KC Score: 100% 

SER %: 83 °/o Valuable, I advised Dorothea to remember to transfer all applicable calls to the survey. 

4380 ~Perry, Dorothea Time Per Call* 719 662 691 

Calls per Holir 4.8 5.2 5.0 

Handle per Call 691 626 640 

Hold per Call 37 35 37 

Wrap per Call 42 65 61 

Average of QOSO Score 88.28% 78.49% 

% 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% 96.52% 

Average of KC Score 100.00% 100.00% 
SER% 78.21% 83.99% 

Topia Notes 
Under Federal Law, customers have a right, and Cablevision has a duty, 
to protect the confidentiality of a category of telephone-related information 
known as A¢AiAlCustomer Proprietary Network lnformationA¢AlA 
or A¢AlAlCPNIA¢AlA CPNI is information that relates to the quantity, 
technical configuration. type, destination, location, and amount of use of a 

FC 0058: Telecommunications Service or Interconnected VoIP service (such as 

CPNI OV) subscribed to by a customer. 

Updates 
CPNI includes the following, and any changes that will affect 
the customerA¢AlAls access to this information require 
special verification. 

R 
Exh. No:~ Received .:::::!:::Rejected-

4837-0176-0041.2 

case No.; .ltj.-c.t1 /Sl-/'fl/j . · 
Casa Name: c ~·t- lfv/{~+:p·I L l L. 

/!!! -p. ;JA -..'} tv\ 
No. Pgs: Date. ep.: -.1£...:--
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Voice of 
the 
Customer 
(VoC) 

·:· 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 

•!• CV-related account changes 

•:• Inbound and outbound Call Detail Records (CDRs) 

NOTE: CPNI does not include a customerA¢.A1,A;,s name, 
telephone number or address. Customer Preferred Contact 
does not reouire CPN!. 
Effective January 1, 2015, you will no longer need to 
announce and transfer calls to the post call survey. 

Our Voice of the Customer (VoC) strategy has been put 
in pJace to dramatically enhance our survey 
management program. Voe will strengthen the 
customer experience by following a 3-part process. 

•:• Survey the customer after customer engagement. 

•:• Immediately review feedback and actionable 
insightsi especially indications of an unsatisfactory 
service experience. 

•:• Promptly follow up to resolve outstanding issues in 
an effort to increase customer satisfaction and turn 
potential detractors into promoters of 
CablevisionA¢AlAls service and products. 

•!• Our voe program will span across all customer service touch points: 
Contact Centers, Field Service and Optimum Stores. The customer 
feedback we collect will be accessible to all levels of the organization via 
a centralized dashboard, giving us real time analysis, as well as the ability 
to immediately respond to that feedback. or A¢AlAlclose the 
loop.A¢AlA 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 customersA¢AlAl expectations. As a 
customer~facing employee, you will be able to see specific 
areas where vou'A¢A1~Aue excellng as well as oooortunities 

483 7-0176-0041.2 
JA0979
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FC 4070: 
Optimum. 
net/getco 
nnected 

FC 0052: 
Emp1oyee 
Trial of 
Freewhee 
I 

for improvement. YouA¢AlAlil also be able to gauge how 
youA¢AlAue performing relative to your peers. 

•!• Survey contentwill differ depending on whether the 
customer contact was with Contcict 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 & 
Russian. 

•!• Once a customer completes a survey, no subsequent 
surv~ys 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 quarantine 
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 Friday1 January 16, 2015, 
we will send customer communications promoting this 
web page. 

•:• Optlmum.net/getconnected offers a customer education 
destination that provides all the information customers need 
to set up their TV/Smart TV; Tablet; Smartphone; Laptop, 
Gaming consoles, etc. 

·:· We explain how to connect devices to the 
customerA¢AlAls home network, optimize TV for high 
definition (HD) viewing, connect to Optimum 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 before they need to talk to us. 
Beginning Thursdayi October 30, 2014, Optimum will pilot 
an employee trial of the product called Freewheel. If you 
receive inquiries about this trial from customers, please do 
not provide any details and transfer the customer as per the 
Instructions below. This is an employee trial only 

Call Handling 

4837-01.76-0041.2 
JA0980
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FC 3580: 
Charging 
for 
Trouble 
Calls 

•:· 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. A¢Al' 12 midnight 

•:• Customer Service: Transfer to Speed Dial 104 

~ TSG: Transfer to Speed Dtal 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 trouble call truck roll. 

•:• When a customer refuses to participate in 
troubleshooting efforts over the phone. such as rebooting 
a modem or cable box, or connecting a PC/MAC directly to 
the modem. 

•:• 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 SD 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¢At' 
This appointment type should not be set up 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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etc) 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 
Issue 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 A¢A<.: Only account holders and authorized users can 
schedule a TC that has an associated charge. 
A¢At,At, Other callersA¢Ai,A can only schedule a non-
chargeable TC. 

Waiving 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 waive the TC 
charge, the trouble call would be scheduled using the 
appropriate Primary and Secondary problem codes, a 
Tertiary problem code 330 A¢A<, 1 333 to identify the 
chargeable truck roll reason, then add Tertiary code 336 to 
advise the f~e 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 
fee. 
Effective Thursday, December 11, 2014, the new 

FC 4018: 
International Calling Service for business customers have 

Optimum 
gone into effect 

Voice •!• The calling plan will be based on a rate per minute. 
lnternatio 
nal .. :. A monthly plan charge of $2.95 will be applied to the Calling 
Service account when the customer either activates at least one line 

(Business and/or creates a 6~digit remote dialing PlN, 

} .:. Unlike the Pre-paid International plan, the charges for 
the new service will appear on t.~~-ro.£.r:tl!!!Y. service bill ·-

4837-0176-0041.2 

JA0982
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instead of on a credit card in advance of the service 
rendered. 

•:• All 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 OV line or the SIP 
Pilot TN. 

•:• Existing customers who currently have pre-paid 
lnternatlonal service can continue to use their PreyPaid 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 OV 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. 

•!• Activation and deactivation for SIP trunk customers 
takes place with the Pilot Telephone Number (TN). 

o All Di Os (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. 

4SnO.t76-004U JA0983
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,.------....---~---~----·----·--------------.--...---~........--·-----,~-

(• 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.¢Al' SMBOVI PerMinCharges 
will be used to blH 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.¢Al' SMB OVI Courtesy Cr wlll 
be used by Customer Care for customer disputes. 

•:• New rate code 12 (eye 2) A¢Al' 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¢AlAls activated with 
international calling on the account and the PIN for remote 
dialino has been deleted. 

i-.......----1-~.,,.._,------~~~------------ --·M-• ·-------
FC 4064: 
Optimum. 
net 
Enhanced 
Presentat 
ion of 
Online 
Bill 

Effective Monday, December 151 20141 Optimum has launched an 
improved online version of the bill. 

The new version of the bill will present the itemized charges of the 
most recent bill in a dynamic, easy-to-read Web-friendly 
(HTML) format. 

4837-0176-0041.2 
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Process in 
g 
Restarts 

·=· No longer requires the PDF reader to view bill details, 
thus shortening load time and frustration. 

•!• Responsive 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 
most recent bill and the previous three months. 

•!• PDFs will remain available for all 13 bills. 

·:· Drop-down to navi~ate 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. 

~;1 ... m• Verify if the customer is restarting a Residential account. 

o Customers restarting a business account is transferred to Business 
·Sales 

Sv .J~11· Verify jf the customer has not been dl$connected more !han 30 
days 

o If the disconnect occurred over 30 days ago, please transfer to 
residential Sales 

,p . .J~.H• Verify if the customer would like the same fevei of service or a 
lower level of service 

o Upgrading the service during the restart would be tiandled by Sales. 

p.J~l• Verify it custorner is in a Titanium/Platinum service area (review 
the Warning Alerts Toolbox in IOA) 

o All restarts in a Titanium/Platinum areas and corps designated as not 
requiring the customer to pay in advance go to sales 

o These customer types can only have 1 NON-PAY in the history of their 
Account 

$(-'.)(!)• If they have more than one NON·PAY In their history follow 
standar(I restart process 

p.J~l• Notify the customer they would need to pay their past due balance 
(if any} + one month of service in advance + restart foe ($39.95) 

4837-0176-0041.2 
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FCRTips: 
Preventin 
g Repeat 
Calls 

o Our Level one Leads will go over lhe full Co$l of restarting with the 
customer 

lf 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 
A.¢AlAiRestart request I Account number and 
nameA¢AlAl 

5::i.Jllh Account number: 

,{o.J9h Name on account: 

,p.J!H• Service address: 

Remote Port: 

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. 

•:• It Is extremely important that all escalations include the 
Remote Port template in the Work Log. 

Filling out the template will greatly decrease the lfkelihood of 
receiving a repeat call!1! 

Mac OS/Optimum App Issue: 

•!• The Comm Desk has seen an increase in escalations 
regarding the following error message on the Optimum App: 
A¢AlAlidentity of the developer cannot be 
confirm edA¢Ai.,A 

•!• This message occurs on MAC operating systems. 

•!• This is a known issue under CTS ID 923553 

•!• Follow the steps listed in the outage 

4837-0176·0041.2 
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FC 4054: 
January 
2015 Rate 
Event 

•:• Escalating the ticket will cause a delay in resolution. 

•!• Resolving this in real time wfll 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 information 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 2015, Optimum will make some rate adjustments 
for current and future residential and business customers. 

CABLEBOX FEE CHANGES 
(Residential Customers) 

JA0987
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•!• The cable box fee will increase~ by $0.85 A¢Al' from 
$6.71 ($6.95 with remote) to $7.56 ($7.80 with remote) for 
the following areas: 

o ALL of Connecticut 

o MOST New York areas/corps 

o MOST New Jersey areas/corps 

ExceptiQD§i The following areas are not irnpacted by the cable box fee 
increase 

•:• tn parts of the following New York corps A¢Al' there 
will be no change to cable box rates (rate remains $6.95 
with remote) 

o Long Island A¢Al' Brookhaven (7868), Hauppauge 
(7840), Riverhead (7839) & Woodbury (7858) 

o Westchester A¢Al' Ossining (7882), Porch ester & 
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¢Al' 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¢Al' Bergen (7802) & Morris 
(7876) 

o North New Jersey A¢Al' Oakland (7870) 

o South New Jersey A¢Al' Raritan Valley (7875) & Seaside 
(7867) 

SPORTS PROGRAMMING 
SURCHARGE (renamed Spotts and 
Broadcast TV Surcharge) 

•!• The Sports Programming Surcharge has been 
rebranded to: The Sports and Broadcast TV 
SurchargeA¢AlA 

JA0988
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FC 4052: 
Movies 

•!· 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 

·:· $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 

Brldgeport - $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 $6.71 ($6.95 with remote) to 
$7.56 ($7.80 with remote) in all areas. 

•!• The fee change is effective for eac/7 indiviclual ca/Jle box 
on tl1e customerA¢AiAt,s account. 

•!· The fee change is effective tor residential and business 
customers . 

.:· All custorners with a cable box, experiencing a price 
change, will receive a bill messaging at feast 30 days in 
advance inform/no thom of the pricing c/Janrie. 
Beginning December 181h, 2014 Optimum is offering 
MOVIES! Network: 

•!• Channel 113 

•!• Gives viewers a new way ta watch movies 24/7 on 
broadcast television 

4837·0176-0041-2 JA0989
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Beginning Decamber 16ll1,2of:;roptimum is o ffering iTV Network: 

FC 4053: •!• Channel 650 
iTV - Haiti 

FC 4073: 
Optimum 
Rewards 
Update 

•:· Interactive Ci1annel: Watch Videos, View images and request 
information about vls!tin<'.l Haiti. 

um Rewards card wlll 
8 hours of regis1ration. 

Effective January 1, 2015, the Optim 
now be emailed to customers within 4 
Customers will no longer need to wai 
the card. We will now email the mem 

t 3 A¢Al' 4 weeks for 
ber number to the 

customer within 48 hours. 

r be mailed to Optimum Rewards cards will no longe 
customers. All cards will be emailed; this includes: 

•!· New customer registrations 

•!• Replacement requests 

rder, they can go to o If a customerA¢AlAls needs to reo 
the replacement card link to reorder: 
http://www.optimumrewards.com{_!' eordercard.do 

~--

·--· 

.. --
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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. I explained how stacked ranking works again and we then went over her annual 
review. She was rated a Valuable and understood why.Dorothea Has not received a NPS so far this 
month. Her adherence is at 90% and she believes that she can bring this up. I advised her to make sure 
to take her breaks on time and aend me her excepyions in a timely manner. I also advised her to curtail 
he ruse of personal time. 

4380 - Perry, Dorothea Time Per Call" 672 734 

Hold per Call 37 32 
Wrap per Call 66 42 
Handle Per Call 615 719 

Average of QOSD Score 
1st Call Resolution % 91.16% 94.52% 
Average of KC Score 100.00'% 

NPS% -20.00% 100.00% 

We went over topics for Feb; 

JTopic • !Notes 
1ority. In order to identify \Our customer's privacy continu'e's to be of the utmost pr 

isecurit~ breaches, DAR'. Web is designed to send a se cutiry pop-up alert, when 
!accessing the account via Remedy. 

le (please review the CPNI • If you receive a call where CPNI is applicab 
matrix on TSG News) please make sure you a 
through Remedy 8.1 (Web Remedy) via DAR 

re accessing the account 
TWeb. 

• If the account if flagged for possible security br each, you will see the 
following pop-up: 

, r,~•1f you access Remedy B.1 outside of DART Web, 

r-·----_..;.~-~-~rt_5·~;~orecarcflrnprovement ~'. 
you will NOT see this 

I Metrics/Welahts: 

I 
! 

!Corttact Center 
.Performance 
!Scorecard 

I 

4837-0176·0041.2 

1. Net Promoter Score (NPS) - 30% 
2. First Contact Resolution - 30% (7 D<1y Sam e Reason) 
3. Adherence - 20% 
4. Knowledge Check - 20% 

• Dynamic, stacked ranking 
• Drive continuous improvement 
• Comparison to peer groups 
• Measure Voice of the Customer (VoC) acros 

compare to 8esf in Class companies 

Scores: 

s the organization and 

_,, 

,,.,w-·· 

'" 

. .,,,...._...,,.........,. 

" 
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f.

NPS .. The% of Promoters ml nus the% of detractors 

FCR =Percentage of time customers do not call back within 7 days for a 
imilar issue 

Adh = Percentage of time within the work schedule the rep ls interacting with 
or available to serve a customer 

1 KC= Average score of monthly assessment 
!~. -~~.--~~ ·-'Net ProinoterScore (NPS) ls now a key com_p_o __ n_e_n_t_o_f _em_p_lo_y_e~e scorecafcis:- ~ 

I 
!Voice of the 
:customer (VoC) • 
INPS 
! 

How to calculate NPS: 

T~~RffrCf!(ltage of promoters J of total surveys taken, minus the petcf/ntag(f of 
i:JE)tractorsL of total surveys taken. 

Exam )Je 1: 

10 Surveys t.iken: 7 Protnoters/10 Surveys~ 70% 

1 Oetra<:tor/10 Surveys "' 10% 

2 Passivo.= 20% 

NPS = 70o/o{Prom9tets)- 10%(De+ractors) = 60% 

2 Paso§ive Surveys do not figure in equation 

Exam le 2: 

19 Surveys taken: 6 Promotersf9Surveys = 67% 

:2 Detractors/9 Surveys= 22% 

r Pasol"C " 11 % . 

'NPS = 67%(Promoters) ~ 22%(Detractors) ""45% 

1 Passive Survey does not figure ln equation 

'IThere is currently no passing score, as .all scor~s.are being considered relative 
to the performtrnce of other employees 1n the similar roles. 

• No targets has been set 
• All scores are being closely monltored to level set v1hat "avor<1ge" 

looks like. 
• As is the c;ase with most performance lndl¢ators, employees wrose 

scores.fall outside the norm will be recognized or coached 
appropriate. 

ustomer AH post interaction surveys will be sent via email to the Customer'l-'re7erred . ... .. . . · 1~1~·~ ...... .. ... .. . ~~-· 
Preferred Comm.unicatlon (CPC) email address ass.ociated with the account within 24 hours of 
Communication the interaction, 
(CPC) 
~ .. - .. ~. -,,·M-~_,,..,,,,-···-·~,,-~,---,~---•m>>-~-------·-------------.,.J.,,..-'------'---

4837-0176-0041.'.i 
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,--·-··-··~·- ·-'"'--· ·····-_----A new c~;,~-;;,;,-Pr~fer;~d c~m,;;;;·;-z;;ti0"~7cP·c}~~t~g~~has b;;~---- ·---r· ··-··" 
created to manage the Voice of Customer (VoC) preferences. 

• This category has been made a.clive in IOA and titled "Surveys & Research". 

I l • Representatives will have the ability lo opt a customer out of receiving l surveys only if requested. 

I 
1 his option should not be proactively offereg to a customer, but only used in 
l------·----~-· , ituatlons where the customer speclflcatly requests to 'opt out'. I ... ,, .. _ . ·-s·oma-of our customorsar!listiIT-reque-sti ng~o-ur" Post'-caii" Survey-via oi.ir IVR~-T --·--. __ .. _,_., 

.1 
I 

!customers 
:requesting our 
\Phone Survey 
I 
I 

I 
I 

! 

• 

• 

• 

Effective 1/2312015, If a customer a$l<s for the Post Call IVR Survey, 
please educate them on the new survey proCe$$. 
If your customer would like to compliment your Interaction, follow the 
process for a praise call. 
lf your customer would like to hava their lssues escalated, follow 
process and transfer the call to a Lead or a Supervisor. 

1- --- --- --1

1
~~~~~~~-~-~~~~~~~~~:t-=~~·~~ii~~~:·~~~~~~~~:=~~~ 1t1~~~~~d~r e~~~hi~~~f ~~j!~~~- -·---· ·-··------·· -·--· -----

iCall Handling - owards the customer. 
!Use of Profanity 

1 !"his will result in potential corrective action. We should represent respect and 
i 1integrily at all times. 1-··---·----------·-[Emr:;·o-;;;;;;·;:·c-an'ti'e.usecTi"o_v.iew-ih"e-amCilinTof"tiours_av_a_ffaiJTe-ra'i--iime··;;rc-·· .. ,--.--. --·--· --1--- ------ -------
: 

i 
I 

I 
I 
I 
I 
I 
/Checking 
!Availability for 
~lme off 

I 

I 

I 
i 
I 
I 

i 
I 

r-·- _, .......... ~.,,.... ", ....... --. ·--·-·· 
! 

I 
I • 

• 

• 

• 

Empower can be accessed by going to TSGNEWS, then hovering the 
mouse over Dep<lrtmmntal at the top, clicking on Empower. 
Once logged in click on Group Allowance Balance ta the right 

o This will display the hours available for time off 
• You can either select the Calendar View, or Details View 

by picking from the drop down menu at the top of the 
page 

o If the day is closed, Empower will display a negative number for 
the an"lount of hours available 

If you attempt to book tirne off on a day which has negative numbers, you 
will be put on a waiting list 

o Being on a wailing list would reserve your request for th® 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 waltlng list 

o Being on a waiting list does not guarantee !he day will become 
available for you to take off 

if you're not able to see the view of hours available after clicking on Group 
Allowance, please email Richard Oates and your Supervisor 

i, • Representatives should not access their email from home. 
Accessing Email 
.

1

ftrom Home • Representatives should not log into Cablevision workstations on their 
scheduled day off or before the start of their shlfts 

I I • Representalives should not provide their login info to their peers. 

:;n~;~:-;;~~,;;:~--1 "'"' sOOifon COi/Od"iiiSid-.OPtirnu;;;;;·;;a;;bo"en-.dd•dtothe MARQUEE:-· t-T--·- --· r·----
J,.,/,,~ ..... .., ••• ,._.--.. ------···---·--·-·---------·----· .. --·'-·-· .,,.,,_.,,,.. ., ...... , ,., ..... - ..... ". ,,,,______ ---··----··--·--------"""-........... " ... ""'"''"""' ... ,~ •• ,.,,, ... ., ....... ~ ................ , • ...-,..,11-.,,,--·.-.--.,·......-·---·-
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---·--·------.... ,... 

I 

I 
I 
I 
: 
i 
I 

i 
j 

f·~- ..... 
! 

I 
i 
i 
iFC 4084: 
ilntroducing 
!Freewheel 
I 
I 
I 

i 
I 
I 
I 
I 
I 

' 

I 

I 
I 
I 

i 
I 
I 
I 
I 
I 
I 
I 
L .. - .. ···-· 

·or·--·- "" 111·side-ff?trni-u-m-·on--M·ar·q-uee.Ts:Your ciirecTTinltto .. eve·t.y"tFifn·9-y-ou-11a-etf.to ... stav ____ ----- -----·--·--·------·-
on top what's new and updated. 

You can: 

• Review the latest Field Communication 
• Review the latest marketing materials 

• See where we stand with product updates I 
• 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 Optimllm I I 
··1·-' ··---·- --·---•·•--- ---·-------·----••••••--•••·---,_,,"'""--'N'""""'•••••"••'•'••'-'""-·--·•-• ••----·---··--·••-·•••-•••••-••·---·•-·•-•••- -- ••• --·-·-·---•-•••••-r--·---·-·--
lon February 5, 2015, Cablevision will release a new WiFi data product, Freewheel, I 
!that will provide Cl1$tomers with unlimited data, unlimited talk and unlirniled tex.t, at a 
disruptive low price of $9.95 per montl1 for Optimum Online (OOL) CLIS!Omers. I 

I 

I 

The support for this new WiFi data product will be t11e OV-Escalation taam. They I 
twve b&en actively working with Procluct and the Engineers to preparo for launch We 
will be supporting customers via all channels; phone, chat, email and social. 

• Cablevision 1$ la~1nching Freewheel to sl1ow customers they are spending 
too much on their cellular plans, and not getting what they really need in 
return: unlimited data. 

• The Freewheel product will be showcased on the best"in·cl~ss mid-tier 
Motorola moto g, that Cablevision will be selling at the discounted rate of 
$99.95. 

• 

• 

• 

Freewheel will be available for purchase on the Freewheel website 
wvvw. freewhee I. com. 
Freewheel will exclusively work over WlFi: H will automatically connect to 
Optimum's ·1 M+ hotspots and will also work 011 any WiFi connection 
consumers have access to worldwide. 
Freewheel i$ av~ilable in all 50 states. nationwide. A Freewheel customer 
wlll not, have to sign a contract or commit to any length of $ervice. 

~enefits of Freewheel 
I 

• Unlimitecl data at compelling, predictable price. 
• No data overnge charges, ever. 
• Unlimited data, talk and text over WiFi. 
• Connect lo any WiFi signal, home, office, coffee shop, and 1 million+ 

Optimum WiFi hotspots. 
• Unbeatable International calling plan. 
• No activation fees. 
• No contract. 
"' 30 day money back guarantee. 

.. and for Optimum Online customers: Another great value product with an additional 
monthly s<'lving of $20.00. 

Ob ·ective of Freewheel 

• Disrupt Levecage ou' mo'e than 1 million Optimum Wifi hol$pot• to dis<uptl 
--·· .,-·-····-··· .. ~-· __ ~~-E!.~!!..~~~!~_!}]ar~~~---~l_?_ff.1?.!ir:i9 __ ~ .. ~.9~P~!~!!:.~.P.~~9.~J~.~~~~9!_~.:1~!:0!~-~ . .9..~~~---·-·, 

I 

I 
! 
I 
I 
I 
I 

----·····--· ··-··· ..... _.L _______ _ 
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1------ ···-- ~- l::1~:h:~~:::::~<:::~:~',::~:::::~.~:~~:~~---
1

1 

compelling unlimited data, text, and talk experience that highlights the near-
ubiquity of Wifi, especially Optimum WiFi - this will establish the value of I Optimum WiFi in the marketplace. 

i • Delivi:ir $avings: Help customers save money by enabling unlimited data, 
i text, and talk on the Optimum WiFi network. Freewheel is available for 8Q%, 
J less than the average consumer pays for cellular. 

I 
I 
I 
I 
I 

I 
! 
i 

! 
i 
I 

l 
i 

I 
I 
I 
I 

I 

I 

Pricin information 

• 
• 

Device: $99.95 
Plan: $9.95/month plus taxes and fees for OOL customers; $29.95/month 
plus taxes and fees for all other customers. 

Call H;al]dling 
.. 
• 

• 
• 

All calls and emails will be trnndled by a specialty team in Jericho during the 
following hours: 7 days a week 7:00 a.m. 12 midnight. 

If representative receives a call during off hours please respond to the 
customer as indicated below; 

c' "Thank you for your interest in the Freswheel product, please visit 
www.froewheet.com for more information." 

Customer Service: Transfer to Speed Dial 104 
TSG: Transfer to Speed Dial 269 

t'• .. •r·u~ 

I 
i 
I 
! 

··-····----·----,e~:~~~-t~~~~f g~;-~~f ~:~~~d 2!1~:~Ji~i:·~,~~~s~:~~~~j;~~ltJ~~~~~~~-~~~~i~~~~ "f .. ,-···i--------·--.·----·---·-· 
Genesys h1storical and real time reporting. 

jFC 4089: Launch 

1of Genesys -
iVoica 
I 

• Cablevision is replacing Aspect with the new Genesys Voice Contact Center 
system. 

• Genesys does not require a hard phone but rather will utilize Interaction 
Workspace (IWS) which is a soft phone on the PC. 

• Repres,enta!lves will either be able lo use their existing headsets (with 
dongles), or be issued new headsets. The dongle will be provided and will 
allow rnpresentatives to connect existing he<'!dsets to the PC via USS. 

l • The pilot group consists of 180 Customer Service representatives from 
1 Melville, Jericho and Bartow Contact Centers. 

j • Onr.:e the pilot is deemed successful. a full rollout of Genesys to all 
I Customer Service Contact Centers will be completed. 
! • Genesys will then be launched the following month for Sales including 
i Piscataway, Soundview and Jericho. 
i -----~:!~~~~:~;:~~~~:.~,f~·:;~::~:~~~:~: :~~~·~~~!~~~--J_1-------·--·· .... , .... "~'' 
jFC ;0:2: Re~~~I 1initial version of the Optimum App did not suppori Android devices). In July or 2014, 
ior P imum [Hie Optimum DVR Manager App was removed from the App store therefore 
\Mana~er Ap~ for !preventing any new users from downloading the App. The Optimum App now 
rndroid & Kmdle /supports most Android devices and includes all of the below features and more. I 
.... , •• , ______ ··---· •• -1.1... ,,,,, . .,,....--., ... , __________________________ ••. __... ... ,,~_.,,,,............,,-,.,... ·--.. ··-··· ·-------------·" ···-·~ ··--·--·------·-·------··-••·-'""· 
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f--··· ···-·-·------------,·- ··--;·----~r:~~~-~f :;:~~~zn:~:i~·~,~f ~~~:i:f 1~1~~ii~~~~~~~-th-~-opii~~~-6\TR·---·----,---
• Users will be presented with an error message instructing them to download 

the full 11arsion of the Optimum App at Google Play (for Android devices), 
Amazon Appstore (for Kindle Fire) or oplirnurn.net/app. 

·Ii. This full version offers enhanced features and functionality to help L1Sers search 
I hrough ll1e guide, watch TV In and out of the home, manage your DVR, and turn 

i 1your mobile device into a remote control. 
r-·.,.---·-·--·---------we-a-re-red"esi91iin9 ·a-ur.biffs··ror:·1t1·e;···5€-sfpossfti'ie"cust"omer-exP-erience ~--- ··--·--· -·--· 

I r.he improved design provides a customer friendly. clear and simple summary of 

i 
I 
I 

I 
I 
I 
i 
i 

~nonthly charges, payments, amount due and other activity on the first page, with a 
!more detailed breakdown of individual charges and payments/other activity on the 
~econd page. This new bill is simple to follow with a more intuitive flow and more of 

l
w hat customers have asked for: a better description of monthly services arld 
information about promotional periods, value and benefits of service. 

1seginning with February bills, corps 07877 Warwick (NY, NJ & PA), 07881 
Litchfield, CT and 07848 Great Neck, NY will see a banner ad on tl1eir bill promoting 
the newly designed bill corning in March. 

!Fe 4083: Opthnum lnhancements: 
iBill Redesign 
; • Font Size larger 
i "' Fewer Abbreviations 
i 

i 

!_ __ 

4837-0176-0041.2 

• 
• 
0 

• 

Summary separate from details 
More space to allow for prominent customer specific messaging . 
Contact methods ancl information are easy to find. 
Messaging moved to the back of each page making it easier to read and 
understand. 

• Promotional di$COunts including the expiration dates and o!ller benefits are 
obvious. 

• More clearly displays customer's last statement balance and payments. 
I • Taxes are distinctly displayed in the Account Summary section. 

__ k~!.?..E~L~~!.~.\~.~~~.~. ~-~~.J:~.~~~.9.~ .. ?.L~.~-~~'.-~0!.'?~ 10.~~!-~~.!!:!!:_ _____________ _ 
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3/23/15 1 on 1 

MODIFIED BY: vmohip ON: 03/25/2015 01:16:43 

Dorothea and I went over her Compensation Statement. 

We also went over her Scorecard. 

Bitmap 

Contact Center Agent Scorecard 

RANK: 317 of 703 ·-> 55th Percentile 

AGENT Perry, Dorothea PEER GROUP L~ Repair & Service Day (No E-Channel) 

SUP Mohip, Valmiki P 

Metric 

Net Promoter Score 

Service Normf!Jll;;ed NPS 

Excellence 
First Contact Resolution 

Adherence 
Operational 
Excellence 

Knowledge Check 

Raw Score Raw Score 

MGR Vega, Gilbert 

Value 

20.00 

44.18 

90.11 % 

89.50% 

100.00% 

Metric Rank W . ht 
& Percentlle eig 

481 of 703 
32rld 
171 of703 

76th 

578 of 703 
18th 

1of703 

100th 

30% 

30% 

20% 

20% 

6~~~1iance Corrective Action Reduction -

Final Score 

On Tableau, Dorothea Is low on: 

Score 

9.47 

22.70 

3.56 

20.00 

55.73 

0.00 

55.73 

Idle Time; I let Dorothea knoe that she nust not use idle a state to be in between calls in order to allievate 
wrap. I 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; I 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 I advised Dorott1ea that after listening to her calls she must troubleshoot all issues 
before setting up TC's. I also advised that setting up a tc is not ba "way out" but the last resort after all tis 
has been exhausted. 

4837-0176-0041..2 
JA0997

Case 16-1186, Document 53, 06/10/2016, 1791182, Page211 of 252



Case 2:15-cv-07054-DRH-AKT   Document 8-11   Filed 12/14/15   Page 297 of 426 PageID #:
 2012

Focus areas: Adherence. 

Dorothea and I went over March notes: 

1.Genesys Quick Tips 

2. Electronic device/internet usage policy 

3.Freewheel business class rates 

4.optimum voice world call EJctivation change 

5.TSG Ul - 24H update 

6.Tips for Increasing Efficiency on billing calls 

7.Fq 4083: Optimum Bill Redesign 

8.FC 4092: Optimum 1 Gigablt (Gbps) Offer 

9.FCR Quick Tips 

3/25/15 - E3 Coaching 

(Vlef wit bor,pthea t(fga ovcer her E3 calls_ 

Dorothea is averag'i!lg 76.3% on 3 calls MTD. 

V\!Ewent over using verb2'!1 nods, asking questions and probing and educating the customer. 

I emphasized creating a positive experience for the customer and avoid speaking over the customer; 

I reminded nerta use U1e i;;ustqmer's name and provide the alternative method of contact. 

JA0998
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3/29/15 ~ TCP Coaching 

Idle Time; I let Dorothea knoe that she mkust not use idle \:! state to be in between calls in order to 
, allievate wrap. I let her know that it also affects her handle time. 

KC; Dorothea scored an 80% on lier KC. She normally does well.on these. I advised her to make sure to 
take the time to read her field comms and understand them, 

Personal Tlme; I 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 J advised Dorothea that after listenlng to her calls she must troubleshoot all issues 
before setting up TC;s. I also advised that setting up a tc is not a "way out" but the last resort after all Us 
has been exhausted. 

4/23/15 1 on 1 

Met with Dorothea for her one on one and go over her last month's and MTD performance. 

We reviewed her VoC scores, Qhe has one promoter and 2 passive on 3 surveys. 

Dorothea is strong in preventable tc;s and above her Peer 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, Qu;;ility and schedule adherence which have been coached in outliers. 

4837-0176-0041.2 
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4/23/15 TCP Coaching 

MODIFIED BY: vmohip ON: 04/23/2015 02:00:24 

Voe Dorothea has 1 promoter and 2 p21ssives on 3 calls this month. l advised Dorothea to converse wlt 
the customer and treat the customer kindly and with respect. I also advised her to create rapport and try 
to create a positive customer experience at all times. I also urged her to probe to unveil all issues that the 
Cll$tomer may. have. I also advised lier to offer additional assistance on her calls. 

Pers Time: Dorothea and I went overr her use of personal time. Dorothea has lowered her personal rtime 
and ls at 1.0% to her peer group Of .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 I went over t1er adherence to schedule. She is at 87.5% to 
92.8% peer group. 

I advised Dorothea that she must comply with her break times. I also let her know that since she is a part 
timer she must be very aware of taking her breaks on time or it will affect her adversely. 

r also advised Dorothea to remember to send me all of t1er exceptions in a timely manner. 

AHT: Doro.thea"s handle time is at 785s compared to 625s of her Peer Group. I 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. I advised her that she must keep away from 
Us issues that are beyond the scope of our technical support no matter how much great rapport she 
builds wlth the customer. Dorothea has a tendency of staying longer on the phone with a pleasant 
customer. I let her know that she must engage and help each customer equally. 1 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. 

I advised hert that she must offer empathy and assurance of help on all calls,. I also advised thatthe 
customer is at the heart of our business.and that she snould listen actively, offer positive and friendly 
service and be sincere on her calls. · 

I explained that the issUt;J here is not troubleshooting. but not offering exceptional customer service. 
Dorothea states th.at she will work on being more friendly and customer oriented on her cxalls. 

4837·0176·0041.2 
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MODIFIED BY: vmohip ON: 05/21/2015 01 :55:44 

April May 

Metric Sel Avg Peer group avg Metric SelAvg 

Voe NPS Normalized % ;.{Q.CtJ-~~1 t';fl_:)Q;ffJ Voe NPS Normalized % 29 

Seven Day FCR % 89.00% 88.10% Seven Day FCR % 90.70% 

Schedule Adherence % 89.GQ% D2.90%, Schedule Adherence % 92.70% 

Knowledge Check % 100.00% 96.90% Preventable TC % 0.00% 

Preventable TC % 1.10% 1.90% Internal Xfers Completed % 1.20% 

Internal Xfers Completed % 2.00% 3.10% Avg Handle Time sec 734.5 sec 

Avg Handle Time sec ;~; 13. sec 625,G 2-GG ITI Tool Usage% 72.70% 

ITT Tool Usage% 54.60% 62.30% IBA Tool Usage % 12.50% 

IBA Tool Usage% 0.00% 34.50% VoC OSAT score 7J score 

VoC OSAT score 7.6 score DJl score Quality Score % 82.80% 

Quality Score % 71.30% 77.10% Personal Time%, 0.80% 

Personal Time % 1.40% 0.90% 

Met with Dorothea for her one on one and to go over last month and MTD performance. 

He has done well to improve her adherence his month. 

Dorothea is still having issue with NPS. However MTD her NPS is at 100% wlth 2 calls 

Dorothea and I went over NPS Do's and Dent's 

I 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 w1U1 the customers, 

Mind your P's and Q's; Being polite, even to the most challenging customers, cah go a long way tq,~acd 
improving the Interaction with the c1,.1stonier and letting them !<now that we are interested orlly In p{b\(idihg 
them the best possible service. 

Offer alternatives to Deniarcation: If a caller is upset that they are unable to pay their bill on ourwebsite 
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 to make the payment and advise. of all the other payment options we 
have available fo all our customers. 

J advised that she not be transactional. When your interaction is solely focused on resolVif,lgJhe issue and 
not on having a 'real' conversation, many customers will perceive you as robotic· ar'ld. wlfl noHeel that you 
value them as a customer. 

Come down to the customer's level (Tone of Voice): If the caller is agitated, that may mean that they have 
had a truly poof experience with us or that may mean they are bringing additiohal baggage onto the call. 
Either way, reciprocating that customer's frustration will only make the interaction worse for both parties. 

Simply educate th.e custom.er that the problem is not ours without providing other op.tlons: This i;:an lead to 
the customer feeling as though we are not interested in assisting them; if a custom.er is experiencing an 
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issue with their picture size on an old 4:3 HDTV (SD picture shape, High Definition TV) explain they can 
get more channels to fit their TV by utllizing a SD cable box instead of a HD box. Just advising that, to get 
HD pictures at the right size, would reqwire a new HDTV sounds like we are brushing them off. 

I let her know th.at she must convey the value of Optimum 

Many of our customers are unaware of all the advantages they have as an Optimum sLrbscriber 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 full benefit of the Optimum product Jine. 

Customers that have been educated on all we offer tend to be Net Promoters and will be happy and 
satisfied overall, and hence, give good OSAT scores. 

Dorothea and went over her AHT. I 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 1n 
trouble with her time. 

I also advised that with some customers she spends a lot of unnecessary time discussing things not 
related to the call. 

I let her know that she must at some point refer the customer out 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. I 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 be more aware of the demarcation point on the call and leave non essential conversation out of 
her calls. 

Dorothea says that she will also work on her wrap by documenting while on the call. 

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 Pan no 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 event. 
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5/13/15 TCP Coaching 

MODIFIED BY: vmohlp ON: 05129/2015 00:15:49 

Dorothea came to me tonight during her break wanting to know in what areas she was low. l let Ddrothea 
know that she that she was low performer in VoO and AHT 

She then stated that she did not Know much about Voe and NPS, l mentioned that we had a month of 
meetings and all reps attended at least one. She stated tnat she did ·not. I let her know that there were 
several at.her session~ to Which all reps were invited in case thay had any questions .. 1 sa.id to her that if I 
am not mistaken I am sure that she attended one of the sesslons and as I rernember itWas the.one that 
Shane Abbafecola gave. D.orothea then stated that "she went to them just for the frui~';bu(dicf n~t ~B~orb 
much. I reninded her that she and I have been talking abbut NPS and we went ove.r concerns that she 
tfad before. Dorothea contlnqed and complained that it is not fair that she Is being .jLldged on questions 
about the company a.nd not on her performance. I went over with Dorothea that she is belng ra.hked 
amongsf her peers and it f_evels the playing field tor all. 

Later on I met with her to I let her know that her VoC is at 19.2°/o and explained that Nor01aHzed NPS is 
calculated in an effort to count fairly against both her pe~r groups and the type of calls she takes. I went 
over with her the common NPS concern?i again, many of which she had especially that it is out pf .her 
control. I advised lledo educate the customer and focus on conveying the value of Optimum. 1 lef her 
know that many of our cl1stomers are unaware of all tt1e advantages they have as an Optrrnuin subscriber 
and choose to switch to a lesser·servlce in order to temporarily save some money. It is up to,ustb 
educate and empower our customers so that they can get the full benefit of the Optimum product line. I 
also advised that she utilize soft skills and empathize with the cListomer since ernpath,y has been the key 
differentiator between lligh and low marks from our customers. lastly I let her know that she must take 
the time to break down the bill slowly and with confidence. l let her know to check thatthe customer 
understa!'lds and that she must always provide alternatives. 
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5/31/15 1 on 1 

Bitmap Bitmap 
YTO May 2015 {Through 5120) Contact Center Agent Scorecard 

RANK: 500 of.660 -··>24th Percentile 

AGENT perry, dorothea PEER GROUP LVL_2_RS_AMPM 

SUP Mohip, Valmiki P Vega, Gilbert 

Metric 
Peer Group 

Value Metric Rank W 1 ht Score 
Average & Percentile e g 

_Net Promoter Sci;ire 50.17 25.00 567 of 660 

Nom1an;zed NPS 5:t94 26.77 14th 
30% 4.27 

Service 
Excellence 142 of660 

First Contact Resolution 88.08% 89.16% 79th 30% 23.59 

585 of 660 
Adherence 93.20% 90.56% 

12th 
20% 2.30 

Operational 
Excellence 452 of 660 

Knowledge Check 94.23% 93.33% 
32nd 

20% 6.33 

Raw Score Raw Score 36.50 

Vcalue 
1
. Corrective Action Reduction 

omp ranee 
0.00 

Final Score 36,50 

Real Time coaching should be Scheduled. 

We went over Dorothea's Scorecard. She is ranked 500 of 660 

i let her know that slie ls tracking low on NPS and Adherence. 

I advised her to be polite, Mind. her P's and Q's and be trahsactionaL I also reminded her that she must be 
llkeable and friendly on her calls. 

I also advised hedo educate the customer and convey the value of Optimum. llet her know taht a well 
edpip'ated happy cuslOmer will be likely to give good L TR and OSAT scores. 

Dorothea stares that she will comply. 

I also advised Dorothea to remember to work with me on real time exceptions. Dorothea states that she 
will and will be mindful to adhere to breaks and not go over. 
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To: 
CC: 
Sent: 
Subject: 

Yvette, 

Gilbert Vega 
Yvette Panno 
John Tucci; Francesca Prochazka 
5/18/2015 11:33:50 AM 
Dorothea Perry 

Below are the 'l'Cl? outlier coaoh.i.ng notes from 5/13/15 th~t Val compl~ted, voe was 'the only 
metric selected. My concern is that she approached him during a break so I am not sure that it 
wa.5 a full session, The 'l'CP coaching prior to th01t wa\s 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 performer in Voe and AH'!'. 

She then stated that she did not know much about voe and NPS. I mentioned that we had a month 
of meetin~s and all reps attended at least one. She stated that she did not. I let her know 
that there were several other sessions to which all reps were invited in case thay had any 
questions. I said to her that if I am not mistaken I am sure that she attended one of the 
sessi'ons .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 NPS ahd we went over concerns that she had before. Dorothea 
c.ontinued and complained that .it is not fair that she is beiing jl1dged on questions about the 
company ~nd 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. 

:r let her know that her Voe is at 19.2% and explained that Normalized NPS is calculated j,n an 
effort to count fairly against both her peer groups and the type of calls she takes, I went 
over: w:i.th 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 are unaware of all the advantages they have 
as an Optimum subscriber and choose to switch to a lesser service in order to temporarily sa.ve 
some money. It is up to us to educate and empower our customers so that they can get thiii full 
benefJ.. t ot the Optimum product line, I also advised that she utilize soft skills and. empathize 
with the customer since empathy has been the key differentiator between high and low mar.ks 
from ou.r. cu1>tmneu Lastly I let her know that she must take the time to bi@ak down the bill 
slowly and with confidence. I let her know to check that the customer understands and that she 
must aJ.w01.ys p::ovicle alternatives. 
Also, I confirmed her schedule ... 

Sunday 

5:30::00 PM 

12:15::00 AN 

Monday 

?:00;00 PM 

12 :: 15: 00 AM 

Tuesday 

8: 00 :: 00 PM 

12:00;00 AM 

Wednesday 

8 :: 00: 00 PM 

12::00: 00 AM 
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From: 
To: 
CC: 
Sent: 
Subject: 

Francesca, 

Gilbert Vega 
Francesca Prochazka 
John Tucci 
5/31/2015 6:35:12 PM 
Dorothea Perry 

Dorothea came to rsee rne for a headset and I asked what happened to hers. She said she may have 
left it in her car or at h(>me. J. asked her if she could check her. clllr. bec~use 1 d.id not have a 
headset to give her. She responded by saying "l'm not going back to my car-. When I said she 
may have to $he responded "Do you have one or not because you'.re wasting my time" and walked 
off, Taleha Washington was ahle to get hei:: a headset. 

My reason for bringing this to your attention is the manner in which she spoke to me. 
Conside:i:ing IHH' .issues, ! did not address further. My concern is that she may think c.hai. .she 
can continue to speak that way to me and dis.regard 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. 

Pli!ase advise. 
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To: 
Sent: 
Subject: 
Attachments: 

TSG Info 
TSG Info 
5/20/2015 4:23:22 PM 
nps ~ Genesys FAQs 
lmage001.png: image003.png 

[ cid: image 00 l, png@OJDO 9 319, •l 11F'Cl50] Signing Into Genes ys (Reminders) 

As an organization we are committed to provid.i.ng ou.t: ctistoroers \.,iith an unparc.lleled 
experience. Properly signing into our tools at the start of our shift and being available to 
as.Si!;(: our customers throug!1out our scheduled shift helps us oichi~Vli! t.:l1.i.s goal While we have 
done a great job getting acclimated with Genesys since its launch back in March, it is 
critical that we continue our correct use of Genesys. 

Here a.re some importa.nt tips and <lt'l!>\oler:n to FAQs regarding Gene: sys· 

Signing in at the start of your shift 

[cid:1~age003.png@OlD09319. 411FC150) 

Please not:e: 

If signing into Genesys is taking you longer than 3 minutes from the start of your shift, 
p.l ~H<ic•e rwti t:y a supervisor i_mrnediG;t.(~ly, 

If yow cc111tinue to experience issues signing j,n and go p<i~H~ 10 rn.i.1H1te$ from the start of 
your shift, please inform a supervisot with an update. 

o In either of these cases please;; ernail the supervisor (s) you spoke to, with a sutnrnary of the 
incident (please be sure to CC your own supervisor) 

o If the delciy .is due to <i c:ornputer issue/error, please make sure yml are .':iubrn.i.tt:i.ng «1 :;ervice 
Cent,,al ticket and include the: ticket nurnbe.r ih yO\.l.t em;;ij, l 

Please r.emenib(';lr to correctly sign out to Lunch, Bn4ak, Mel;!t.ing, l.:~nd of: Shift, etc. 

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

Thank you, 

-TSG '!nfo 
,$<lei 
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To: 
CC: 
Sent: 
Subject: 

Lisa Gillingham 
Yvette Panno 
Joe! Cataldo 
6/2/2015 6:53:57 PM 
RE: Action Requested: TSR Dorothea Perry 

I am fine :rv.:iving forward !'low. 

From: Yvette Panno 
Sent Tuesday, June 02, 2015 3:03 PM 
To: Lisa Gillingham 
Cc: Joel Cat:i'.:J.d<i 
Subject: RE: Action Requested: TSR Dorothea P~rry 

'l'h.:.inks, J.,J. s<i. 

Given our discussion earlier this morning, with respect to her overall lack of receptiveness 
to the Coaching, are we conside£ing moving forward earlier than June .30th? I know thete may ba 
other ~ctions in th~ interim. 

Yvette 

From: Li5a Gillingham 
sent: Tuesday, Jun~ 02, ~015 2:39 PM 
';('o: ~tvette Fanno 
Cc: .Joel Cataldo 
Subject RE: Action Requested: TSR Dorothea P~xry 

Yvette, 

1 am tine moving forward with the separation and the 20 weeks of severance. I would include 12 
months of Cobra. 

F~om1 Yvette Panno 
Sent: Monday, June 01, 2015 6:38 eM 
To: Lisa Gillingham 
Cc: Joel Cataldo 
Subject: Action R~qu~sced: TSR Dorothea Perry 

Li.sa, 

A.s disr:tissed e;,ul.ier, escalation summary attach(;~d fo:i;· your· r:evJ.ew. l' ve brief'ed Joel. 

'The st~ndard sewn:ance .:t.ncludes 2 weeks fo.r. each compJ.~ted year of St.nvice -· she has 10 years 
i-ti t;b th1~ Cc,rnp~ny. 

In this case, the suggestion is to also include Cobra for 18 months gro1sed up to $31, 253.95 

Will call you tomorrow to finalize the reconaendation. 

Thanks, 

Yvette 
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From: Yvette Panno 
Sent: Wednesday, December 231 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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for your approval -- RTT Falssfication of Employment Application. Based on new information, Rochelle, Sue, Tom 
and I are in agreement to proceed with separation. 

During the recent situation involving Tanasia1 Corporate Investigations uncovered and Corporate Staffing confirmed that 
she was previously convicted of Petit Larceny/Credit Card Fraud/Misdemeanor on 12/20£04. 

On 11er application dated and signed ~£24£05 attached #1 she ,91ecked "NO~ to any convictions; therefore failing 
to disc:lose a case that lmpads 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 YOll agree, my intent is to question her and proce5s an RTI 
on Monday after the Holiday. 

To summarize tile attached #3 recent Criminal Report provjded by John Warrack's Team: 

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 pied 
charge. 

Offense (date not available ·case located in Suffolk County): Count 1 ·Aggravated Unlicensed Operation 3rd degree 
(misdemeanor)i Count 2 ·Equipment violation (infraction); COunt 3 ·Operate Motor Vehicle Without Inspection 
Certificate (infraction). 
Disposition: Counts 1 ~3 -Plea: not specified; judgment: pending; case was adjourned to 5/30/08 but has not yet been 
disposed; currently still pending. 

Offense 12/16/09: Counts 1 & 2 ·Endangering the Welfare of a Child (misdemeanor). 
Disposition: pending; adjourned until 1/27/10. 

Tanasia also has a current WW dated 10/13/09 for Absenteeism and a FWW, WW and W.J from 2007 and a WW from 
2006 for same. 

Thanks 
Yvette 

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 

proprietary1 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. 

2 
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To: 
Cc: 
Subject: 
Attachments: 

Attorney Client Privileged 

Rochelle, 

dlllU J UJ:lmill!A dcH&lil:l'Hdi 11 Li"l!IZL UU J IUI! H Fil PT 

Rochelle Noel 
Yvette Panno 
Bobby Montg()mery 
Bobby Montgomery.jpg 

Iii H 

Collections Manager, Mat Robey, and I met with Bobby Montgomery regarding his failure to disclose multiple 
convictions prior to his hire i~ 2007. He stated that he was told by his attorney that he did not have to disclose whlln 
applying for a job. He provided me with the attached "Certificate of Relief i:rorn DisabUitles'' dated 4/25/2007. This 
appears to <;ipply only to the Felony resulting from his arrest on 9/10/97, not the other misdemeanors between 1994 and 
his hire date of U/5/07. I explained 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 ~he fact that his 
attorney told him he did not have to disclose. The certificate in Itself does not seem to change the dedsidn but I wanted 
to disclose to you. 
Please advise. 
Lynne 

Lynne Donnelly 
HI.Iman Resources Manager 
Billing & Collections 
Jericho 
{516) 803-3122 
(516) 46.:Z-0577 
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From: Yvelte Panno 
Sent: Tuesday, February 101 2015 10:26 AM 
To: Jeanette rorresi Rochelle Noel 
Cc: Paul Hilber; Jennifer Condoulis; Maria Mclaughlin 

[l 6 0---- :L5"'-- / ... 
Exh. No:_ Received ~ejectod---
Case No.: _________ .,,.....:=..---

·~---·----

Subject: Action R.equested: Anthony O'Malley: Falsification of Application: RTI 2-10-15 

Jeanette and Rochelle, 
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 2051/\.s previously discussed, Jos1.~ph Cu .1, Bre1 dan Holden 1md I support the mi.nation based on falsificalion 

of ou:r internal ernployme.nt applie<Uicm. 

V\Tarehouse Ana1yst Anthony O'Malk7 applied for an internal promotion, On 1/21/15 lhrou.f;b the. Tier l 
Supplemental Backgrotmd Check proce5s Ta~<:nt Acquisilfon/Sccurity I.nveshgahons verified that he falsified 

his application. He acknowledged that he foiled to disdose the misdemeanor stating "lw was in a rush. ,right 
before bis vacation" 

No flags. 

Thanks, 

Yvette 

The information transrnitted in this email and an of its attachments is intended on!y for the person or entity to which it 
is addressed and may contain information conce ning 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 i I formation by persons or entities othe·r than the intended recipienl{s) is 
prohibited and mav be linlawful. If you received this in error, please cont<.1ct th<~ sender immediately and delete and 

destroy the comrnuni,cation and all of the attachh1ents you have r(!teived and all copies thereof. 
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CERTIFICATE OF SERVICE 

 

 I hereby certify that on June 10, 2016, I electronically filed the foregoing 
Joint Appendix, Volumes I, II, III, IV, 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 10th day of June 2016 
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