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(c) city--is the City of Kalamazoo, its elected and appointed
officers, and/or their authorized designee(s) acting on
behalf of the City in a fiduciary capacity;

(d) Cable administrator--is the term for the City's
authorized designee on cable television matters;

(e) Cable consumer protection law--this chapter, any other
ordinance of the City of Kalamazoo or statute of the
state of Michigan pertaining or related to the
conditions, billing and provision of cable television
services to sUbscribers, which ordinance or statute
serves to protect the interests of parties subscribing
(or considering sUbscribing) to cable television
services.

(f) Cable operator--means any person, or group of persons:

(1) who provides cable service over a cable system or
directly or through one or more affiliates owns a
significant interest in such cable system; or

(2) who otherwise controls or is
through any arrangement, the
operation of such a cable system;

responsible
management

for,
and

(g) Cable service--means:

(1) The one-way transmission to subscribers of:

(A) video programming, or

(B) other programming or electronic services; and

(2) SUbscriber interaction, if any, which is required
for the selection of such video programming or
other programming service.

(h) Cable system--means a facility, consisting of a set of
closed transmission paths and associated signal
generation, reception, and control equipment that is
designed to provide cable service which includes video
programming, or other electronic services, and which is
provided to multiple subscribers within a community, but
such term does not include:
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(1) a facility that serves only to retransmit the
television signals of one (1) or more television
broadcast stations;

(2) a facility that serves only subscribers in one (1)
or more mUltiple unit dwellings under common
ownership, control, or management, unless such
facility or facilities uses any public right-of
way;

(3) a facility of a common carrier which is SUbject, in
whole or in part, to the provisions of title II of
the Federal Communications Act of 1934, except to
the extent that such facility shall be considered a
cable system (other than for purposes of Title 47
of the United states Code, section 54l(c»;

(4) a facility, to the extent such facility is used in
the transmission of video programming directly to
SUbscribers; or

(5) any facilities of any electric utility used solely
for operating its electric utility systems;

(i) customer service--means the direct business relation
between a cable operator and a subscriber, including but
not limited to programming, installation, disconnection,
and reconnection.

(j) customer service reguirements--include, but are not
limited to, requirements related to interruption of
service; disconnection; rebates and credits to consumers;
deadlines to respond to consumer requests or complaints;
the location of a cable operator I s consumer service
offices; and the provision to customers (or potential
consumers) of information on billing or services.

(k) Educational Access Channel--means any channel on which
certain schools, as defined herein, may cablecast
educational programs on a first come, first served, non
discriminatory basis.

(1) Government Access Channel--means any channel on which the
City may cablecast.
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(m) Normal Business Day--means those days from Monday through
Friday, inclusive, except for federal, state and local
holidays.

(n) Other programming service--means information that a cable
operator makes available to all subscribers generally,
other than what is already defined in this section.

(0) Person-- means an individual, partnership, association,
joint stock company, joint venture, trust, corporation,
or other entity.

(p) Public Access Channel--means any channel on which any
resident of Kalamazoo County may cablecast, without
charge, on a first come, first served, non-discriminatory
basis, onto a cable system operating within the City of
Kalamazoo.

(q) Public, educational, or government (or "PEG") access
facilities--means:

(1) channel capacity designated for
educational, or governmental use; and

public,

(2) facilities and equipment for the use of such
channel capacity.

(r) Service tier, or tier means a group of cable services or
other services provided by a cable operator and for which
a separate rate is charged by the cable operator.

(s) Service window means the same as "appointment window" in
subsection (a) above.

(t) Signal means a television channel signal, or radio
frequency or light wave signal, capable of carrying
intelligence.

(u) SUbscriber--means a consumer
services, who is a customer of a
subscribes to and is provided
services.

of cable television
cable operator, and who
with cable television

(v) Video programming--means programming provided by, or
generally considered comparable to programming provided
by television broadcast stations, the multi
channel/multi-point distribution service, direct



CABLE ORDINANCE CREATING AND ESTABLISHING A NEW CHAPTER ~1

Page 8

broadcast satellites, optical fiber,
equivalent multi-channel distribution

and similar or
systems.

Section 41-3. Compliance with Chapter, Generally.

No person, individual, party, partnership, corporation, joint
venture, consortium, trust, or other entity shall provide or
contract to provide cable television services within the City of
Kalamazoo except so as to comply with all applicable provisions of
this chapter.

sections 41-4 -- 41-10. Reserved.

ARTICLE II

CONSUMER PROTECTION AND CUSTOMER SERVICE STANDARDS

DIVISION ONE

OFFICE AND TELEPHONE SERVICE

section 41-11. Service Center and Bill Payment Locations--Hours
of Availability.

The Kalamazoo Customer Service Center and bill payment
locations will be open for transactions during the following hours:

(a) Monday through Friday (holidays excepted) from 8:30 a.m.
through 6:00 p.m.; and

(b) Saturdays from 9:00 a.m. until 12 noon (holidays
excepted) .

Section 41-12. Customer Service Availability

Knowledgeable, qualified company service representatives will
be available to respond to customer telephone inquiries during the
following times:
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(a) Monday through Friday (~olidays excepted) from 8:30 a.m.
to 6:00 p.m.; and

(b) Saturdays from 9:00 a.m. to 12 noon (holidays excepted) .

Section 41-13. Limitation Regarding Telephone Busy signals.

Under normal conditions, the subscriber will receive a bUSy
signal less than three percent (3%) of the total time that the
Kalamazoo cable office is normally open for business.

Section 41-14. Telephone Response Time.

(a) Generally.

(1) 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 one (1) minute
from- the effective date of this ordinance through
March 1, 1991, and forty-five (45) seconds after
March 1, 1991.

(2) Those systems which utilize automated answering and
distributing equipment will limit the number of
routine rings to four (4) or fewer. Systems not
utilizing automated equipment shall make every
effort to answer incoming calls as promptly as the
automated systems.

(3) This standard shall be met no less than ninety
percent (90%) of the time measured on an annual
basis.

(b) Service as of the Effective Date of this Ordinance

Under normal operating conditions, from the effective
date of this Ordinance through March 1, 1991, all times
during regular business hours, the cable operator shall
connect a telephone caller to a live qualified customer
service representative of the cable operator within one
(1) minute.

(1) Said representative shall be capable of responding
to the cable related inquiries and requests of a
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consumer, including but not limited to, scheduling
appointments, adjusting accounts for credits,
payments or debit inquiries, and dispatching
technicians to a subscriber's residence or area for
a service call.

(2)

(3 )

The cable operator shall not be considered to be in
compliance with the one (1) minute response time if
the cumulative effect of the response time and any
time lion hold" exceeds one (1) minute. As an
example, if the delay from the time the telephone
rings until the time the cable operator answers the
telephone exceeds twenty (20) seconds, and the
"hold time" is forty (40) seconds, this would
exceed one (1) minute and would be a violation.

The one (1) minute response time standard shall be
met no less than ninety percent (90%) of the time
measured on an annual basis.

(c) Service after March 1. 1991

Under normal operating conditions, commencing on March I,
1991, and at all times during regular business hours
thereafter, the cable operator shall connect a telephone
caller to a live qualified customer service
representative within forty-five (45) seconds.

(1) Said representative shall be capable of responding
to the cable related inquiries and requests of a
consumer, including but not limited to, scheduling
appointments, adjusting accounts for credits,
payments or debit inquiries, and dispatching
technicians to a subscriber's residence or area for
a service call.

(2) The cable operator shall not be considered to be in
compliance with the forty-five (45) second response
time if the cumulative effect of the response time
and any time "on hold" exceeds forty-five (45)
seconds. As an example, if the delay from the time
the telephone rings until the time the cable
operator answers the telephone exceeds twenty (20)
seconds and "hold time" is twenty-five (25)
seconds, this would exceed forty-five (45) seconds.
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(3) The forty-five (45) second response time standard
shall be met no less than ninety percent (90%) of
the time measured on an annual basis.

section 41-15. Subscriber comp1aints--Time1y Response.

(a) Response to subscriber complaints shall be initiated
within one (1) business day of receipt; and

(b) The resolution of subscriber complaints shall be effected
by the Operator not later than three (3) business days
after receipt of the complaint;

(c) Should a supervisor not be available when requested by a
subscriber, a supervisor employed by the operator shall
return the subscriber's telephone call at the earliest
possible time and in no event later than the end of the
next business day.

Sections 41-16 41-20. Reserved.
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DIVISION TWO

INSTALLATIONS, OUTAGES, AND SERVICE CALLS

section 41-21. Generally.

Under normal operat ing conditions, each of the following
standards will be met no less than ninety-five percent (95%) of the
time measured on an annual basis.

section 41-22. Installations.

(a) "Standard" installations are those located less than one
hundred and twenty-five (125) feet from the existing
distribution system, including feeder cable.

(b) Standard installations will be performed within seven (7)
calendar days after an order has been placed.

section 41-23. Service Problems.

(a) The cable operator will respond to service interruptions
promptly and in no event later than twenty-four (24)
hours.

(b) other service problems will be responded to within
thirty-six {36} hours during the normal work week.

(c) Outages, less than system-wide. Upon failure of the
cable operator to remedy a loss of service attributable
to the Cable System within twenty-four (24) hours of
receipt of notification of such loss, the cable operator
shall rebate one-thirtieth (1/30) of the regular monthly
charge to each subscriber so affected, for each twenty
four {24} hours or fraction thereof, following the first
twenty-four {24} hours after receipt of notification,
until service is restored, unless such restoration is
prevented by strike, injunction or other cause beyond
control of the cable operator. such rebate shall be made
by the cable operator only following reasonable written
notification and substantiation to the cable operator by
the sUbscriber, identifying the loss of service by
channel description and date and time.
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(d) outages. system-wide.

(1) The cable operator shall provide an automatic
credit to all subscribers when there is an outage
of all basic services for a period of twenty-four
(24) consecutive hours or more which affects the
entire service area, regardless of the cause of the
outage. The credit shall equal, at a minimum, the
value of receiving one day's basic service for each
twenty-four (24) consecutive hour period. "One
day" shall be considered to be one-thirtieth (1/30)
of the regular monthly charge for each subscriber
so affected.

(2) The cable operator shall provide an automatic
credit to all subscribers of an affected premium
channel when there is an outage of such premium
service for a period of twenty-four (24)
consecutive hours or more which affects the entire
service area, regardless of the cause of the
outage. The credit shall equal, at a minimum, the
subscriber's cost of receiving one day's cable
service for each affected premium channel that for
each twenty-four (24) consecutive hour period.
"One day" shall be considered to be one-thirtieth
(1/30) of the regular monthly value of the premium
channel.

section 41-24. Scheduled Appointments

(a) Appointment windows.

Whenever a consumer requests an appointment for
installatipn, repair, maintenance, or other service, and
the parties have agreed that the presence of the consumer
or his designee is required, the cable operator shall
offer and specify a four-hour time period within which
the installation, repair or maintenance appointment must
be commenced.

(b) Consumer's choice of appointment windows.

The cable operator shall offer the SUbscribing consumer
a choice of specific times for a scheduled appointment.
The consumer's choice of "appointment windows" shall
include, at a minimum:
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(1) Saturday mornings (8:00 a.m. until 12 noon);

(2) Mornings (8:00 a.m. until 12 noon) during a
specific "normal business day" (Monday through
Friday inclusive, except holidays) ;

(3) Afternoons during a specific "normal business day",
sUbject to:

(A) A four (4) hour appointment window chosen by
the sUbscriber, and

(B) That four (4) hour long appointment window
will not extend past 6:00 p.m.; and

(4) An elongated "appointment window" Which may be
selected by the subscriber for "all day" on a
specific date which is also a "normal business
day" .

(c) Cable Operator's compliance with Appointment Window.

The cable operator is required to adhere to the 4-hour
period for commencing installation, repair or maintenance
appointments with the subscriber unless there are delays
caused by unforeseen or unavoidable occurrences beyond
the control of the cable operator.

(d) Operator's Failure to Comply -- Consumer's Options

In the event that the cable operator fails to meet the
four (4) hour period for subscriber installation,
disconnection, or maintenance appointments, subject to
sub-section (f) below, the affected consumer will be
entitled to receive credit(s):

(1) The above-referenced credit shall equal the value,
at the subscriber's election, of either:

(A) one month's basic service for the failure by
the cable operator to meet the scheduled four
(4) hour period for commencing the
installation, disconnection, repair,
maintenance or other service appointment at
the subscriber's home, business office or
other service location, regardless of whether



· ,
,

_." -,i"

CABLE ORDINANCE CREATING AND ESTABLISHING A NEW CHAPTER 41
Paqe 16

(h) Cable Operator's Duty to Inform Subscribers.

The cable operator shall inform subscribers of their
right to service connection, its repair or other service,
within a four (4) hour period and their remedies for
missed appointments by offering the four (4) hour period
and the information pertaining to remedies at the time
the subscriber calls for service or repair, or by
notifying their subscriber by mail three (3) times a year
of the service and their remedies. such mailed notice
may be performed by inserting the appropriate information
in the subscribers' monthly bills.

Section 41-25 -- 41-30. Reserved.

DIVISION THREE

COMMUNICATIONS, BILLS AND REFUNDS

Section 41-31. Communications to Consumers

The cable operator will provide written information to
subscribers in each of the following areas at the time of
installation, at any future time upon request, and at least once
per year thereafter:

(a) Products and services offered;

(b) prices and service options;

(c) installation and service policies, (inclUding details of
Section 41-24);

Cd) availability of parental lock-out devices;

(e) refund policies;

(f) description of complaint procedures;

(g) subscriber privacy rights notice;
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(h) how to use the cable service, including how subscriber
and subscribers can connect their video cassette
recorders so as to more fUlly utilize the cable services
subscribed to; and

(i) information concerning the responsibility of the City of
Kalamazoo, including the mailing address and phone number
of the City's designee for cable matters.

(1) The text of the printed notice shall be as follows,
unless otherwise authorized by the Commission:

PLEASE READ THIS

The City of Kalamazoo through the Office of the
city Cable Administrator, is responsible for
monitoring the customer service, system
performance, and franchise compliance of your cable
company. Toward this end, the City and your cable
company work continuously to monitor and improve
cable TV customer service in your community.

However, at times you may encounter problems with
your cable service that you have been unable to
resolve with your cable company. The City Cable
Administrator is available to help you with
unresolved problems. If this is the case, please
call the City Cable Administrator's office at
_____~- weekdays (an answering machine takes
messages after business hours), or write to the
City Cable Administrator, 241 West South Street,
Kalamazoo, Michigan 49007.

However. please contact your cable company FIRST,
before calling the city Cable Administrator office
about your problem.

PLEASE SAVE FOR FUTURE REFERENCE

(2) Such notice, in large boldface type, shall also be
posted in a conspicuous place in all of the cable
operator's offices within the City of Kalamazoo
where customer service transactions are conducted.
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Section 41-32. Bills and Billing Disputes

I) Bills

(a) Subscriber r s bills from the cable operator will be clear,
concise and understandable.

(b) The cable operator shall annually consult with the City's
designee for cable matters regarding accuracy,
conciseness and sUfficiency of information contained
within the standard subscriber billing notice.

(c) The city shall also review the standard subscriber
billing notice for clarity and fairness of representation
of information to subscribers which shall also be the
subject of the annual consultations noted in subsection
(b) above.

(d) The cable operator shall identify any service bureau or
other third party which prepares billing notices.

2) Billing Disputes. If a subscriber has notified the operator
in writing that a bill is in dispute:

(a) operator shall not terminate service pending resolution
of the dispute;

(b) Nor shall the account be turned over or reported to a
collection agency, provided that the remaining balance of
the bill is current; and

(c) A bill shall not be considered to be in dispute solely by
reason of nonpayment by subscriber.

Section 41-33. Refunds.

(a)

(b)

Refund checks will be issued promptly, but no later than
the earlier of forty-five (45) days, or the sUbscriber's
next billing cycle following the resolution of the
request; and

If service is terminated, a refund check will be sent no
later than forty-five (45) days after the subscriber
returns all of the equipment supplied by the cable
operator.
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Section 41-34. Rate or Channel Chancres

Subscribers will be notified a minimum of thirty (30) days in
advance of any rate or channel change, provided the change is
within the control of the cable operator.

Sections 41-35--41-40. Reserved.

ARTICLE III

RESERVED

Sections 41-41 -- 41-60. Reserved.

ARTICLE IV

RESERVED

Sections 41-61 -- 41-80. Reserved.

ARTICLE V

PENALTIES

Section 41-81. Violations.

(a) No person, individual, party, partnership, corporation,
joint venture, joint stock company, consortium, trust,
individual, or other entity functioning as an operator of
a cable system ("cable operator") shall violate any of
the mandatory provisions of this ordinance;

(b) Violation of a mandatory provision of this Ordinance
shall be a civil infraction punishable by a judgment of
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up to, but not exceeding One Hundred Dollars ($100.00);
and

(c) The jUdgment for each such event involving anyone
consumer on anyone day in regards to any particular
section or sub-section of this chapter shall not exceed
One Hundred ($100.00) Dollars;

Section 41-82. Evaluation of Violations.

(a) The violation of this ordinance by a cable operator, an
operator's agents, employees and/or independent
contractors employed or retained by the cable operator
shall be grounds for evaluating:

(1) a cable operator's compliance with an existing
Consent Agreement and with applicable law; and

(2) the quality of a cable operator's service and
whether it has been reasonable in light of
community needs; and

(3) the technical ability of a cable operator to
provide the services, facilities, and equipment as
set forth in an operator's proposal for future or
renewed cable services: and

(4) the reasonableness of an operator's proposal to
meet the future cable-related community needs and
interests of the residents and cable television
consumers of Kalamazoo.

Cb) These evaluations are proper and germane for the city to
consider formally when reviewing proposal(s) for renewal
of any Consent Agreement to provide cable services within
the city of Kalamazoo.

section 2. Repealer. All former ordinances or parts of
ordinances conflicting or inconsistent with the provisions of this
ordinance are hereby repealed.

section 3. Severability. If any section, subsection,
sentence, clause, phrase or portion of this ordinance is for any
reason held invalid or unconstitutional by any Court of competent
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jurisdiction, said portion shall be deemed a separate, distinct and
independent provision and such holding shall not affect the
validity of the remaining portions of this ordinance.

CERTIFICATE

The foregoing is a true and complete copy of an ordinance
adopted by the City Commission of the City of Kalamazoo at a
regular meeting held on December 10 ,1990. Public notice was
given and the meeting was conducted in full compliance with the
Open Meetings Act, (PA 267, 1976). Minutes of the meeting will be
available as required by the Act, and the ordinance was dUly
recorded, posted and authenticated by the Mayor and city Clerk as
required by the Charter of said City.

Edward J. Annen, Mayor

~,&~Ru·1iG:Tydema~



NATOA SURVEY ON CUSTOMER SERVICE
STANDARDS

Jurisdidion/Stote Lltlyd/'~r:{GlO~ ./f:s,J~""

If possible, please enclose a copy of your stcndards
clearly labelled with:
Jurisdiction Name I Operator Name I Date

IN YOUR OWN OPINION......

2 Date YOu adopted the rules? A'JAIIS; /9'..1

3. Date they become effective In your franchise?

. ,4l(Jlld /~/9f.J
4 Did you have customer sel'Vlce standards In place
prior to the FCC's rules? @ NO

NO

NO

NO

NO

NO

NO

NO

YES

YES

YES

fY10 o51f5

lei

r::CC Commurity Unit !derHier it

NomelTitle

Operotor[s)

5W4)/) ,t,'t/;..L'.Lc!~I}~/=~/.=.~ _

t?61e ,ftJulf1;-10'1 1Jdn"lu'.dcr.!"r

Phone _--.-:j,~'I"tL---_':.s.~'d."",'.3!..--~..5e~~>!-.o=.:JJ=:..... _

Fox __--=-..3:::.:/~+~-_.:.5~J~~:.-.....-~~.=:.0e4"_=__L_1 _

5. Date implemented? ..:TantJA.'} II /911

1. Have you adopted the FCC customer service
standards and notified operator ofsam~

7 Did they require a franchise mOdifjC~

8. Implemented during transfer?

6 Implemented during franchise?

9. Implemented at renewal?

10 Were these standards different orm~
stringent than the FCC's rules? ~

13. What date?

14. Franchise modification?

( d,.,liS~is .s-"'",,'llel ePt':J
~ hI,n -lis ,f. vel'll).- 1:.""1/;4

17 Why were they necessary in your community? /1/81
~~r I 'f()() c"""I''''ln~"er y.o.r ~r t-~

.$.",cdr4o/' 7 ~N6~"'J -~Us.J t'J/Jo;t~ /41
~ fJOor .s~}u, /hI'.sseJ '¥l'ofn tlJlII1f,s.

rc.c I'uk$ ~ ~cI .:slctll"r /J,. ~/el(,e.s ~01-
~01/)O~ - ~ClT~y ~ 'JI?d ~,. d,,~1J ~
4AS""~ ,..Jt:'~V""c.t. •

18. What sort of evaluatIon methods are you using to
determine compliance? ldescribe)

/lufoM.le<l' ~~~6~ l"t=;:-rI!:s.
~/c,./~ .s"bSGr~~ tV'" ~.1"/a/fIf~
1t.s.:sorr4-!;r'v.""e,.,-l -te-t:JIJIJvcr.6" CltJ ,J/~rf

(10 ~6/'0/ .$,P.ed' Q',t"/'a/ '" r;1fjJt"ft:es.SI'!f

L.>".;#e" I"JI'''~ <»- ge.f~w) I-,?Cib en F
~~.. O~;&t"d< ·d<19. Has the operatorcoopera e In proV! Ing

necessary or required data? YES NO

~4'1fti:r - ""orQ//aJd?Q
20. Is your operator's compliance with FCC or your
rules generally: GOOD @ BAD
/). -f 91Y!d..f ~n r.re t"ie.s

11. Specific problems your standards addressed? 21 Has your operator attempted to pass through costs

CxC.tr83/ue, M/~.scdQ("~,~~"",~ .,(;r .s~rfH·" of complying with the FCC rules? YES NO

CeJ/s 4"" ~~.sfA/lA.7~.itJ 1701' ~e.r-
- . / " ...L r. II ~ /' .1 22. Have you seen a decrease in subscriber

-'- "tAl'f/l""OjOr,..T~ ~t4~ r4~..s Q4#f4Q.U ~r S;OtN complaints about service after you adopted FCC
,'J1AJ"'6n-f r'roeuSlf) .6,)' r~/ ., customer service rules? I YES @a",., .$ J,~/.s 7~"'.1'~A" 11'1IJ11I"1e.~., Ol.;/'" 67."t/.n:lJ ./" 9f <:4UNIJ~ ""ti.". dr.;
.z;,4."'/~/?"enf Q#;~~ ~ 1'41lpA.ne. hOiJrr 23. Did you see a decrease in complai~er you

12. Did you pass different or more stringent rules after implemented your own rules? / ~ NO
the FCC rules came out? YES @ AJso/u:lv'y .

24 Are there consumer protection laws in your state
that you think apply to cable operators or could be
applied? YES NO

lJ4Jf f)AI r~A/'.J dJddNJS I'/t: /,roJ//f/boS
)U:~~!.I'" ~ <:46/,( tv .se"(J/~·



Communications Division Board of Public Sen;ice

4971 OaJdimd .~YmLU "'oriun .1. Gropp~. P.E.
51 WUIS •.',fissoun 631; 0 Pr~ncUnl. Board of Public 5e,...,u

TEL (314) 533-5802 ..'33·5;r:6 :.-.Jr.-y D. SIO"~

F.t.¥ .]14i 534- -:-059 C'mmuml'iJtI(J"s',f<1na~er

He:-'1, ~ lflCtnl C J"cftotml'hi. Jr.

',favor

\1f. Gregory S.:hacher, General \Lmagi:'r
TCf-St. LoUIs
.t9·W Delmar
51. lOUIS, \fissouri 631 OS

,4 \fav '993 ou I ~ mo 05+5

Dear \1r. Schacher,

By Certified \fail
LETTER OF 'iOTIFIC-\nON
APPLICABLE CUSTOMER SERVICE STA;';OARDS

This letter serves as fonnal notification from the Franchise Agency that It intends to enforce certain of the
newly mandated self-executing customer service standards delineated in the Federal Communications Commission's
(FCC's) Report and Order m \1\1 Docket 92-263 released on April 7. 1993. These standards are tn addition to,
10 place of. or c1ar;fy turther, certain requirements prevIOusly listed in Ordinances 59197 and 61093 of the City of
S1. Louls. These new FCC ,tandards 'Will go into effect 90 days after the posting of thiS :-.rotice by certltied mad.
on or about August 15. 1993

In order to clanfy the cable franchisee's obligatIons under the ex.isting local franchise and pertinent federal
rrunlmum standards. the document herem noted as "Attachment A" shall consitute the current list of enforceable
customer service standards for thiS franchise, With a typeface notation indicating the current eXlstmg. or future
additional. obligation.

The Agency notes for the record that It Will not (and is not required to) adopt any FCC customer service
standards less stnngent than those Imposed by the City under the ex.isting franchise. Some adopted FCC standards,
although similar to the City's atsting standards, are worded slightly differently; in such cases, both standards are
listed for clarity.

Those similar FCC standards that requIre a different type of reporting mechanism or calculation to ascertain
compliance (e,g. telephone reports), which are not currently deemed necessary in our local situation under our
dIfferently worded or stncter local requirements, wdl not be demanded at this time as existing reports are adequate
to make such determination. The City reserves the nght. however, to fully implement these federal reporting
requirements at a future date. upon adequate notice.

The Agency also serves notice that it reserves its rights to: impose additional local standards at a later d.1te:
make full use of Section 9.4(f) of Franchise Ordinance 59197 in resolving any individual or collective customer
service problems. including the impOSition of an order for refunds, credits. or corrective action in response to
customer complaints or inadequate franchisee perfonnance; modify the franchise to the full extent allowed under
applicable federal laws and regulations: ex.erclse all local rights clarified in the Report and Order and Section 76.309
of the Commission's Rules. entitled "Customer Service Obligations"; expect prompt submiSSIOn of any requested
documentation demonstratmg Franchisee compliance \\11th the standards.

The Franchise Agency serv'es notice to TCI-St. Louis that in those cases where the provisions of Section
6 (Customer Service) of Ordinance 61093 are less stnngent than new federal standards. the latter will prevail for
the benefit of subscnbers. Certain practices and procedures outlined in Ord. 61093, which the Franchisee
occasionally argued were purely "voluntary" In nature, but are now required under the Report and Order. will be
fully enforced.

Should you have any specific questions about the applicability or interpretation of the Standards. please do
not hesitate to contact Susan Littldield. Cable Regulatory Administrator, right away, as I believe that e~rly



,-lanfic:.ttll.JnS '.vll! prevent Liter mlsunderstandings

Sincerely,

Larry D. Stone
CommunicatIOns ~fanager / Franchise -\gency

cc: Hon. Thomas Villa
Hon. Robert Ruggen
Dan Delaney. TCI \llssoun

Auachmellt A

CITY OF ST. LOUIS
CABLE CUSTOMER SERVICE STA1"U)ARDS ADOPTED MAY 15, 1993

This document represents a listing ofthe customer service standards applicable to cable televisionfranchises within
the City ofSt. Louis, whelher new federal slandards adopled in FCC Docket AJM9 2-263 released April 7, 1993 and
known in the Commission '5 Rules as Section 76. J09 effective July I, 1993 (or upon 90 days notice to the
Operator(s) , whichever is liller) or existing current requirments mandaled by local franchise ordinances 59197,
61093, and franchise adjustments under the Section 9. -iUl decision of ,Way 1990.

76.309 2(c)4 APPLICABLE DEF~ITIONS

Nonnal Business Hours The tenn "nonnal buslOess hours" means those hours during which most similar
businesses in the community are open to serve customers. [n all cases, "nonnal business hours" must include some
evening hours at least one mght per week and/or some weekend hours. (FCC 76.309)

Nonnal Operating Conditions The term "nonna! operating conditions" means those service conditions wluch
are within the control of the cable operator. Those conditions wluch ill ordinarily within the control of the cable
operator include, but are not limited to, special promotIOns, pay-per-view events, rate increases, regular peak or
seasonal demand periods,and maintenance or upgrade of the cable system. (FCC 76.309)

Service Interruptions - The tenn "service interruptlOn" means the loss of picture or sound on one or more cable
channels. (FCC 76.309)

NOTE: THE AGENCY SPECIFICALLY REFERS TO THE FULL REPORT AND ORDER AND TO THE LOCAL

FRANCHISE DOCUMENTS IF ANY FURTHER CLARIFICATIONS OF THESE DEFlNITIONS OR LVfENT OF THE

STANDARDS ARE NECESSARY.

i6.3092(c)1. CABLE SYSTEM OffiCE HOURS AND TELEPHONE AVAll..ABll..ITY-

(i) The cable operator will maintain a local, toll-free or collect call telephone access line which will be available
to its subscribers 24 hours a day, seven days a week. (FCC)

Throughout the tenn of its Franchise, each Grantee shall maintain within the City of St. Louis a
conveniently located business office and service center to which subscribers may lelephone without
incurring added message units or lOll charges.
This officers) shall be open during all usual business hours and be so operated that complainls and
requests for repairs or adjustmems mav be received by telephone at any time when any television
signals are being broadcast (Ord 59197 NineA. (b)j
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~c;rm;..d ~U'jil::'>,"; ur..;:,

"u.,tomcf telephone Inqulfks ..;unn::;

IFCC

Dlt' C,1.':Odll\ Hill pro"lde ell ie L\[ .' ~ CSR.s :0 ["ke service calls .Hollday [hrour;h Friday/rum 8:30
,1m :e' 5,)(j pm. ,11:<1 ar (eas[ j,) ,;len CSR.s hlii he UII duty at (/11 limes.
,~ IrlillllnUm ,.J! 1',\0 CSRs ;\'/ii i'e ; .;; ,,;:<e (1\' :t'ieDnone/Tom 5pm [0 8pm H'eewavs ,ul,1 5:00am
:0 .~I.)(J "Itl ,)11 S"wrdaYs. (Ord. 61093 Sec 6. Sen'lce!

loJ .\fte:f A.?Fffial PlLilAe,;! houri, the aeee.;; Itfie: fAa'. he: dfl-iV'dfeJ In 11 'eP'lCC: ()f tiA tl\:JtOACtlrcJ Fe' TCA-e
j~'.'EcIfl. iflehlJIft,! tift .111 i'o'.eflfl,! mae:A1Ae:

THE CITY DOES ';'.iT -\DOPT THIS STAND ..>RD. RATHER, THE CITY CO~'T[NUES TO REQCrRE THE E<13T1,SG

LOCAL STANDARD:

After such hours. [he Company's allSwer:I:? sen'ice will respond to sen'ice related ,u::s and relay
[hose meSSIlf.!,es [0 Ihe company 011 {he 'lext business day. fOrd 61093 Sec. 6.
"Sen-ice'!

Inquiries received after normal bUSiness hours must be responded to by a trained company representa<l~'e

on the next business day (FCC)

(v) Customer senllce center and bill payment locations WIll be open at least during "nonnal business hours" (as
defined above) and wIll be ~onveniently located. (FCC)
ADOPTED AND CLARIFIED-\S FOLLOWS BY LOC-\L REQUrRDfENT:

Walk-in office hours are 8:oo'/ln 10 7:00pm weekdays (9:00 am Thursdays) and 8:00am 10 5:00pm
Sarurdav. ,fOrd 61093 Sec. 6 modified by May 1990 9. .J(jJ decisionJ

The Company \.... i11 continue [0 operate an adequately staffed walk in and telephone office ill
(SLCCi Franchise .-{rea 11. (Ord 61093 Section 6)

76.3092(c)1. CABLE SYSTE:\l OFFICE HOURS AND TELEPHONE AVAILABILITY- continued

(il) Vnder normal operating conditions, telephone answer time by a customer representative, including wait time,
shall not exceed thirty (30) seconds when the connection IS made. If the call needs to be transferred, transfer time
shall not exceed thIrty (30) seconds. These standards shall be met no less than ninety percent (90 %) of the time
under normal operatlllg conditlOns. measured on a quarterly baSIS. (FCC)

NOTE: THE CITY ADOPTS THE SELF-EXECUTING FCC STANDARDS OF NO MORE THAN 30 SECOND

HOLD TIME 90 % OF THE TIME UNDER NORMAL OPERATING CONDITIONS; BUT DUE TO THE

REPORTING FORMAT CURRENTLY IN USE, WILL CONTINUE TO ACCEPT THAT REPORT AS EVIDENCE

OF COMPLIANCE, DEEMING THAT A 1.5 MINUTE AVERAGE NEARLY APPROXIMATES 30 SECOND

~tAXIMUMS FOR EACH ANSWER AND TRANSFER 90% OF THE TIME.

Hold time - flO more than 1.5 minutes average momhly (of all calIs)
Abandonment Rate - less Ihan 12% m'erage (of all calIs) [Ordinance 61093 Sec. 6J

[modified by 9A(jJ deCIsion of May 1990J

(iii) Tha s~eFlltsF will RSt aa fil~YifeQ \S Ilc~yifa e~Yi~Rltlal SF flufeRB SYP"il~'5 IS Rl0aSYfil cSRlpliaasa ',vila tAil
lelilf3ASRe aaSWtlARg stQRallfas aesve tlRleSS aR AislOASll1 filcSfB sf cSRlf3iaials iaaisillas a clellf failYfa £s SSRlfl[Y.

THE CITY DOES NOT ADOPT THIS FCC STANDARD, AND WILL CONTruNE TO ENFORCE ITS MORE STRL"<GENT LOCAL

STANDARD:

The Company will provide the City with a copy of the phone results every monrh, including
monthly data: a) Average on-hold time; (b) Abandonment percentage; (c) Total calIs per monrh;
(d) Upon request by Ihe City, other information reasonable available to the Company by the
Automatic Call Distributor monitorin,? system presently being used.



r-;:e C',Jlnpun\ '.v;U .!)ro\!tie ";ie ,-l,,:{!,'U.~. IntneO:LL[t::'V !lJ:er receipt [he C()niapnYJ ,\.!:h ,;.z
.:;r):.iJii,,'.,}\'!t-Tf l Bell Te!c:'Jhone /7hone :~J,Jie:"; ,"f1!ccnn s bur not litniled [0 ."hIJ,Sy s!:;naLs'" ..:l .'I:;'(LSl

"!lee :;r ";';)'c"!u-un!)!w! pi'Tl,'J /n :i:e,'\ellt :hilt .he Company llIodiJiers) itS in:ema! phone
\', \-:t'Nl :,,t ;::I,J/:{{I/( ".:~:'S\' \'l(JIl<t! "i:(l ,·':t l'-'r)!l.'p(llly :~'IN pro~ide _~uch in/annatioll (0 rhe Ast'!lcy

m ,/ :'IOll1 i ,,\ -"ill"';, (Ordinilllce 61093 Sec.6
illc"!

{IV) L'nJ~r nonn3] "r~Dtln~ _,'nJI:IUns, the (UShirnef '"iiI ~~,-eIVe a GUs:, ilgnalless than three perc~nt (J e'Cl of the
time, (FCC)

THE CTY \0;'''-;( )"\LEOGES ,\~O \OC 'P'T~; HE FCC STA:\OA.RO: HOWEVER, SINCE \VE BEUEVE THE

EXISTI~G Crry ST,,,:\OARO IS F,I. "i.i. '; '-r:I~'GE:a, ,'\':-'0 A REPORTING ~IECHA:'-\\S'1 E.XISTS. '.'iE

I~TE~D T: J \\E,-\SL?E ::QUV ',Lt"" \1?L,.',~;CE i3Y THE EXISTI:'IG ST-\NDARO L''\'TIL FURTHER

:--;OTICE.

Busy signals - less than 20% 0/ all calls artempted,'
ilnd less .hall 15 q, mOlllhly average of "all trunks busy" as measured by the ROLVI system.

(Ord 61093 modified by 9...1(j) decision ,Hav 1990J

76.3092(e)(::!) L'\STALL\TIO~S, OUTAGES A~1) SERVICE CALLS-

Under normal operating conditions, each of the folloWIng tour standards wdl be met no less than nInety five percent
(95 %) of the time measured I)n a quarterly basIS (FCC)

(i) Standard installatIOns will be perfonned withm seven (7) business days after an order has been placed .
•Standard" installations are those that are located up to 125 feet from the existing distribution system. (FCC)

THE CITY ADOPTS THIS ST \,'-;OARD AND CONTINUES THE COMPANION REQUIREMENT BELOW:

Grantee ,hall lIot receil'e any deposit, advance payment or penalty from any subscriber or
potential JubseT/ber until GraJltee's ,','stem is operable and service can be provided to the
Subscriber or potential Subscriber, (Od 3J1Sl7
Sec. 12.8/

(ii) Excluding conditions beyond the control of the operator, the cab'le operator will begin working on "service
interruptions" promptly and in no event later than 24 hours after the interruption becomes known. The cable
operator must begin actions to correct other service problems tbe next business day after notification of the service
problem. (FCC)

THE CITY ADOPTS THIS STANDARD. IN ADDITION TO THE E."\ISTING LOCAL REQUIREMENTS BELOW:

Dispatch personnel to investigale all sen'ice complaims and equipment malfunctions wilhin 24
hours and strive to resolve such complai1lCs as promptly as possible. fOrd 591979.4. (c)/

76.3092(c)(2) INSTALLATIONS, OUTAGES AND SERVICE CALLS- continued

Service technicians will be available 10 respond to service calls Bam to 7 pm Monday to Friday
and 8 am to 5 pm on Saturday. Sen'ice technicians will respond to Outages all a twenty-four (2·/)
hour, seven (7) day a week basis.

After such (llormal business) hours, ifjive (5) or more telephone calls received within three hours
indicate an "unviewable picture or no sound" in the same geographic area, which signal quality
problem is reasonably identifiable as havillg a common source ("Outage"). the service tehnician
"on call" will be dispatched immediatelY. fOrd 61093 Sec.6 "Service";

(NOTE: The Agency makes allowance for weather conditions, and the difficulty of technicians



'.~()rkln~ ,)utslJe .lIter 5 pm In :;te Jark u~Jrlnli the '.VlntC:L)

:\ OTE ''.; uti fi~atl()n" hy tckrhone ~.ln~e cO elther the tr:uned representatl \'e or the ~ompany' 'i

~I:er Jr, -inswenn~ 'e:r,I~e:"r ~Jn ~e: iTude 1\ the: :\ge:ncy on behalf of the subscnber.)

i ill) The "dppomtme:nt 'smJow" dite:matl\cS tor J:lswilatJOns. se:f\!ce calls, .lild other instaJJatlOn activIties wll!
he either a "pecltic 11me ,'Ir at JiUXlmum. a four-rlJur tl;ne ;'i<k Junnl:' normal business hours, (The operator may
'icheJule Scf\ICe CJlls anJtncr lTI,,;l,]ation a..:ll'.llle' ,'W'iIJe :' 1,nmal business hours for the express convemence:

of the~u,tomcr. I !FCC;

(iv) A.n operawr may ;Jot cancel an appomtme:nt ',,"Ieh

pnor to the 'cneJuleJ JrrUll1tmenc.
lhlOmer 1fter the close Of business on the busmess Jay

FCC.!

(v) If a cable cJper.lwr representatIve IS runTIlng late tor an apporntment with a customer and will not be able
to keep the appomtment as scheduled. the customer \liIlI he contacted, The appointment will be rescheduled. as
necessary, at a time whi~h IS ,:onvenient for the customer (FCC)

THE CITY ,-\DOI'1'5 THESE CO~1MISS[ON STANDARDS IS ~_IEU OF THOSE I:--<STALLATlON APPOINn.1ENT \\1NDOWS

PREVIOUSLY DESCRIBED IN ORO, 6 [093 SEerlO~ 6 CUSTO\lER SERVICE. \:-;D 'IOTES THE FOLLOW1NG ADDITO:'-lAL

REQUIREMENT:

if {he scheduled illsrallarion IS !lot completed in {he field as scheduled, the subscriber'\ilIl be
telephoned [he same day. If noone IS eu home, a call will be placed the j'ollwing day {O {he best
known daytime {elephone number, IIlcludin? the subscriber's work number, ifkllow, to reschedule
{he appOllllrnen{,

A record of service call work orders will be kept,

Cusromers who have experienced two "no show·' missed installation appointments will receive their
illsrallatlOlljree, or afree mollth of (!IOIl-premium) service If the installation was to have been free
under a promotion, fOrd 61093 Sec 6, Service]

~OTE: It IS the City's intentIOn that the operator not be unduly penaliz~d under this standard:
therefore, the following procedure will continue to be allowed (if subscribers are told about the
procedure when they call for the appolTItment) until further notic~:

nJere Will be a telephone call mcuie to each service appointment within the specified choice period
(i.e. four hour window)... ro verify {hat a problem still exists and the subscriber is at home. If
Iloone is home {o answer the call, {he appoimment can be considered ro be cancelled by the
subscriber. fOrd 61093 Section 6 Service)

~OTE: For the Agency to continue to allow the practice, such call must include at least 6 rings
before the CSR hangs up, and a message with return phone number for Dispatch must be l~ft if
an answering machine is available.

5



76.309 2(c)(3) COM~mNICATIONS BETWEE:'-I CABLE OPERATORS A:"<"D CABLE SCBSCRIBERS-

(I) \'otitications to subscribers-

(A) The cable operator shall provide written infonnation on each of the following areas at the time of
installation of sen-ice, at least annually to all subscrihers, and at any time upon request:

(I) Products and services offered;

(2) Prices and options for programming services and conditions of subscription to programming
and other services;

(3) Installation and service maintenance policies;

(4) Instructions on how to use the cable service;

(5) Channel positions of programming carried on the system;
and,

(6) Billing and complaint procedures, including the address and telephone nwnber of the
local franchise authority's cable office. (FCC)

THE CITY ADOPTS THESE STANDARDS IN ADDITION TO THE E.'·OSTING DIFFERENT NOTIFICATION STANDARDS AND

REQUIRED PRAClICES NOTED BELOW:

Upon installation, the subscriber will be provided an informational packet containing peninent
information about cable television, billing, office hours and other service maUers. The subscriber
will also receive the complaillttelephone number of the Agency.

Telephone and walk·in hours will be posted on one bill in every sLt (6) month period, with an
explanation that phone calls for service and repair are avaiable twenry-jour (24) hours a day.
These hours will also be posted 011 the System Bulletin Board using an alpha-numeric format.

Telepholle call procedures described herein will be clearly stated to customers when an
appoimment is made for installatio/l or a trouble call, and by CSRs handling follow-up inquiries.
To the extenl possible, a summary ofsuch procedures, as well as other office procedures will be
carried on the System Bulletin Board Channel. This Channel's content will be promoted through
a billing message at least twice a year.

(B) Customers will be notified of any changes in rates, programming services or channel positions as soon
as possible through announcements on the cable system and in writing. Notice must be given to subscribers
a minimum of thirty (30) days in advance of such changes if the change is within the control of 'he cable
operator. In additions, the cable operator shall notify subscribers thirty (30) days in advance of any
significant changes in the other information required by the preceding paragraph. (FCC)

ADOPTED BY CITY. DOES NOT ALTER PROVISIONS OF ORDINANCE TO WIT:

Grantee will notify the Franchise Emily thirty days before any change ill their signal carriage, or
if thaI is demollStrably impossible, as soon as possible thereafter. fOrd 59197 Sec. II Final!

NOTE: Required Notifications to the Franchise Entity regarding changes in rates are not discussed
in this Customer Service document.

(ii) Billing-

(A) Bills will be clear, concise and understandable. Bilis must be fully itemized, with itemizations
including, but not limited 10, basic and premium service charges and equipment charges. Bills will also

6
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dearly delineate all activity during the bIlling penod, mcluding optional charges, rebates and credits.

(B) In case of a billing dispute, the cable operator must respond to a written complaint from a subscriber
\vithm thirty (30) days, (FCC)

THESE FCC STANDARDS ARE ADOPTED.

(iii) Refunds - Refund checks will be issued promptly, but no later than either·

(A) The customer's next billing cycle following resolution of the request, or thirty (30) days, whichever
is earlier. or
(B) The return of equipment supplied by the cable operator if service is terminated. (FCC)

76.309 2(c)(3) CO~L'tUNICATIONS BETWEEN CABLE OPERATORS AND CABLE SUBSCRlBERS
continued

THE CITY ADOPTS THE FCC STANDARD WITH THE FOLOWING EXISTING LOCAL REQUIREMENTS:

A •stop bill date" is generated by the CSR handling the account on the date the customer requests
disconect(tion)s by phone or mail.

The Franchisee acknowledges its responsibiliry to retrieve equipmellt all a voluntary disconnect.

The refund process takes a maximum of 35 days from disconnection (ordered or actual) 10

customer receipt of refulld.

NOTE: Since the use of the Commission's word "issued" is somewhat ambiguous, and could mean
"mailed", the City therefore keeps its existing local standard in place as well.

(iv) Credits- Credits for service will be issued no later than the customer's next billing cyCle following the
detennination that a credit is warranted. (FCC)

THE CITY NOTES THAT THIS ADOPTED STANDARD IS IDENTICAL TO AND FURTHER CLARIFIED BY THE FOLLOWL"G

LOCAL STANDARD OUTLINED BELOW:

All adjustmems will be written, approvt!d and posted by each (billing) cycle's respective cut-off
date, which is (approximately) the 20th on Cycle A mid the 8th on Cycle B. This enables the
customer to see the credit on the next billing statement.

Generally, adjustments will be given based on the nature of the problem and the monthly service
rate. Adjustment requests for problems such as •unviewable picture or no sound· will 1M given full
credit for the applicable adjustme," period. Trouble calls resolved due to intermittent problems,
snow, ghosting, etc, will receive half-credit using the same calculations for the applicable
adjustment period. Generally, adjustment periods will be calculatedfrom the time the subscriber
has notified the Company, unless telephone studies conclusively demonstrate that telephone lines
were reasonably unavailable at the time the subscriber tried to call initially.

fOrd 61093 Sec. 6. Customer Service Billing Practices}

Additional Existing Local Standards
LATE FEES

LaJefees will be waived on a panial payment ofa disputed bill until afinal decision is made, if
the customer notifies the Company in writing, or is directed by a CSR to maU a ·panial payment·
because of a billing error.
Customers are not penalized for any delays in (payment) processing caused by the Company or
irs contractors. fOrd 61(1)3 Sec 6. ·BilUngs·j

7



:\OTE: Although a laIc: fee may be assc:ssc:c! for payments received after the "Jue (.!:lte'. thc
Franchisee cannot determine whether the payment was received by the due date untIl after the cut.
off date for payments to be received and credited on each billing cycle. The Agency will continue
to monitor compliance as it has since the inception of local standards in 1989.

DISCONECTIONS FOR NON-PA YMENT

An accoulIl with a delinquem balance for a period of45 days from the original due dare will (can)
be disconnected. When the accoum becomes thiny days delinquentfrom the due date, the customer
will be infonr,'d of the delinquem status by a message on the next statemem. Five business days
after receipt vI rhis statemefl{, Franchisee attempts to contact the customer by computer phone
message. Bill insen notices are used as an extra reminder. Ali if this occurs before service is
discollnecred.
For purposes of nOli-pay discOllnecrs, disputed amoullls are not considered delinquent if the
subscriber notifies rhe Company in writing of rhe dispure, or is directed by a CSR ro make a
panial paymem because of a billing error.

NOTE: The Franchise Agency may notify the Company in writing on behalf of the subscriber
through the established City complaint form process.
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