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TERMS & CONDITIONS DOCUMENT

Section 33 - Satisfaction Guarantee

The Satisfaction Guarantee is available to a New Customer that subscribes to services offered under

XO tariffs Cal. P.U.C. Schedule 6-T, .U.C. Schedule No. 7-T, Local Exchange Services Product Document,
P. or Interexchange Services Product Document. As used herein, New Customer is defined as a

Customer who has not subscribed to any XO service during the one year period prior to subscribing to

new XO service offered. Pursuant to this program, a New Customer may cancel its new Service,

without incurring contractual penalties, within three (3) months of the Service installation date if the

New Customer is not completely satisfied with the Services provided by XO. (A month is equal to

30 calendar days.) In order to be eligible for this program, a New Customer must not have received
telecommunications service from another Service Provider at the location to which the new XO services

are provided, or the New Customer must switch back to the Service Provider that provided New

Customer’s telecommunications service prior to New Customer subscribing to the new XO service.

New Customer must notify XO, in writing (via certified or overnight delivery with signature) with the
XO claim form no later than three (3) months from the date of Service installation and before contacting
their previous provider, of its intent to discontinue the Services. New Customer must allow XO a
minimum of 30 days from the day of New Customer’s notice, for the cancellation of the

Services, including re-connection to the original Service Provider. After receipt of New Customer’s
timely notice, XO, in conjunction with the termination of New Customer’s Service, will waive any
applicable contract termination charges.

XO also will reimburse the New Customer for any installation charges incurred by New Customer to

restore the New Customer to its previous Service Provider at the identical level and type of service provided
by the previous Service Provider at the same customer location. In order to receive the reimbursement,

the New Customer must, within (3) months of the installation date, provide XO with the following: (1)

the XO reimbursement form; (2) a copy of the invoice from the other Service Provider posting the
non-recurring charges for restoring New Customer’s service to the other Service Provider; and (3) a copy

of the last invoice that the New Customer had received from the other Service Provider prior to switching

to XO, if applicable.

If New Customer previously did not have a provider other than XO at the location to which the Services
are provided, or if the previous Service Provider will not or cannot provide the identical level and type
of service previously provided to New Customer, XO will reimburse New Customer any initial

XO installation charges New Customer incurred in conjunction with the installation of Service.

All reimbursements will be in the form of a check. Credits will not be given.

XO is not liable for any outage or inconvenience to New Customer relating to restoring the New Customer
to its previous Service Provider. The New Customer is responsible to pay XO for all charges for XO

new Service provided to the New Customer through and including the date of Service termination prior

to receiving reimbursement from XO.

This offering is not available to customers receiving non-standard pricing, non-standard products, or
non-standard terms and conditions (e.g., individual case basis prices, products, or terms and conditions), or
customers for whom XO performed Special Construction or Special Configurations. Special Construction is
defined in Section 11 of this document. Special Configuration refers to the situation in which a customer’s
service connection is established through a non-standard network architecture design.
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