
SULTAN CITY COUNCIL  
AGENDA ITEM COVER SHEET 

 
ITEM NO: A-1 
  
DATE:  July 9, 2009 
 
SUBJECT:  Comcast Phone and Internet Service Proposal 
 
CONTACT PERSON: Deborah Knight, City Administrator  
 
 
ISSUE: 
 
The issue before the City Council is to authorize an agreement with Comcast to change 
service providers from Verizon to Comcast for phone and Internet service.  Comcast 
phone service would be provided via cable (digital voice).   
 
STAFF RECOMMENDATION: 
 
Authorize the Mayor to sign an agreement (Attachment A) with Comcast for phone and 
Internet service.   
 
SUMMARY: 
 
On May 28, 2009 the City Council discussed a proposal to change from standard phone 
service through Verizon to digital voice service through Comcast.  The Council directed 
staff to return with an agreement for approval.   
 
Staff presented an agreement for Council approval on June 25, 2009.  The City Council 
had technical questions regarding the Comcast digital voice service including how 
voice-mail would be provided and emergency phone service for the elevator and fire 
alarm.  Under the proposed service agreement, incoming calls would be routed through 
the city’s existing phone hardware and software systems.  This includes the city’s voice-
mail services.  The fire alarm and elevator alarm would retain the hardwire phone 
service through Verizon. 
 
The key change is that main in-coming lines (“hunt group”) to the city’s phone hardware 
and software would be transferred to Comcast digital voice.  Out-going calls, with the 
exception of elevator and fire alarm systems, would be routed through the city’s 
hardware and software systems and travel though Comcast’s cable system.  Because 
Comcast doesn’t provide voice-mail at this time, incoming calls to the City’s direct dial 
numbers would come into the City’s hardware system and voice mail via Verizon.  
Outgoing calls would be routed though the hardware and software to Comcast cable. 
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The saving to the City comes from the unlimited long-distance provided by Comcast.  
The majority of the City’s phone expenses is the .17 per minute charge for Verizon long-
distance.  Because of Sultan’s location, the majority of calls are long-distance calls.  
The benefit of having both Verizon and Comcast is the redundancy.  The downside of 
Comcast is that service is dependent on electricity.  When the power “fails” there is no 
phone service.  Under the staff proposal, the city would retain service even during a 
power outage through the Verizon direct dial connections.   
 
Comcast technical representatives will be at the meeting on July 9, 2009 to answer 
additional questions regarding the proposal to switch to digital voice.   
 
BACKGROUND: 
 
Comcast is offering business phone and Internet service.  The Comcast representatives 
provided a quote (Attachment B) for phone and Internet service to City Hall for a flat rate 
of $548.65 per month including both unlimited local and long distance calls.  Similar 
service would need to be negotiated for the public works shop, waste water treatment 
plant and water treatment plant.   
 
Verizon is the City’s current phone and Internet service provider.  An analysis of the 
phone and Internet invoices shows the City could save approximately $600.00 per 
month by switching to Comcast.  The primary savings would be the elimination of long-
distance calls.  Currently the City pays .17 per minute for long-distance during peak 
periods. 
 
Under a contract with Comcast, the City would continue to use its existing phone 
hardware and software.  There may some ancillary costs associated with changing 
providers. Verizon may continue to provide service for the fire alarm, elevator and direct 
dial in-coming calls.   These costs would be identified during final negotiations with 
Comcast.   
 
City staff are seeking Council direction and interest in continuing negotiations with 
Comcast.   
 
FISCAL IMPACT:  
 
The City pays approximately $1,200 per month for Verizon basic local and long distance 
phone and Internet service for City Hall.  There are separate phone and Internet service 
lines to the public works shop, waste water treatment plant and water treatment plant 
which are approximately $500.00 per month.  
 
The City has the opportunity to negotiate with Comcast and potentially reduce the City’s 
phone and Internet service costs by approximately 50%.   
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DISCUSSION: 
 
There are pros and cons with switching phone and Internet service providers.  Perhaps 
the biggest issue is cost versus reliability.  While Comcast offers a better price with 
unlimited long-distance calls at no charge, some users have reported problems with 
reliability.  The Comcast phone service has been on the market since 2006 so some of 
the major issues have been resolved.  An August 2006 article titled “Comcast Digital 
Voice vs. Verizon Phone Service” (Attachment B) offers an analysis of the problems and 
benefits of both companies.  An Internet search of Comcast versus Verizon for this 
agenda cover indicates Comcast service is still an issue for some users.   
 
The main benefit is the cost break offered by Comcast.  City staff would seek to 
negotiate a long-term contract with parameters, such as the consumer price index, for 
any proposed price increases during the life of the agreement.   
 
The Comcast proposal could save the City up to $12,000 per year.  The question is 
whether the short-term difficulties with changing providers and any long-term difficulties 
with service and reliability are worth the cost savings.   
 
ALTERNATIVES: 
 

1. Authorize the Mayor to sign an agreement with Comcast for phone and Internet 
service. 

2. Do not authorize the Mayor to sign an agreement with Comcast and direct staff to 
areas of concern. 

 
RECOMMENDED ACTION:    
 
Authorize the Mayor to sign an agreement with Comcast for phone and Internet service. 
 
 
ATTACHMENTS 
A – Comcast Business Class Service Order 
B - Comcast Digital Voice Vs. Verizon Phone Service 













 

Comcast Digital Voice Vs. Verizon Phone 
Service 
Comparing a Fairly New Broadband Phone Service with the Old Reliable Classic 
Telephone Company  (August 30, 2006) 

By Sean Watts  

Takeaways  

Comcast Digital Voice is slightly cheaper than Verizon  
Verizon has much better overall quality, but with worse customer service  

Comcast Digital Voice was a relatively new service, there is much room for improvement  
Verizon is, for lack of a better term, “your father’s Oldsmobile.” Around for decades in various 
incarnations and identities, Verizon is the good old reliable standby. The traditional service, 
simply plug a phone into the nearest jack and voila: we have contact.  

Comcast Digital Voice, on the other hand, is part of the new school. Using next generation 
technology, Comcast Digital Voice allows the customer to bypass many of the usual aspects of 
phone service, including toll calling and other fees. Due to the fact that the service is 
administered through the Internet, it potentially allows Comcast to offer more features for less.  

The keyword is potentially. Unfortunately, Comcast Digital Voice is not nearly the price break it 
should be, especially when you considered that Comcast offers their own high-speed Internet 
service product. Unlike some of their broadband phone competition, they can keep everything 
“in house,” which would theoretically allow for some discounts. To be fair, Comcast does offer 
some introductory specials for Comcast Digital Voice, but they always come with a time limit, at 
which point the service then jumps back up to its usual $39.95, which is the same price that 
Verizon charges for their free long distance phone service. Granted, Comcast Digital Voice has 
more features than Verizon offers at that same price, but Verizon has an edge in service that 
more than makes up for any additional cost.  

As far as the product was concerned, Verizon was always fairly reliable. One would always 
know what to expect. By contrast, Comcast Digital Voice was discouragingly inconsistent. Often, 
calls were either dropped or flat out missed completely. And at times when the connection 
actually help up, sometimes we had to deal with a loud crackling sound, as if you could hear 
something being electrocuted. A particularly frustrating experience was often exacerbated by 
the inferior service Comcast offered.  

Now, to be fair, at the time Comcast Digital Voice was a new service for both them and us. More 
than a few times I was asked to be patient as they continued to try working out whatever issues 
and problems popped up. The first couple times, I was willing to be nice. However, when the 
same issue keeps coming up and coming up repeatedly within the span of a few months, 
patience can easily be exhausted. What made matters worse is that any tech they sent out 
seemed either unsure of the issue or would provide simply a band-aid solution for that particular 
problem, which never really resolved anything. Of course, it was only a matter of time before 
whatever issue I had contacted them about would rear its ugly head again.  

Of course, none of the above issues actually deals with the one dilemma when using a 
broadband Internet phone service. Namely, if you lose your Internet connection in any way, 
whether via power outage, a modem problem, or any type of issue that causes you to lose 
service, you will unfortunately lose your phone service as well. Now, this is not an issue that is 
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unique in any way to Comcast Digital Voice. Indeed, each broadband phone service provider I 
have had has dealt with that issue. However, when you combine that fact with the various 
issues listed above, one can easily say that Verizon offers better value for slightly more cost.  

The only issues I have had with Verizon is in dealing with their customer service 
representatives. Sometimes, I get lucky and get someone knowledgeable, fast and effective. 
But at other times, I get someone who is chomping at the bit to get off the phone for whatever 
reason, whether that is lunch or break or end of day, whatever. I have worked in customer 
service before, so I do have some sympathy, but that only stretches so much. It was one of the 
reasons I am constantly looking to upgrade my phone service. I would be willing to say that 
Comcast Digital Voice service representatives were more service-oriented than Verizon’s, yet 
the effectiveness of the Comcast Digital Voice reps was limited by their lack of knowledge of 
their product.  

All that being said, I would still prefer Verizon’s phone service to Comcast Digital Voice. When 
Comcast’s only advantage is Verizon’s relatively poor customer service, well, that is not enough 
to make up the difference in quality. I would much rather deal with bad customer service with 
reliable phone service then constantly need to speak with friendly representatives on a cell 
phone because the Digital Voice service is hiccupping again. Sometimes, the old way is the 
best way. 
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