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Task Name(s):
Business Processes – Notification of ISP Terms of Service Violations

Task Description(s): Identify the process for notifying the ISP and the disconnection process when an ISP violates the cable carrier’s Terms of Service.

Conclusions:

General

This contribution sets out standard procedures for notification to an ISP of terms of service violations.  Examples of ISP terms of service violations are provided in the cable carriers’ General Tariffs that were approved by the Commission on a final basis on February 8, 2001.  The tariffs are posted electronically at www.crtc.gc.ca\cisc\eng\cisf3g8h.htm.

Standard procedures for notifying an ISP of terms of service violations prior to disconnection are set forth below.  These procedures do not preclude a cable company from disconnecting an ISP forthwith if such action is necessary, in the reasonable assessment of the cable company, to maintain the integrity of its cable network.  In such cases, the ISP will be notified directly via telephone and with a written follow-up through the business interface system as soon as possible providing a detailed explanation of the reason for disconnection.

1. The cable carrier will notify the ISP immediately to report violations of its terms of service.  The cable carrier will use the business process interface system to report the violation.  The notice will include the following information:

i. name of ISP

ii. date and time of notice

iii. name of cable carrier contact 

iv. paragraph and section reference in the terms of service applicable to the complaint

v. description of the terms of service violation and impact on the network, operations or service

vi. date by which the ISP needs to respond and rectify the problem.  The ISP will be given 10 business days to rectify the problem

vii. Specific interface(s) on the POI and the POI location(s)   

2. The ISP shall provide a confirmation of receipt of the notice to the cable carrier within 24 hours.

3. If the ISP does not provide a confirmation within 24 hours and repeated attempts (up to five over two consecutive weeks) to contact the ISP fail the cable carrier will provide final notice to the ISP.  Final notice will be delivered over the business interface system as well as via post to the ISP’s mailing address.

4. If the ISP is unable to confirm that the problem/issue was rectified and/or the problem persists, the cable carrier will arrange a meeting (either in person or via conference call) with the ISP to discuss the steps that it expects the ISPans/or the cable carrier to take to remedy the problem.  The ISP will be given another 10 business days or other mutually agreed to timeframe to prove that the appropriate measures have been taken.

5. If the problem persists, the ISP will be given final notice.

6.  Prior to disconnecting an ISP for violating its terms of service, a cable company shall provide the ISP with a final notice.  Disconnection of the service will take effect 30 calendar days following the issuance of the final notice.  The notice will be delivered over the business interface systems as well as via post to the ISP's mailing address.  The final notice will include the following information:

(a) name of ISP

(b) the reason for the proposed disconnection including a summary of previous warnings that relate to the violation

(c) the scheduled time for the disconnection

(d) the reconnection charge

(e) the telephone number of a senior cable company representative with whom the issue may be discussed

7. In addition to the final notice in (6), at least 24 hours prior to disconnection of the ISP, the cable company shall advise the ISP that disconnection of the service is imminent.

Disconnection of an ISP may be averted at any time throughout the process, if the customer ISP proves that effective measures to address the terms of service violation have been taken.  At any time throughout the process the ISP can file a complaint with the CRTC to seek adjudication in the case a dispute arises over the violation(s) of the terms of service.

The cable carriers' approved tariffs currently provide that the cable carrier may not suspend service to a customer ISP where there is a dispute concerning the basis for the proposed suspension, provided that payment is being made.  The only exception to this prohibition is where immediate suspension is necessary to maintain the integrity of the network.
Further Activities: 

None envisaged.
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