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FORM OF FRANCHISE TRANSFER CONSENT RESOLUTION

RESOLUTION NO

RESOL N OF THE BOARD OF SELECTMEN OF
THE
TOWN OEDORCHESTER W HAMPSHIRE CONSENTING TO THE SALE AND
ASSIG NT OF ASSETS, INCLUDING THE CABLE TELEVISION
FRANCHISE, FROM PHOENIX GRASSROOTS CABLE SYSTEMS, L.L.C.

TO FRONTIERVISION OPERATING PARTNERS, L.P.

) WHEREAS, on January 24, 1991, the Town of Dorchester, New Hampshire
("Grantor") granted to Phoenix Grassroots Cable Systems, L.L.C. ("Seller") a franchise as
set forth in the Cable Television Franchise Agreement, as amended by the Amendment to
Cable Television Franchise Agreement dated February 1, 1996, to own and operate a cable
television system in the Town of Dorchester, New Hampshire (the "Franchise”).

WHEREAS, FrontierVision Operating Partners, L.P., a Delaware limited
partnership ("Buyer") has entered into an Asset Purchase Agreement with Seller (the

"Agreement"), whereby Buyer will purchase and acquire from Seller the Franchise and

Seller’s real and personal property (the "CATV System") used or held for use in connection
with the Franchise;

WHEREAS, Buyer and Seller wish to obtain the consent of Grantor to the
transfer of the Franchise and the CATV System.

NOW THEREFORE, for and in consideration of the foregoing and the
promises set forth herein, the Grantor agrees as follows:
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Buyer acknowledges that it will not assign or transfer the Franchise to

any person or entity without first notifying the Board and obtaining the consent of the
Grantor, such consent not to be unreasonably withheld. For purposes of this paragraph, an
"assignment” or "transfer" shall not be deemed to include the following types of transactions

and activities:

(a)

(b)

©

4.

The assignment and transfer of the Franchise and/or the CATV System
to any person or entity which is affiliated with Buyer (an "Affiliate")
by virtue of direct, indirect and/or common control or ownership;

The assignment, pledge or grant of a security interest to any lender(s)
of all of the Buyer’s or an Affiliate’s respective rights, title and interest
in and to the Franchise and/or the CATV System as collateral for
loans. Said Lender(s) shall have the rights of a secured creditor with
respect thereto under the Uniform Commercial Code of the State of
New Hampshire; and

A change in the ownership or control of Buyer.

Upon closing of the transactions contemplated by the Agreement, Buyer

shall notify the Grantor and shall file an acceptance of the Franchise, whereby Buyer agrees
to be bound by and to perform the terms and provisions of the Franchise.

Consented to this & day of /ga?d/f ., 1996.
(V4

PASSED, ADOPTED AND APPROVED by the Board of Selectmen of the
Town of Dorchester, New Hampshire.
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FOURTEENTH: FUTURE ENHANCEMENTS

GRASSROOTS will annually offer the TOWN any services provided under franchise(s) issued after the date of this
Agreement for other towns erved by GRASSROOTS and other affiliates controlled by its principals if said town(s) are of
comparable size and economic Characteristics. An offer of enhancements not accepted by the TOWN within 30 days of
receipt will be deemed automatically withdrawn,

FIFTEENTH: cost PROTECTION PROVISIONS
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S!XTEENTH: SEVERABILITY

If any section, sentence, clause or phrase of this Agreement is for any reason held illegal, invalid or unconstitutional by any
court of competent jurisdiction or by regulations of the FCC or any other governmental agency having appropriate
jurisdiction, such portion shall be deemed a separate, distinct and independent provision, and such holding shall not affect
the validity of the remaining portions hereof.

SEVENTEENTH: FORCE MAJEURE

Prevention or delay of any performance under this Franchise due to circumstances beyond the control of GRASSROOTS or
the TOWN, unforseen circumstances or Acts of God shall not be deemed non-compliance with, or a violation of, this
Franchise.

EIGHTEENTH: CONTRAVENTION OF PROVISIONS; ARBITRATION

1. To insure reasonable continuity of service by the expeditious resolution of any dispute or disagreement in any way
arising out of or resulting from this franchise or any claimed breach or material violation of this franchise, or any dispute or
disagreement in any way arising out of or resulting from any hearing held pursuant to the provisions of this franchise, such
dispute or disagreement excluding those which are covered under Federal Law shall be submitted to arbitration by a Board
of Arbitrators (hereinafter "ARBITRATORS"): one chosen by the BOARD, one chosen by GRASSROOTS and the third
chosen by the two named arbitrators. Should either party fail to choose an arbitrator, or should the two chosen arbitrators
fail to choose a third, the appointment shall be made by the American Arbitration Association, failing which either party may
apply to County Superior Court having jurisdiction to appoint an arbitrator or arbitrators. All matters shall be heard de novo
by the ARBITRATORS, and the ARBITRATOR shall have final and conclusive authority on all such matters, but it shall not be
empowered to depart from or in any way alter the terms of this Franchise. The ARBITRATORS may order specific
performance as well as other forms of appropriate relief as requested by the parties or as justice may require. The
ARBITRATORS shall be entitled to reasonable compensation for their services, and they shall determine whether their
charges are to be shared equally by the parties, or are to be paid in full by the party found to be in the wrong. Each party
agrees to make payment to the ARBITRATORS in accordance with said determination, and if no such determination is
made, to pay one-half of their charges. This section shall be governed by and construed in accordance with the laws and
statutes of the State of New Hampshire and particularly, but without limitation, RSA Chapter 542, as amended and if and to
the extent that anything herein is inconsistent therewith or anything required thereby is omitted herefrom, the provisions of
the applicable laws shall have the right to bring any legal proceedings against the other, save only as expressly authorized
in and for the purposes specifically set forth in the said RSA Chapter 542 with respect to agreements to arbitrate, arbitration
proceedings and arbitrators' awards.

If either party fails or refuses to comply with the ARBITRATORS' award, such party shall reimburse the other party for all
expenses, including attorney fees, reasonably incurred in obtaining judicial enforcement of the award.

The provisions of this paragraph shall in any and all events survive termination and/or breach of this Franchise.

2. The TOWN reserves the right to revoke this Franchise and rescind all rights and privileges of Franchisee associated with
it in the following circumstances:

(a) Ifthe Franchisee should default in the performance of its
material obligations under this Franchise and fails to cure
the default within 90 days after receipt of written notice

of the default from the TOWN, or fails to cure the default
within a reasonable time after commencing curative action.

(b) If the Franchisee arbitrarily ceases to provide seryice
pursuant to this Agreement and fails to reinstate service
after notice as in subparagraph (a) above.

(c) Notwithstanding a) and b) above the TOWNS power of
revocation shall not exceed those granted under the 198-4
Cable Act or any amendments thereto or any other applicable

laws or regulations.



3. Prior to revocation for cause under subparagraphs (a) and (b) of Paragraph 2 of this Section, the BOARD shall give 30
day$ written notice of intent to revoke. After such notice and meeting with the BOARD, if any is requested, revocation shall
be subject to further proceedings under Section 18, Paragraph 1 hereof. Nothing herein shall be construed to prohibit

either party from proceeding to arbitration at any time under Section 18, Paragraph 1.
4. Upon termination or revocation of this Franchise:

(a) GRASSROQTS shall upon request remove any of its aerial property located on public rights of ways
installed for the cable television system, not including interior or exterior building wires, unless

(b) The Town, at its option, buys the system from GRASSROOQTS at fair market value,
subject to encumbrances, or

(c) GRASSROQTS sells the system to others subject to the terms of this Franchise Agreement.

(d) In the event of (b) or (c) of this Section "Fair Market Value Of The System" is based on an ongoing
business entity with a 15 year Franchise term remaining. Any removal hereunder shall be conducted
with the same care and subject to the same procedures and conditions as required for installation and
maintenance. Any property disturbed or altered by removal shall be promptly repaired, reconstructed
or restored less allowance for normal wear and tear.

NINETEENTH: NOTICE

All notices sent pursuant to this Franchise shall be in writing and mailed by certified mail with a return receipt requested.
Notice to GRASSROOTS shall be made to Grassroots Cable Systems FP2, Inc., Industrial Drive, Exeter Corporate Park,
P.O. Box 280, Exeter, New Hampshire 03833, Attention: W. Robert Felder, President. Notice to the TOWN shall be to the
Chairman of the Board of Selectmen at the TOWN office. Each party may advise the other in writing of change of
designated address or agent for receipt of notices.

TWENTIETH: SUCCESSION

This Agreement shall be binding upon and inure to the benefit of the parties hereto and their respective heirs,
representatives, successors and assigns. The rights and privileges granted to GRASSROOTS by the TOWN shall not be
assigned or transferred without the majority consent of the Selectmen, which consent shall not be unreasonably withheld or
delayed. Failure to act within thirty (30) days on any such request shall be construed as approval. In no event shall a
transfer of ownership or control be approved without the successor in interest becoming a signatory to the Franchise
Agreement.

Nothing in this section shall be deemed to prohibit mortgage or pledge of the Franchise, system plant or any part thereof,
for financing purposes and as such does not require approval of the BOARD. Any such mortgage, pledge or other interest
shall be subordinate to the rights of the TOWN under the terms of this Agreement. The BOARD shall be notified if a
mortgage or pledge of the Franchise, system plant or any part thereof, was granted by GRASSROQTS to a lender for
financing purposes

TWENTY FIRST: AMENDMENTS

Any proposed amendment to this Agreement must be in writing and upon execution by the parties will become a part of tf
Agreement. Said proposed amendment(s) to be numbered sequentially and paginated.

TWENTY SECOND: FRANCHISE FEE

The TOWN will not receive a Franchise Fee.




IN WITNESS WHEREOF, the parties hereto have executed this 20 page agreement by causing the signatures of its duly
designated agents to be affixed to duplicate originals on this date.

Selectmen, Grassroots Cable Systems FP2, Inc,,
Town of Dorchester, New Hampshire

Wﬂ%&ﬁmﬂ(

President
By: / -
S e b e—



SCHEDULE "A"

PROPOSED CHANNEL OFFERING, 29 CHANNELS ACTIVE

BROADCAST SERVICE (8 CHANNELS)

ABC STATION

CBS STATION

NBC STATION

PBS STATION

COMMUNITY CHANNEL

IND WSBK CH 38 BOSTON

IND WTBS CH 17 ATLANTA
ENTERTAINMENT TELEVISION

ABC, CBS, NBC and PBS programming service will be provided by a local affiliate wpen adequate_ receptign is .
technically feasible. If antenna reception is either sub standard or not present, satellite programming services will be

substituted.

SATELLITE SERVICE (17 CHANNELS)

SPORTSCHANNEL VH-1
ESPN NICKELODEON
THE FAMILY CHANNEL USA CABLE NETWORK
THE DISCOVERY CHANNEL THE NASHVILLE NETWORK
ACTS FNN/SCORE/TELSHOP
éRS,TpSAi', ENTERTAINMENT NETWORK CNN

- i |
_?Sﬁuw VALUE CHANNEL ;ETCDL'NE NS

STANDA
RD PACKAGE (25 CHANNELS) - Broadcast Service and Satellite Service combined

*PREMIUM SERVICES (4 CHANNELS)

SHOWTIME
CINEMAX
THE DISNEY CHANNEL

NESN (New England S
ports Netwo
PAY-PER-VIEW (future service) i

purchased and Subscriber myst have the Standard Packa
ge.

i , .
e by dropping, adding or changing services,



$CHEDULE "B"

FREE SERVICE

GRASSROOTS agrees to provide FREE the Standard Package, up to a maximum of three (3) total, to the public building(s)
listed below when requested in writing by the Selectmen, providing such buildings are within 500" aerial of a street with
feeder cable on it. If underground service is required, the TOWN must provide a trench or conduit. GRASSROOTS wiill
bring cable to one set in each building. Any other services or equipment will be provided at GRASSROOTS' rates then in
effect.

1. T;W:u M“Sé
SR

3.



S(".'HEDULE 1%

RESIDENTIAL RATES

REMOTE CONTROL CONVERTER (W/VOLUME CONTROL)
PERSONAL REMOTE CONTROL CENTER (TV, VCR, CATV)

BROADCAST SERVICE (8 Channels)*
Additional TV Outlets (without converter)
FM Service Outlets
Monthly Cable Guide

= Additional channels added to the Broadcast Service Package (12 channel maximum)
will increase the rate by $1.00 per additional channel added.

SATELLITE SERVICE (17 Channels)**
(Must purchase Broadcast Service, Includes additional outlets,
FM service outlet(s), one A/B switch and cable guide)

STANDARD PACKAGE
(Broadcast Service and Satellite Service combined)

Additional monthly cable guide copies
(To same service address)

PREMIUM SERVICES (4 channels)**
SHOWTIME
CINEMAX
THE DISNEY CHANNEL
NEW ENGLAND SPORTS NETWORK (NESN)
PAY-PER-VIEW (future)

** Only available to Standard Service Subscribers

Monthl

hari

Plus T

$ 3.00 Each
1.95 Each

$9.20
1.95 Each
1.95 Each
2.00 First Copy

$16.55

$25.75

.75 Each

6.95
6.95
6.95
5.95
PER EVENT
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COMMERCIAL RATES

HOTELS, MOTELS & TUITION SCHOOLS
(Non-public viewing areas)

STANDARD COMMERCIAL CONVERTER 1.00 Each
REMOTE CONTROL CONVERTER W/VOLUME CONTROL 3.00 Each
PERSONAL REMOTE CONTROL CENTER (TV, VCR, CATV) 1.95 Each
COMMERCIAL SERVICE
(Includes one cable guide)
First set charge $25.75
Additional Outlets
2-10 outlets 7.50 each
11-20 outlets 6.50 each
21+ outlets 5.50 each
Additional monthly cable guide copies "~ .75Each

(To same service address)

PREMIUM SERVICES (priced per outlet)

SHOWTIME 3.50 each
CINEMAX 3.50 each
THE DISNEY CHANNEL 3.75 each
NESN 1.00 each
PAY-PER-VIEW (future) Not available

TV DEALERS, VIDEO STORES, BARS & OTHER COMMERCIAL ESTABLISHMENTS
(Public viewing areas)

STANDARD COMMERCIAL CONVERTER 1.00 Each

REMOTE CONTROL CONVERTER W/VOLUME CONTROL 3.00 Each

PERSONAL REMOTE CONTROL CENTER (TV, VCR, CATV) 1.95 Each

COMMERCIAL SERVICE $25.75
Additional TV Outlets (without converter) 1.95 Each
Additional monthly cable guide copies .75 Each
(To same service address)

PREMIUM SERVICES
SHOWTIME Not available
CINEMAX Not available
THE DISNEY CHANNEL Not available
NESN $50. per month
PAY-PER-VIEW (future) Not available

11



INSTALLATION CHARGES One Time Charges (Plus Tax)
.Complete installation, first set $45.00

within 500" (if aerial, measured by pole distances)

of our cable lines or additional fees apply.

We do not bury underground services but we will place

the cable in a conduit or trench provided by the subscriber,

includes GCS A/B switch installed and, if ordered, installation

of FM Service (within 10’ of first set) and Premium services
.Additional outlets installed, same service address,each

includes installation of purchased

GCS A/B switch and, if ordered,

installation of FM service

(within 10’ of set) and Premium Services

With initial installation.... 20.00
Special trip......ccoeuene 30.00
.Additional FM hookups with 10’ of cable, each
With initial installation.... 20.00
Special trip.....ccceevuneeas 30.00
.Non-payment reconnect 20.00
.Service calls
To restore Operator's cable TV service due to no charge
cable system failure
To restore Operator's cable TV service due to 25.00
subscriber caused or other non-system problem
.Subscriber requested change, each 25.00
.Drop any or all service(s) no charge
Miscellaneous Charges:
Subscriber requested visit not on a 20.00
regularly scheduled day, add
Installation longer then standard cost + 10%
Underground installation cost + 10%
Increase signal level to dwelling unit cost + 10%
.Multiple set installation, commercial or other cost + 10%
in volume
.A/B switch, each 10.00
.A/B switch w/Installation not covered above 25.00
_Standard commercial converter, purchased, each cost + 20%
w/Installation
.Remote control converter, purchased, each ) cost + 20%
w/Installation
Personal Remote Control Center (TV, VCR, CATV), cost + 20%

purchased, each w/Installation



DISCOUNT:

FREE INSTALLATION

Free Standard P

i ackage Installation, i

first ' ation, if the resi i

SUbss:rIiiZ If:sofntact. will be offered on the firstsi‘tegtnflgns e

The homes a:Ltgisf:;set 60 days after the system is :ctt?vated

b i 4 ad?j?t‘ieg must be within 500'(if aerial, mea.lsured b

but we will place the cabl nal fees apply. We do not bury und g peeiases
able in a conduit or trench provided by thee:gmt-:1 i peines

subscriber.

Complete installati
ation rate will b ; ;
Broadcast Service within 90 dasscharged if subscriber downgrades to

SENIOR CITIZENS RATE
Senior Citizens are defi
efined as 65
: : . years of age or old
Pc::::ﬂr?:dé Seniors rec_elve a 15% discountgon Stan;a:'r: €gj‘ec:v(i)cf:
g 00/:§:ri§2v?1ro dlspgunts on each Premium Service purcﬁésed
(Le. $1. . no minimum) plus a 50% di
installation charges. Senior r R anee
; ates also a
and seasonal subscription plans. tor adancs payment

ADVANCE PAYMENT
Thirteen (1.3) months service for twelve (12) months payment in advance
onall serwces'purchased. reqular rates apply. Valid on residential
and comrqeﬁrctal accpunts. Advance payment does not guarantee an old rate
on a remaining credit balance in the event of a rate increase.

PREMIUM SUPERSAVER
Subscribe to two
$1.00 off each of their monthly fees.

and NESN and you will pay $5.95 for

(2) or more Premium Services and you will receive
(Example: Purchase Showtime
Showtime and $4.95 for NESN.)

SEASONAL SUBSCRIPT\ONS
nth minimum), paid in advance on
all services purc ; s iber's annual
ired, NO annual hookup charge. Valid

certification of seasona
on residential and commerc‘ial accounts.

PAYMENT TERMS

Monthly charges are payable in
statement Of coupon book.
e. Subscribers with amounts more

i 1marked after the due daté will be assessed a laté charg : . _
e ut first receiving @ warning notice.

payments recef _ :
N ed subscribers will not be d1sconnected witho

than 45 days past due will be disconnected.

advance, on the first day of the month. Billing will be handled by coupons ora monthly

the current period

i i i iber must pay all past due palances, pay

To reinstate service aftera non-payment disconnect, the subscrio . | )

in advance and a reconnect charge. payment madetoad technician sent out 10 dlsconqect for non-payment will require @
e and current monthly charges. Chronic laté payers ma

t fee in addition to the past due palanc
e y protect GRASSROOTS from loss.

it equal to one month's service 10

posta depos!
rvice payment credit

gubscribers may terminate service at any time and be refunded, pro-rata, any advance monthly s€

existing for their account.



RATE ADJUSTMENT CRITERIA

1) The monthly base rate for the Standard Package Service as of the Franchise c-late is based on syst;m :tatlstics of n:;i:)
dwelling units (144 year-round and 22 seasonal) requiring 21 7 mlle§ of plant having 7.1_ EHPM (effective omgzt p:rrn m ;
Prior to any rate adjustment, GRASSROOTS and the TOWN will Ve"fY the _current density of the build area t;o folle e
what growth has occurred. The monthly base rate will be adjusted, if applicable,at that time according to the following:

MONTHLY BASE RATE EFFECTIVE HOMES PER MILE
$25 75 7.1.-16.0
$23.25 16.1-20.0
$20.95 20.1+

Any general rate increase is added to the current monthly base rate.

Example #1: GRASSROOTS institutes a $1.00 rate increase. At that time it is determined that the density has
increased to lower the base rate to $23.25. The net result will be a $1.50 reduction ($24.25) in the monthly Standard
Package service rate paid by subscribers.

Example #2: GRASSROOTS institutes a $1.00 rate increase. At that time it is determined that the density has not

changed. The net result will be a $1.00 increase ($26.75 per month) in the monthly Standard Package service rate paid by
subscribers.

-

b) A buy rate of 19,

4) GRASSROOTS will n

oti .
qot Phase Il can be built tify the Town Within six months of the ¢q,

without invoki HE Pletion of Phase construction as €gards wi
invoking SCHEDY E "E" to builg e ! g ; hethe
L i ror
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SCHEDULE "E’ - Line Extensions to contiguous areas not meeting current EHPM of dwelling units.

Upon request, service will be extended, within twelve (12) months, to contiguous areas
with less than the current EHPM of dwelling units upon receipt by the Company of:
1). Initial payment of a $20.00 individual non-refundable preliminary processing fee per applicant to
be served by the proposed line extension. Said fee to be applied towards capital contribution
construction costs, if any or towards regular service charges for subscribing applicants on an

individual basis for completed line extension projects. GRASSROOTS will prepare cost estimates
(per items 2 & 3 following) and forward same to the applicant(s) for their acceptance or rejection.

2). An additional payment of a charge computed in accordance with the following formula:

it ntribution Formul

The formula is not used uniess N < XYL

we A= () [1-G)]

A = Contribution per verified subscriber on
extension;

C = Total cost of rebuild and extension exclusive
of subscriber costs (i.e. house-drops,
converters, etc.);

N = Number of verified subscribers on extension;

X = Current effective homes per mile (EHPM)
density of the system;

Y = Current buy rate % for the Standard P
_ ackage (i.e. Broa
and Satellite combined) on the system; andg : .

L = Length of extension from existing plant in

miles.
Applicant(s) shall contract to
& pay the appii i
Construction In Ald* prior to SR, & ttha cctizllecamount of capital contribution as

18



And 3): In addition to the capital *Construction In Aid" contribution the residents in the extension
area agree to pay individually their equivalent share of the monthly revenue of the Standard
Package subscribers on an existing plant mile (EHPM) at the monthly rate then in effect for the
current EHPM base rate. Said "special® monthly rate will be reviewed every two (2) years in
conjunction with normal system rate increase analysis and adjusted to reflect increased dwelling
density (EHPM) on their *Construction In Aid* mile(s) built as appropriate.

The "special® monthly rate computed in accordance with the following formula:

Monthly Rate Contribution Formuia* Review at end of Yrs. 2,4,6,8 & 10

The formula is not used unless Z < XYL

Limit B2 M, when B = M stop record keeping (max of 10 years in any event)
Where: [ = N - Z- | + Cl —(‘;'?:')j E’
B = Monthly rate for the Standard Package per verified subscriber on extension;
M = Current monthly rate for the Standard Package per subscriber on the system;
Z = Current number of verified subscribers on extension;
X = Current effective homes per mile (EHPM) density of the system;

Y = Current buy rate % for the Standard Package (i.e. Broadcast and Satellite
combined) on the system; and

L = Length of extension from existing plant in miles.

tio i i ill also be
And 4): In addition to the bi-annual monthly rate review there will .
condl}cted a bi-annual capital contribution rebate review. A capital gontnbutl_on rebate
will be distributed to surviving contributors to ref!ect mcreaseq dwelling density
(EHPM) on their *Construction In Aid" mile(s) built as appropriate.

The capital contribution rebate computed in accordance with the following formula:

Capital Contribution Rebate Formula*

-R
(A-From) = PRyrz * Pyra~Ryr) *o (Ryrq0 - Ryre))

Review at end of Yrs. 2,4,6,8 & 10
Rrotal =
The formula is not used unless ZZ XYL 2 B F‘
o ( . -
R.= S[a-(300] - (i

FTOtal = F2 + (F4"

F= A - [1o% 'CTT,{
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Limit R-‘-A, when R = A stop record keeping (max of 10 years in any event)

Where:

R = Current bi-annual rebate due to original subscribers making
capital contribution "A” (applies asa credit for future service
billings only - no cash rebates);

A = Contribution per verified subscriber on extension;

T = Number of years since last review period (i.e. 2,4,6,8, & 10);

Z = Current number of verified subscribers on extension;

X = Current effective homes per mile (EHPM) density of the system;

Y = Current buy rate % for the Standard Package (i.e. Broadcast and Satellite
combined) onrthe system;

L = Length of extension from existing plant in miles; and
F = Administrative fee of 10% per year of cost contribution "A”.
*Notes:

1) The monthly rate used is the highest Standard Package rate charged on
the system.

2) The monthly rate review process stops when the monthly rate ofa
subscriber on an extension equals the current monthly rate of a subscriber
on the system. In any event after the tenth year of service the monthly
rate paid will be the current system monthly rate.

3) Thg pgpital rebgte review process stops when surviving contributors have received
their initial contribution less yearly administration fees back or the amount of

a rebate is $20.00 or less. In no event does the review process continue
beyond the tenth year.

—



SCHEDULE "F" - National Cable Television Association (NCTA) Customer Service Standards

Grassroots is dedicated to providing our customers a consistently high level of service. We are
committed to ensuring that our customers receive a variety of quality programming; reliable, clear
signals; and prompt, courteous service. To that end Grassroots has voluntarily adopted the
following Standards for Customer Service. ‘

Each community and each cable system are different and a reasonable fiexibility should be
employed in applying these standards; rigidity will hamper rather than help good customer service.

1. Office and Telephone Availability

A. Knowledgeable, qualified company representatives will be available to respond to
customer telephone inquiries Monday through Friday during normal business hours. Additionally,
based on community needs, Grassroots will staff telephones for supplemental hours on weekdays
and/or weekends.

B. Under normal operating conditions, telephone answer time by a customer service
representative, including wait time, and the time required to transfer the call, shall not exceed 30
seconds.

Those systems which utilize automated answering and distributing equipment will limit the
number of routine rings to four or fewer. Systems not utilizing automated equipment shall make
every effort to answer incoming calls as promptly as the automated systems.

This standard shall be met no less than ninety percent of the time measured on an annual
basis.*

C. Under normal operating conditions, the customer will receive a busy signal less than
three percent of the total time that the cable office is open for business.

D. Customer service center and bill payment locations will be open for transactions
Monday through Friday during normal business hours. Additionally, based on community needs,
Grassroots will schedule supplemental hours on weekdays and/or weekends during which these
centers will be open. At present Grassroots has one customer service center/bill payment location
which is located in Portsmouth, NH.

* |n certain small cable systems with fewér than 10,000 subscribers, systematic measurement of
compliance with some of these standards (e.g. telephone answering time) will not be cost effective
and should not be expected.

2. Installations, Outages and Service Calls

Under normal operating conditions, each of the following four standards will be met no less than
95% of the time measured on an annual basis.

A. Standard installations will be performed within seven business days after an order has
been placed except during the initiai activation of the cable system or the activation of any future
extensions due to the volume of new orders being filled and Grassroots will make a best effort to
do so for new build installations as well.. “Standard” installations are up to 500 feet from the
existing distribution system.
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B. Excluding those situations beyond Grassroots control Grassroots will respond to
service interruptions promptly and in no event later than 24 hours. Other service problems will be
responded to within 36 hours during the normal work week.

C. The appointment window alternatives for installations, service calls, and other
installation activities will be () moming, (b) afternoon, or (c) all day during normal business hours.
Additionally, based on community needs, Grassroots will schedule supplemental hours during
which appointments can be set.

D. If, at any time an installer or technician is running late, an attempt to contact the
customer will be made and the appointment rescheduled as necessary at a time which is
convenient for the customer.

3. Communications, Bills and Refunds

A. Grassroots will provide written information in each of the following areas at the time of
sale or installation and at any future time upon request:

. products and services offered
. prices and service options

. installation and service policies
. how to use the cable service




RATE INFORMATION SHEET AS OF JANUARY 28, 1991
FR |STATE| TOWN BROAD| STD RATE| SR RATE |START DATE
1 | NH |WAKFLD 7.95 21.95 18.65 4/17/89
2 | NH |MADISN 7.95 21.95 18.65 7/21/89
3 | NH |WARREN 7.95 21.95 18.65 11/27/89
4 | ME |FRANK 7.95 24.25 20.60 8/6/90
5 | NH |RUMNEY 8.95 21.95 18.65 8/29/89
6 | NH PLAIN 9.20 26.20 22.30 8/7/89
7 | ME |TEMPLE 9.20 26.20 22.30 9/25/89
8 | NH HILL 7.95 18.80 16.00 8/30/89
9 | ME NEWS 9.20 26.20 22.30 10/05/89
10| ME |[SORNTO 9.95 21.95 18.65 1/22/90

11| ME CHEST 9.20 20.70 17.60 1/5/90
12| ME |UNION 9.75 19.75 16.80 11/01/89
13| NH MIDD 7.95 19.95 16.95 3/15/90
14| ME FRIEN 9.75 19.75 16.80 10/13/89
15| NH STRAT 8.95 20.95 17.80 1/11/90
16| ME |LOVELL 7.95 24.95 21.20 6/21/90
17| NH SUGAR 7.95 21.95 18.65 1/31/90
18| NH |CARROL 7.95 17.95 15.25 2/14/90
19| NH EATON 7.95 24.95 21.20 6/25/90
20| NH |WENTW 9.20 25.75 21.90 8/29/89
21| ME |GRNBSH 9.45 19.45 16.55 3/7/90
22| NH BATH 7.95 23.95 20.35 6/11/90
23| ME |FAYETT 7.95 24.95 21.20

24| ME WELD 7.95 25.95 22.05

25( NH |CORNSH 7.95 25.95 22.05 3/19/90
26| NH |MONROE 7.95 24.95 21.20

27| ME |GRNFLD 7.95 25.95 22.05

28| ME |SEARS 7.95 24,98 | 20.20 . 1.

29| ME |VIENNA 7.95 25.45 21.65

10| NH GROTON 7.95 23.95 20.35

31| ME |BELMNT 7.95 24.95 21.20

12| ME |DEDHAM 7.95 22.95 19.50

33| NH |PIRMNT

34| NH |GROVTN 20.95 17.80

35| ME |WILTON 26.20 22.30

16| NH |DORCH 9.20 25.75 21.90

37| NH |BRKFLD 9.95 26.45 22.50
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