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     September 18, 2020 
 
Joseph Suich 
Director, OIE 
Department of Public Service 
Three Empire State Plaza 
Albany, NY 12223-1350 
   
 

Re: 20-01633 – In the Matter of DPS Investigation into the Utilities’ 
Preparation and Response to August 2020 Tropical Storm Isaias and Resulting 
Electric Power Outages 

 
 
Dear Joe: 
 
I write on behalf of Altice USA, Inc. (“Altice” or the “Company”) in partial response to your 
letter dated August 19 regarding the above-referenced matter.  
 
As we have discussed, Altice takes the matters raised by your letter very seriously and is 
presently conducting a thorough internal investigation to review its preparation for and response 
to Tropical Storm Isaias.  That internal review includes, but is not limited to, the specific 
matters raised in your letter as well as the Company’s policies and procedures implemented 
before, after, and during the storm.  Altice’s ongoing review is informing (virtually in real time) 
the specific steps, policy changes, and initiatives Company believes should be undertaken to 
improve its storm preparation and recovery operations—many of which the Company is already 
in the process of implementing.   
 
As you know, we are scheduled to present to you on October 1 specific factual findings arising 
out of this internal investigation concerning Altice’s performance before, during, and after the 
storm.  We look forward to sharing these results with you on October 1, and will therefore not 
address those facts, or the specific allegations and legal claims set forth in your August 19 letter, 
in this response.1 Rather, we write to report back to you on the status of the Company’s ongoing 
                                                       
1 While Altice takes very seriously its responsibility to customers to promptly and effectively respond to storms and 
other external events impacting service, the Company respectfully reserves all rights, both with respect to the 
factual allegations underlying the “Apparent Violations” set forth in the August 19 Letter and the legal basis on 
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efforts to address the specific actions outlined in your letter. Altice expects to provide additional 
details regarding these and other actions on October 1 and as they are fully developed and 
implemented. 
 
The Company is addressing each action in your letter to build upon or, where needed, revise its 
prior practices as follows: 
 

• Develop plans to secure additional crews and equipment before and during storms. 

Above and beyond its existing protocols, Altice is developing a multi-pronged plan to secure 
additional crews before and during storms. Among other components that the Company is 
analyzing for inclusion in the plan are:  

• Amending the SWPP and internal checklists to include both a robust assessment of the 
likely resources that will be needed based on the expected path, nature, and severity of 
the storm, including the numbers of personnel required for restoration, and fulfillment of 
those personnel requirements; 

•  
 

 
 and 

• Improved means for Altice to identify and track each contractor’s fulfillment of 
restoration needs before and during storm recovery.  

 
• Develop plans to actively participate with Municipal and County EOC emergency 

response and restoration activities. 
 

Above and beyond its existing practices, Altice has implemented new protocols to improve 
coordination with and participation in EOC activities at the county and local government levels. 
The Company has advised each of the County OEMs of the appropriate Altice Operations 
contacts as well as a back-up contact from Government Affairs.  The Company’s protocols now 
require, among other actions, proactive outreach to all OEMs in advance of severe storms, both 
to confirm the established points of contact and initiate and maintain a regular communication 
protocol that extends through storm recovery.  Altice’s protocols now further include both 
                                                       
which the August 19 Letter predicates those allegations.  While we are not responding at this time to the August 19 
Letter’s characterizations of the Company’s obligations under the Public Service Law and the Commission’s 2016 
merger approval order, the Company does not concur in those characterizations, and our response is not intended 
and should not be viewed as a waiver of the Company’s right to respond to them at such time as a response is 
required.  
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Altice’s participation in all OEM and EOC calls or attendance in their command centers (if and 
to the extent appropriate), and regular updates by Altice to those officials of detailed outage 
information and subscriber restoration activities.  
In addition, Altice has revamped its protocols concerning coordination and communication with 
the electric utilities. Altice has provided the electric companies with the contact information for 
a senior level Altice USA executive who will coordinate pre-storm and recovery efforts with the 
electric companies.  In addition, Altice will offer these utilities a training session on the Altice 
network diagnostic tool that they had and will have credentials for, which illustrates Optimum 
devices offline (and therefore may assist utilities in assessing their own networks’ damage) and 
will invite Department staff to such sessions.  
 
But Altice seeks to expand coordination with utilities far beyond these protocols through the 
development comprehensive joint emergency response plans with the electrical utilities. Those 
plans would include, among other things, a common SWPP process executed in close 
coordination that ensures participation on regular calls and/or war rooms to monitor outages and 
coordinate recovery, real-time sharing by power companies via API and other means of data 
related to Altice’s power-related outage tickets and important escalations to assist in utility 
prioritization of restoration work, and provision to the utilities of Altice’s full list of assets 
requiring commercial power, with priority flags attached to each asset (e.g., headend, hubs, 
cabinets, node power supply, etc.) as well as priority Altice customers (e.g., public safety 
organizations) served by such plant . Altice seeks to meet with the utilities in the coming weeks 
to propose and discuss this concept of a common SWPP and would welcome DPS’ participation 
in and oversight of such a process.  
 

• Develop a revised plan to deploy and monitor power supplies, generators, and 
back-up generators adequate for use during emergency and storm restorations and 
procure additional generators as required. 

 
To clarify and improve its existing practices, Altice is enhancing the Company’s plan for the 
use of re-powering, generators, and battery power supplies in storm preparation and recovery.  
We expect to provide details concerning this plan shortly.  In addition, the Company is 
documenting the full inventory of generators for use in New York State, and will make a 
substantial investment to ensure adequate supplies of generators are available, if needed. 
 

• Work with the business units to understand communities impacted by the service 
outages and identify Government contacts in the affected areas. 
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Communicating with public officials about the company’s recovery efforts is a critical part of 
Altice’s storm preparations and recovery efforts.  While Altice has long standing relationships 
at the federal, state, and local level with officials from the communities we serve, we have 
implemented a new protocol of proactively reaching out to public officials representing 
communities expected to be impacted by a severe weather event to remind them of the 
appropriate Altice government affairs contacts as well as methods by which we are planning to 
communicate with our customers regarding the storm.   We have already executed this new 
protocol in severe weather events in our service areas since Isaias and have found it to be useful 
in improving communications with public officials during storm and storm recovery.    
 
During Isaias, in response to the requests from local officials during the week after the storm we 
also provided community-level outage information to inform public officials of trends on 
restorations.   For future severe weather events, we intend to continue to provide this data to 
impacted communities on a daily basis in future storms.   Given the conversations with public 
officials about our network during the storm, we will also conduct education sessions to share 
with the public officials information on our network design as well as information on our fiber-
to-the-home build that may be useful in their understanding of our network restoration 
processes and the importance of collaboration with the electric companies.  Our first such 
education session will be with public officials from Westchester County in the coming weeks 
and we will invite the Department of Public Service staff to join these sessions. 
 

• Establish a process to provide timely and accurate information to customers, the 
media and government groups. 

 
Altice is reevaluating and improving its protocols and substantive approach to providing 
information to its customers and other outside groups and stakeholders. Among other elements, 
these improvements will expand substantially the technical capacity of its Customer Preferred 
Communication (“CPC”) system to facilitate much wider communications to customers before, 
during, and after a storm; a new process to expand the frequency and content of the Company’s 
communications during storm recovery; and major new investment to ensure that spikes in call 
volume will not slow or incapacitate any portion of Altice’s customer care infrastructure. The 
Company will share more details of these steps to fortify and render more resilient its IT 
systems, some of which have already been taken. 
 

• Establish a process to provide timely and accurate outage information including 
estimated times of restoration for each municipality and county for which the 
company operates. 
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Altice is currently revamping its processes and policies regarding outage information and 
estimated times of restoration or ETRs. Among other things, the Company is currently re-
designing its systems to provide current outage information to local and state officials by 
municipality and county, rather than simply by region; ideally in collaboration with the 
electrical utilities, to provide improved ETRs to local and state officials that build upon the 
utilities’ restoration work and provide a realistic and accurate buffer period for Altice to repair 
its services. 
 

• Establish a process to coordinate periodic updates to its customer websites 
informing what is being done in their area and what to expect regarding damage 
assessment and the progress of restoration to restore full service to all areas. 

 
Altice is establishing a new system to provide periodic updates to its customers via its website. 
This will include redesigning the website outage notification process to include a visual 
representation on the website to display service interruption by zip code and county/town. 
Customers will then be able to visit the website to see a map view of their area outages. Those 
updates will include information regarding restoration work, and the applicable ETRs, if 
available and accurate. The Company will share more details of these actions shortly. 
 

* * * 
 

We look forward to addressing these actions and plans as well as the findings of our internal 
investigation with you on October 1.  Thank you. 
 

Sincerely, 
 
 
Michael Olsen 
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