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H11 — The Vermont Broadband Consumer

Protection Act
« VCBB Board supports the legislation

« Suggestions for Inclusion in H11
« Performance Monitoring

« Language on Data Caps/Throttling

« Suggestions for Further Evaluation

 Who should receive, evaluate, and mitigate consumer
complaints

* Integrating ideas contained in the VCBB Consumer
Protection Policy

* Integrating ideas providers agreed to in CUD/Provider
Consumer Protection and Accountability Agreements
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VCBB Efforts - Quality Assurance Provisions of [=]
The Board’s Consumer Protection Polic '

Assure and measure network reliability
Assure and measure high quality customer service

Provide customer complaint procedures

Assure customers get what they pay for

Assure the network is maintained to general industry standards to meet
customer demands for speed and reliability over time

Perform, carry out, and measure speed testing

Meet standard customer service requirements and related best practices
iIncluding outage response, call taking, bill questions, consumer
protections, response to customer inquiries, etc.

Address consumer complaints through industry-standard procedures

https://publicservice.vermont.gov/sites/dps/files/documents/Consumer%20Protection-03.25.2024 .pdf


https://publicservice.vermont.gov/sites/dps/files/documents/Consumer%20Protection-03.25.2024.pdf

VCBB Efforts - Performance Monitoring and
Accountability via CUD Partnerships

The VCBB encourages the Committee to invite
the CUDs to discuss the additional consumer
protections they negotiated with partners and
whether they could be a model statewide.

* Public accountability — public meetings, reporting
of consumer complaints, tracking install/repair times,
notice of outages, refunds, transparency, etc.

* Performance Standards and Required Testing -
Speed testing/reporting, Net Promoter Scores,
Remediation plans.
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We Recommend Including Performance
Monitoring and Reporting

Measuring the consistency of user experience

* Promised speed vs actual speed

» Speed trends

» Latency in real time

« Outages

« Consumer satisfaction (NPl score, complaints)
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Ex: Ookla/IBM Example -100 Mbps Progress

Construction Dashboard .. . % PR T N\l

Verified Speed Tiers (download / upload)

B = 100 Mbps £ 100 Mbps (symmetric)
B = 100 Mbps / 20 Mbps
with 250+ Ookla Speediest Resulis and 25+ Users in Progect Area

Construction Status Managed Investment
| | Metwork Live in Last 30 Days State - Caunty

1 1+ Ockla Speediest Resuls in Project Area B recersl Privale



Summary H11 — The Vermont Broadband

Consumer Protection Act
« VCBB Board supports the legislation

 Additions

« Performance Monitoring
« Language on Data Caps/Throttling

« Suggestions for Further Evaluation

 Who should receive, evaluate, and mitigate consumer
complaints

* Integrating ideas contained in the VCBB Consumer
Protection Policy

* Integrating ideas providers agreed to in CUD/Provider
Consumer Protection and Accountability Agreements
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Thank yout!

Christine Hallquist, Executive Director Christine.Hallquist@Vermont.gov
Rob Fish, Deputy Director Robert.Fish@Vermont.gov

VT Community Broadband Board (VCBB) | Department of Public
Service

Follow us: Linked|n, Facebook, X, Bluesky
Award-winning documentary “Connected”
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https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.linkedin.com%2Fcompany%2Fvermont-community-broadband-board%2F%3FviewAsMember%3Dtrue&data=05%7C02%7CHerryn.Herzog%40vermont.gov%7C87ef6a29ae7c4e765d4208dd0e4b3e68%7C20b4933bbaad433c9c0270edcc7559c6%7C0%7C0%7C638682438516828361%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=LjfLABK1o0iKQQ9kdLRxJZ%2BzWfmM8urFHklwRh7lcfQ%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.facebook.com%2FVermontCommunityBroadband&data=05%7C02%7CHerryn.Herzog%40vermont.gov%7C87ef6a29ae7c4e765d4208dd0e4b3e68%7C20b4933bbaad433c9c0270edcc7559c6%7C0%7C0%7C638682438516842246%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=RdOATj%2BDZ0hdhPkNL7ZcLjwQvqRmk2lzG7hCpFf8v2M%3D&reserved=0
https://x.com/VCBB_Broadband
https://bsky.app/profile/vcbb.bsky.social
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.youtube.com%2Fwatch%3Fv%3DdmAkjKQF0D0&data=05%7C02%7CHerryn.Herzog%40vermont.gov%7C87ef6a29ae7c4e765d4208dd0e4b3e68%7C20b4933bbaad433c9c0270edcc7559c6%7C0%7C0%7C638682438516868380%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=xBNE%2FAJXBTgU%2BwkdKeBQIsqemlB0%2F8Y6Fh8RgShz5f4%3D&reserved=0
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