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NOTICE TO U-VERSE TV CUSTOMERS IN ILLINOIS CONCERNING 
GENERAL CUSTOMER SERVICE STANDARDS 

 
Why Is AT&T Providing This Notice to Me? 
As a U-verse TV customer, you are entitled under Illinois Law to receive a description of our 
general customer service standards for U-verse TV when your service is first activated and then 
annually.  Our general customer service standards are described below. Thank you for choosing 
AT&T for your video and entertainment needs. 
 
Customer Service Telephone Numbers and Hours 
You can call our customer service office, 24 hours a day, seven days a week, toll-free at 1-800-
ATT-2020.  Our trained, knowledgeable and qualified service representatives will be available to 
respond to your inquiries regarding installation, disconnection, billing, and complaints Monday 
through Saturday from 7 a.m. to 9 p.m. and Sundays from 8 a.m. to 5 p.m.  We will generally 
connect you with a service representative within 30 seconds.  Outside of these times, your call 
will be answered by a Company representative or an automated response system.  Our service 
representatives will respond on the next business day to inquiries received by telephone or e-mail 
through our website (www.attuverse.com) after the above hours.  We will respond to a written 
billing inquiry within 10 days of receipt of your inquiry. 
 
You can call our repair office 24 hours a day, seven days a week, also at 1-800-ATT-2020.   
  
AT&T Employee Identification 
All of our service representatives or others who contact customers in person on our behalf will 
have a visible identification card with their name and photograph and will orally identify 
themselves upon first contact with you.  Our service representatives will identify themselves 
immediately following the greeting during each telephone contact with you.  
   
Appointment Hours for Installations and Service Calls
The “appointment window” alternatives for installations, service calls, and other installation 
activities that we provide will be, at a maximum, a four-hour time block during normal business 
hours.  We may schedule service calls and other installation activities outside of these hours for 
your express convenience.  We will not cancel an appointment with you after 5 p.m. on the 
business day before the scheduled appointment.  If our representative is running late for an 
appointment with you and will not be able to keep the appointment as scheduled, we will try to 
contact you.  We will reschedule the appointment, as necessary, at an available time which is 
convenient for you, even if the rescheduled appointment is not within normal business hours. 
 
Estimated Costs for Installations and Service  
Our service representatives or others who contact customers on our behalf will state the 
estimated cost of service or repair orally, before delivery of the service or before work is 
performed.  We will also provide you with an oral statement of the total charges before 
terminating a telephone call or other contact in which you order service, whether in-person or 
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electronically if you order on the Internet, and we will provide a written statement of the total 
charges before leaving the location at which the work was performed. If the charge for the 
service is a promotional price or is for a limited period of time, we also will disclose the charge 
for the service at the end of the promotion or limited period of time.  
 
Installation Intervals  
We will be able to perform standard installations within 7 business days after the order has been 
placed.  
 
Service and Repair Intervals 
We will provide reasonably efficient service, promptly make repairs, and interrupt service only 
as necessary for good cause, during periods of minimum use of the system and for no more than 
24 hours.  We will provide clear visual and audio reception that meets or exceeds applicable 
Federal Communications Commission technical standards.  If you experience poor video or 
audio reception due to our equipment, we will promptly repair the problem at our expense. 
 
Excluding conditions beyond our control, we will begin working on “service interruptions” 
promptly and in no event later than 24 hours after the interruption is reported by you or becomes 
known to us.  “Service interruption” means the loss of picture or sound on one or more service or 
channel.  We will begin to correct other service problems the next business day after learning of 
the service problem and correct the problem within 48 hours after it is reported by you.   
 
If we receive notice that an unsafe condition exists with respect to our equipment, we will 
investigate such conditions immediately, and will take necessary measures to remove or 
eliminate the unsafe condition. We will also notify your local unit of government promptly, but 
no later than two hours after notification of an unsafe condition that we have not remedied.   
 
AT&T U-verse TV Use Instructions, Services, Programming, and Rates  
Your Welcome Kit includes a features guide that explains how to use AT&T U-verse TV.  
Additional copies of the features guide are available online or upon request.  
 
Your Welcome Kit also includes a list of the U-verse TV services that we offer today and a 
description of the programming and rates for those services for all levels of service.  We suggest 
that you also check our website at www.attuverse.com to learn more about U-verse TV and the 
services available. 
 
Our rate structure for video service is uniform throughout the local unit of government in which 
you live.  We offer our lowest-cost basic video service on a stand-alone basis and do not require 
the subscription to any other service. 
 
Our rates for each level of service we offer, our terms of service, and our policies related to U-
verse TV are available to the public, upon request, and are displayed clearly and conspicuously 
on our website at www.attuverse.com.   
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Use and Availability of Parental Control or Lock-Out Device 
As part of AT&T U-verse TV service and at no additional cost, you can block any program or 
channel carrying programming that you do not deem appropriate for all members of your 
household.  Instructions for use are available in the features guide.  
 
Services for Customers with Disabilities   
We will not discriminate in providing services to the hearing or visually impaired and will 
comply with the accessibility requirements of 47 U.S.C. 613.  We will provide use of a converter 
or remote control unit to mobility impaired customers. We will also deliver converters and other 
necessary equipment to the homes of customers with disabilities and provide a pre-paid shipping 
label and packaging for return of equipment upon cancellation of service. 
 
Notice of Deletion or Changes of Programming Service, or Changes or Increases in Rates  
We will provide you with a minimum of 30 days’ written notice before increasing our rates or 
eliminating transmission of programming and will also submit that notice to your local unit of 
government before distributing that notice to you.  However, if the elimination of transmission of 
programming was outside our control, we will use reasonable efforts to provide as much notice 
as possible.  Any rate decrease related to the elimination of transmission or programming will be 
applied as of the date of the change. 
 
Other Charges 
We will not charge you for any service or equipment that you have not affirmatively requested. 
Any charges we impose for changes in your selection of services or equipment will be based on 
the cost of such changes and shall not exceed nominal amounts when our system's configuration 
permits changes in service tier selection to be made solely by coded entry on a computer terminal 
or by other similarly simple methods. 
 
Deposits and Credits 
We may require you to make deposits or advance payments for U-verse TV service, which we 
may use to satisfy your initial bill for service, to offset against any unpaid balance on your 
account, or as otherwise permitted by law.  We will not pay interest on advance payments or 
deposits unless required by law.  We may require additional advance payments or deposits if we 
determine that your initial payment was inadequate.  Based on your creditworthiness or for other 
reasons, we may establish limits and restrict service or features as we deem appropriate.  As 
required by law or if we determine that you have a satisfactory payment history, we may begin 
refunding of the deposit or advance payment through bill credits or cash payments. 
 
Customer Credits   
Under the Illinois Law you are entitled to receive credits if we fail to meet certain customer 
service standards.  You are under no obligation to request the credit.  Such credits will appear on 
the bill issued to you in the billing cycle following the discovery of our failure to meet the 
service standard.  If you are no longer a customer at that time, we will provide you with a check 
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for the credit amount within 30 days after your service has terminated. Here is a list of the 
possible service standard violations and the credit associated with each violation: 
 

· Failure to provide notice of customer service standards upon initiation of service: 
$25.00. 
· Failure to install service within 7 days:  Waiver of 50% of the installation fee or the 
monthly fee for the lowest-cost basic service, whichever is greater. 
· Failure to install service within 14 days:  Waiver of 100% of the installation fee or the 
monthly fee for the lowest-cost basic service, whichever is greater. 
· Failure to remedy service interruptions or poor video or audio service quality within 48 
hours:  Pro-rata credit of total regular monthly charges equal to the number of days of the 
service interruption. 
· Failure to keep an appointment or to notify the customer prior to the close of business 
on the business day prior to the scheduled appointment: $25.00. 

 · Violation of privacy protections: $150.00. 
 · Violation of customer service and billing standards: $25.00 per occurrence.   

· Violation of the service bundling rules:  $25.00 per month. 
 
Paying Your Bill
We will send you a bill for your AT&T U-verse TV service each month that is clear, accurate 
and understandable.  To pay your bill you should send payment to the address indicated on your 
bill. If you submit a billing question to us in writing, we will respond to that request within 10 
days after we receive it. 
 
You have 28 days from the date of the bill to make payment.  If you send your payment to us by 
U.S. Mail, the payment must be postmarked by the 28th day to be timely.  
 
If you don’t pay your bill on time, we may assess a late payment charge as of the 29th day after 
the date of the bill.  If you pay your bill by check and the check is returned by the bank because 
of insufficient funds, we will impose a charge for each returned check. If you pay only part of 
your bill on time, we may assess a late payment charge on the unpaid amount. 
 
Cancellation of Service
You have 60 days after you subscribe to AT&T U-Verse TV service, or after you upgrade your 
service plan, to cancel that service (or upgrade) without penalty.  You will receive a pro-rata 
credit in an amount equal to the pro-rata charge for the remaining days of service being 
cancelled. You will be liable for the charges incurred for the portion of the 60-day period before 
you cancelled the service (or upgrade), including any pay-per-view or premium service charges.  
You also may be charged a fee to offset any rebate or credit you received when you subscribed to 
the service or upgrade. 
 
At any time, if you ask us to cancel your service, we will stop charging you for the service within 
one business day after receiving your request or, if you give us at least five days’ notice, we will 
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stop charging you as of the cancellation date that you specify. You will be liable, however, for 
any charges, including pay-per-view or premium service charges, incurred during the period 
before you cancelled the service. 
 
No U-verse TV service contract will be for a term longer than one year.  If your service plan 
includes an early termination fee, and you cancel that service more than 60 days after 
subscribing, we may charge you a termination fee of no more than the amount of the discount 
reflected in the price you received for the service while you were a subscriber.  
 
You must return our equipment to us upon cancellation or disconnection of service.  We will 
provide you a pre-paid shipping label and packaging for return of equipment upon cancellation. 
 
If you cancel your service, we will issue any credit we owe you, or return any deposit you 
provided, within 10 business days after the close of the next full billing cycle following your 
cancellation request or your return of AT&T U-verse TV equipment, whichever is later.  
 
Involuntary Service Disconnection
We may disconnect your AT&T U-verse TV service if you do not pay your bill by the date 
specified in a disconnection notice, if you pay with a check for which there are insufficient 
funds, if you have abused our equipment or personnel, if you have stolen service, or if you 
engage in other similar actions.  
 
We will disconnect your service for nonpayment of charges only after sending you, via U.S. 
Mail, a notice of the impending termination at least 21 days in advance.  Notice of proposed 
termination will not be mailed until at least the 29th day after the date of the bill for services.  If 
your service is disconnected for non-payment, it will be reconnected only after you pay the full 
amount owed, plus a reconnection charge.  If your service is disconnected without good cause, 
your service will be restored without payment of a reconnection charge. 
 
The disconnection notice will include your name and address, the amount your account is past 
due, and the date by which you must pay that amount to avoid disconnection of your service.  
The notice also will include a telephone number you can use to make payment arrangements and 
to learn about charges you will incur, once your service is disconnected, if you fail to return our 
equipment or if you want your service reconnected. 
 
We can only disconnect your service on days when you can contact our service representatives at 
the telephone number provided in the disconnection notice. 
 
Informal Complaints and Bill Dispute Resolution  
If you have a complaint regarding your bill, service quality, privacy protections, or other issues 
involving your AT&T U-verse TV, please contact our customer service office at 1-800-ATT-
2020.     
 



Affidavit of Paul LaSchiazza 
Exhibit 7 

Attachment 7-1  
 

 6

Our customer service representatives are able to provide credit, waive fees, schedule 
appointments, and change billing cycles.  Any difficulties that cannot be resolved by the 
customer service representatives will be referred to a supervisor, who will make best efforts to 
resolve the issue immediately.  If the supervisor does not resolve the issue to your satisfaction, 
the supervisor will provide you with information about our written informal complaint 
procedures and other rights and remedies available to you. If this informal process does not 
resolve your issue, you or your local unit of government may request nonbinding mediation with 
us, with each party to bear its own costs of such mediation. Selection of the mediator will be by 
mutual agreement, and preference will be given to mediation services that do not charge you for 
their services.  
 
Rights and Remedies if AT&T Materially Fails to Meet These Customer Standards 
If you do not believe the informal complaint process produces a satisfactory result or if you 
believe that we have substantially failed to meet these customer service standards, you may ask 
either the local unit of government in which you reside and receive video service, or the Illinois 
Attorney General, to investigate and bring an enforcement action against us, if appropriate. You 
may also pursue alleged violations of these general customer service standards in a court of 
competent jurisdiction.  


