From: info - chorus <info@chorus.co.nz>
To: electriccaro@yahoo.co.uk <electriccaro@yahoo.co.uk>
Sent: Tuesday, 12 June 2018, 09:55:33 GMT+12
Subject: RE: | Request for Information | 1/59 AURORA TERRACE, KELBURN, WELLINGTON, 6012 | Broadband – Fibre | Case # 02137668

Hi Caroline,
 
Thanks for getting in touch and apologies for the time taken to respond. I have located your order and can see that the lengthy delay with your order has been due to us requiring third party approval for the use of a power pole for your installation. I understand that this has been a long delay and that communication regarding this should have been better. Unfortunately the pole approval is out of our control and we are unable to proceed until it has been granted.
 
I would also advise that the current scheduled date of 29th June is not yet confirmed and only reflects the date by which we hope to have the required approval. Once we have gained approval you will be contacted directly to schedule a firm date for installation. Until this time the dates advised are only place holder dates and we do apologise that you weren’t made aware of this previously.
 
Any other updates in the meantime will be passed to your broadband provider so please check in with them.
 
Kind regards,
 
	David Reynolds
Service Delivery Specialist

E David.Reynolds@chorus.co.nz

Chorus House, Level 17
66 Wyndham Street
Auckland
1010
www.chorus.co.nz
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 Please consider the environment before printing this e-mail
 
This communication, including any attachments, is confidential and may be legally privileged. If you are not the intended recipient, you should not read it - please contact me immediately, destroy it, and do not copy or use any part of this communication or disclose anything about it. Thank you. No confidentiality or privilege is waived or lost by any mis-transmission or error. Please note that this communication does not designate an information system for the purposes of the Electronic Transactions Act 2002.
 


[bookmark: _GoBack]From: consumer@chorus-online.co.nz [mailto:consumer@chorus-online.co.nz] 
Sent: Thursday, 7 June 2018 1:27 p.m.
To: info - chorus <info@chorus.co.nz>; Web <web@chorus.co.nz>
Subject: | Request for Information | 1/59 AURORA TERRACE, KELBURN, WELLINGTON, 6012 | Broadband – Fibre | Case # 02137668
 
	Thanks for contacting us. One of our team will get back to you soon.
Name
Caroline Sharman
Phone
0225214705
Email
electriccaro@yahoo.co.uk
Address
Flat 1, 59 Aurora Terrace, Kelburn, Wellington 6012
Provider name
Spark
Contacted provider?
Yes
Contacted Chorus previously?
Yes
Chorus reference
700372111
Your query

We received the email below on 22nd May saying our install date has been pushed back again, this time to the end of June. 

We first requested fibre installation on 27th November 2017 and I'd would like to know why we have had multiple dates for installation postponed without further explanation. We had a scoping date in December and everything seemed to be fine. It is now 6 months.

Having moved home to NZ from the UK, this has been one of the most frustrating and convoluted processes I have ever come across - and that is saying something, having come from a country that loves bureaucracy and is not known for its customer service. 

My husband has taken multiple days off work since December, for which he lost daily income as a contractor and we made sure someone was home (only to receive email notifications from Chorus either on the day of/ day after the date they were supposed to be here) and as yet no advice as to the reason why there is a continued delay regarding our particular property - and if there is a problem, what we need to do to resolve it.

I work out of my home now and the incredibly slow internet does impact on my ability to do business. I am therefore keen to get this properly sorted out as a matter of urgency. 

I would appreciate if someone could reply to this email and let me know what is the issue and if someone will definitely turn up on on 29th June. 

Thanks
Caroline

......................................................................................................................................
Fibre order number (1-141168916441).

Hi Simon,
Just to confirm, the final installation appointment for your fibre connection has been rescheduled and is now booked for 29 June 2018 between 01:00 PM and 05:00 PM. This is where the technician gets you all connected by completing the internal wiring, as well as installing new Fibre equipment. This appointment can take up to 4 hours. You need to be home for this.



