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ORDINANCE_

AN ORDINANCE related to cable television; amending SMC Ch. 21.60 by adding Customer

service standards for cable customers (to be known as the "Cable Customer Bill of Rights");

amending SMC 21.60.050 to add administration of the Cable Customer Bill of Rights to the

duties of the Office of Cable Communications; establishing two new positions; appropriating

funds from the Cable Franchise SubFund of the General Fund; and amending the 1999 budget

of the Executive Services Department; all by a three-fourths vote of the City Council.

WHEREAS, pursuant to federal law, a franchising authority such as the City of Seattle may

establish and enforce customer service requirements on a cable operator; and

WHEREAS, cable customers in Seattle should be able to expect competent, responsive service from

cable operators providing services in the City pursuant to franchise agreements; and

WHEREAS, the City currently monitors customer complaints through its Office of Cable

Communications; and

WHEREAS, the City has determined that many Seattle cable customers do not receive competent,

responsive customer service; and

WHEREAS, the City has determined that cable customers should be afforded direct redress and

compensation in the event that a cable operator cannot meet reasonable customer service standards;

Now, therefore

BE IT ORDAINED BY THE CITY COUNCIL OF THE CITY OF SEATTLE:

Section 1. SMC Ch. 21.60 is amended by adding Subchapter 11, Cable Customer Bill of Rights, as

follows:
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21.60.800 POLICY

The Cable Operator shall be permitted the option and autonomy to first resolve Customer

complaints without delay and interference from the City.

Where a given complaint is not addressed by the Cable Operator to the Customer's

satisfaction, the City may intervene. In addition, where a pattern of, or unremedied,

noncompliance with the Standards is identified, the City may prescribe a cure and establish a

30 day deadline for implementation of the cure. If the noncompliance is not cured within 30

days, monetary sanctions will be imposed to encourage compliance.

These Standards are intended to be of general application; however, the Cable Operator shall

be relieved of any obligations hereunder if it is unable to perform due to a region-wide natural

emergency affecting a significant portion of the franchise area. The Cable Operator is free to

exceed these Standards to the benefit of its Customers, and such shall be considered

performance for the purpose of enforcing these Standards.

These Standards are supplementary to any Customer service requirements in any existing

franchise agreements between a Cable Operator and the City. The provisions contained in

this ordinance and in existing franchise agreements should be interpreted consistently

wherever possible. Where this ordinance and any existing franchise agreement are

inconsistent, the provisions of the franchise agreement will control for purposes of assessing

fines, penalties and compliance with the City's franchise; however, for purposes of assessing

credits, refunds, or other specific remedies under Schedule A hereto, the provisions of this

ordinance control.
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21.60.810 DEFIMTIONS

3 When used in these Customer Service Standards (the "Standards"), the following words,

4 phrases, and terms shall have the meanings given below.

5

6 "Cable Operator" shall mean any person providing cable services pursuant to a franchise

7 agreement within any area of the City of Seattle, and such person's employees, agents,

8 contractors, or subcontractors.

10 "City" shall mean the City of Seattle, Washington,

12 "Customer" shall mean any person who receives cable service of any sort from the Cable

13 Operator.

14

15 "Customer Service Representative" ("CSR") shall mean any person employed by the Cable

16 Operator to assist, or provide service to Customers, whether by answering public telephone

17 lines, writing service or installation orders, answering Customers' questions, receiving and

18 processing payments, or performing other Customer service-related tasks.

19

20 "Standard Installation" shall mean (1) for an unwired dwelling unit, an installation of cable

21 service to the Customer's dwelling unit located up to 125 feet from the existing distribution

22 system, plus additional inside wire and at least one outlet sufficient to receive cable services;

23 and (2) for a prewired dwelling, the installation of cable service to the federal demarcation

24 point located on the subscriber's property up to 125 feet from the Customer's property line,

25 sufficient to receive cable services and where the prewired equipment will allow the cable

26 system to meet all Federal Communications Commission (FCC) technical requirements.

27
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I "Non-Standard Installation" shall mean any installation of cable services that requires the

2 installation of facilities from a point more than 125 feet from the Customer's property line to:

3 (1) for a prewired dwelling unit, the federal demarcation point; or (2) for an unwired dwelling

4 unit, a point not less than 12 inches from the exterior wall of the dwelling unit; or (3) any

5 underground installation in an area where plant facilities are not underground; or (4) any

6 installation calling for multiple outlets in a dwelling unit; or (5) a commercial installation.

7

"Normal Business Hours" shall mean the hours of 8:00 a.m. to 7:00 p.m., Monday through

Friday, and 9:00 a.m. to 5:00 p.m., Saturday, excluding legal holidays.

10

11 "Normal Operating Conditions" shall mean service conditions within the control of the Cable

12 Operator. Those conditions that are not within the control of the Cable Operator include, but

13 are not limited to, natural disasters, civil disturbances, power outages, telephone network

14 outages, and severe or unusual weather conditions. Those conditions that are ordinarily within

15 the control of the Cable Operator include, but are not limited to, special promotions, pay-per-

16 view events, rate increases, regular peak or seasonal demand periods, and maintenance or

17 upgrade of the cable system.

18

19 21.60.820 CUSTOMER SERVICE

20

21 A. Courtesy

22

23 All employees of the Cable Operator shall be courteous, knowledgeable and helpful and shall

24 provide effective and satisfactory service in all contacts with Customers.

25

26 B. Accessibility

27
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I The Cable Operator shall provide at least one service center for each 75,000 Customers

2 served, located at a safe, visible site within its service area, that is handicapped accessible,

3 and located along mass transit routes. Except as otherwise approved by the City, all service

4 centers shall be open Monday through Friday from 8:00 a.m. to 7:00 p.m., and Saturdays

5 from 9:00 a.m. to 5:00 p.m., excluding legal holidays, and shall be fully staffed with CSRs

6 offering the following services to Customers who come to the service center: bill payment,

7 equipment exchange, processing of change of service requests, and response to Customer

8 inquiries and requests. The City may approve alternatives f6r service centers offering lesser

.9 services, or that are within ten miles of its service area, at any site to which the public has

10 general access. The Cable Operator shall post a sign at each service center advising

I I Customers of its hours of operation and of the addresses and telephone numbers at which to

12 contact the City and the Cable Operator if the service center is not open at the times posted.

13 The Cable Operator shall provide free exchanges of faulty converters at the Customer's

14 address.

15

16 CSRs will be available to respond to Customer inquiries during Normal Business Hours. The

17 Cable Operator shall maintain local or toll free telephone access lines that shall be available

18 during Normal Business Hours for service/repair requests and billing inquiries.

19

20 The Cable Operator shall have dispatchers and technicians on call 24 hours a day, seven days

21 a week, including legal holidays, for emergency purposes.

22

23 The Cable Operator shall retain sufficient Customer Service Representatives and telephone

24 line capacity to ensure that telephone calls to service/repair and billing inquiry lines are

25 answered by a CSR within 30 seconds or less, and that any transfers are made within 30

26 seconds. These standards shall be met no less than 90 percent of the time, measured monthly

27 under Normal Operating Conditions.

28
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2 The total number of calls receiving busy signals shall not exceed three percent of the total

3 telephone calls. This standard shall be met 90 percent or more of the time, measured monthly

4 under Normal Operating Conditions.

5

6 C. Responsiveness

1. Guaranteed Seven-DU Standard Installation

9

10 The Cable Operator shall complete all Standard Installations requested by Customers within

11 seven business days after an order has been placed, unless otherwise requested by the

12 Customer. If the Customer requests a Non-Standard Installation, or the Cable Operator

13 determines that a Non-Standard Installation is required, the Cable Operator shall provide the

14 Customer in advance with a total installation cost estimate and an estimated date of

15 completion.

16

17 All underground cable drops from the curb to the home shall be buried at a depth of no less

18 than twelve inches, and within no more than one calendar week from the initial installation,

19 or at a time mutually agreed upon between the Cable Operator and the Customer.

20

21 2. Residential Installation AMointments

22

23 Customers requesting installation of cable service or service to an existing installation may

24 choose any four-hour block of time for the installation appointment during Normal Business

25 Hours. The Cable Operator may schedule service calls and other installation activities

26 outside Normal Business Hours at the request of and for the convenience of the Customer.

27
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I The Cable Operator may not cancel an appointment with a Customer after 5:00 p.m. on the

2 day before the scheduled appointment.

4 The Cable Operator shall contact by telephone, mail, or in person, and maintain records of a

5 reasonable sample of its Customers within two weeks after installation to assure overall

6 Customer satisfaction with the work completed.

8 The Cable Operator shall be deemed to have responded to a request for service under the

9 provisions of this section when a technician arrives within the agreed upon time, and, if the

10 Customer is absent when the technician arrives, the technician leaves written notification of

I I arrival and return time, and a copy of that notification is kept by the Cable Operator. In such

12 circumstances, the Cable Operator shall contact the Customer within 48 hours.

13

14 If a Cable Operator representative fails to keep an appointment for any reason, the Cable

15 Operator will contact the Customer before the end of the scheduled. appointment, and

16 reschedule the appointment at a time convenient for the Customer.

17

18 3. Residential Service hjjijr~ru tions

19

20 In the event of system outages (loss of reception on all channels) resulting from Cable

21 Operator equipment failure affecting five or more Customers, the Cable Operator shall

22 correct such failure within two hours after the third Customer call is received.

23

24 The Cable Operator shall correct all other service interruptions resulting from Cable Operator

25 equipment failure within 24 hours.

26

27

28
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2 All service outages and interruptions for any cause beyond the control of the Cable Operator

3 shall be corrected within 24 hours after the conditions beyond its control have been corrected.

4

4. TV Reception

7 The Cable Operator shall provide clear television reception that meets or exceeds technical

8 standards established by the United States Federal Communications Commission (FCC). The

9 Cable Operator shall render efficient service, make repairs promptly, and interrupt service

10 only for good cause and for the shortest time possible. Scheduled interruptions that the Cable

I I Operator anticipates will last more than four hours shall be preceded by at least 24 hour's

12 notice, and shall occur during periods of minimum use of the system, preferably between

13 midnight and 6.00 a.m.

14

15 If a Customer experiences poor video or audio reception attributable to the Cable Operator's

16 equipment, the Cable Operator shall repair the problem no later than the day following the

17 Customer call. If an appointment is necessary, the Customer may choose a four-hour block of

18 time during Normal Operating Hours. At the Customer's request, the Cable Operator shall

19 repair the problem at a later time convenient to the Customer.

20

21 5. Problem Resolution

22

23 The Cable Operator's CSRs shall have the authority to provide credit for interrupted service

24 or any of the other credits listed in Schedule A, to waive fees, to schedule service

25 appointments and to change billing cycles, where appropriate. Any difficulties that cannot be

26 resolved by the CSR shall be referred to the appropriate supervisor who shall contact the

27
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I Customer within four hours and resolve the problem within 48 hours or within such other

2 time frame as is acceptable to the Customer and the Cable Operator.

6. Billing, Credits, Refunds, and Deposits

6 Cable Operator Customers will receive a clear and concise bill every month. The Cable

7 Operator shall respond to a Customer's billing inquiry made by telephone within 48 hours,

8 and to a written billing inquiry within two weeks after receiving it.

9

10 The Cable Operator shall allow at least 30 days from the beginning date of the applicable

I I billing cycle for payment of a Customer's service bill for that period. If a Customer's service

12 bill is not paid within that period of time the Cable Operator may apply an administrative fee

13 to the Customer's account. If the Customer's service bill is not paid within 45 days of the

14 beginning date of the applicable service period, the Cable Operator may perform a "soft"

15 disconnect of the Customer's service. If a Customer's service bill is not paid within 52 days

16 of the beginning date of the applicable service period, the Cable Operator may disconnect the

17 Customer's service, provided it has provided 10 days notice to the Customer that such

18 disconnection may result.

19

20 If a Customer requests disconnection of any or all services, billing for affected services shall

21 end on the same day, or on the future date for which the disconnect is ordered. The Customer

22 shall not be responsible for cable services delivered after the request. The Cable Operator

23 must refund any credit balance owed the Customer, less any owed or disputed amounts,

24 within 15 business days after the close of the Customer's billing cycle following the return of

25 the equipment and request for disconnection. The Cable Operator shall issue a credit or

26 refund to a Customer within 15 business days after the close of the billing cycle following the

27 return of the equipment and request for disconnection.

28
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2 Deposits shall accrue interest at a fair market rate. Within 10 days after termination of

3 service, the Cable Operator shall repay any deposit with a statement showing accrued interest

4 to the Customer, less any sums owed to the Cable Operator.

7. Treatment of Prgp= Owner's Progrly

7

8 Trees and shrubs or other landscaping on a Customer's property that are damaged by the

9 Cable Operator, or any employee or agent during installation or construction, shall be

10 restored to their prior condition or replaced. Trees and shrubs shall not be removed without

I I the prior permission of the owner or legal tenant of the property on which they are located.

12

13 The Cable Operator shall, at its own cost and expense, and in a manner approved by the

14 property owner and the City, restore any property to as good condition as before the work

15 causing such disturbance was initiated. The Cable Operator shall repair, replace or

16 compensate a property owner for any damage resulting from the Cable Operator's

17 installation, construction, service or repair activities.

18

19 Except in the case of an emergency involving public safety or service interruption to a large

20 number of subscribers, the Cable Operator shall give reasonable notice to property owners or

21 legal tenants prior to entering upon private premises, and the notice shall specify the work to

22 be performed; provided that in the case of construction operations such notice shall be

23 delivered or provided at least 24 hours prior to entry. Nothing herein shall be construed as

24 authorizing access or entry to private property, or any other property, where such right to

25 access or entty is not otherwise provided by law. If damage is caused by Cable Operator

26 activity, the Cable Operator shall reimburse the property owner 100% of the cost of the

27 damage or replace the damaged property. For the installation of pedestals or other major

28

-10-



Custorner144.doc

3/11/1999

version 3: Ib

I construction or installation projects, property owners shall also be notified by mail or door

2 hanger notice at least one week in advance. In the case of an emergency, the Cable Operator

3 shall attempt to contact the property owner or legal tenant in person, and shall leave a door

4 hanger notice in the event personal contact is not made.

The Cable Operator shall clean all areas surrounding any work site and ensure that all cable

materials have been disposed of properly.

8

A Services for Customers with Disabilities

i 0

11 For any Customer with a disability, the Cable Operator shall at no charge deliver and pick up

12 converters at Customer's homes. In the case of a malftinctioning converter, the technician

13 shall provide another converter, hook it up and ensure that is working properly, and shall

14 return the defective converter to the Cable Operator.

15

16 The Cable Operator shall provide TDD service with trained operators who can provide every

17 type of assistance rendered by the Cable Operator's CSR for any hearing-impaired Customer

is at no charge.

19

20 The Cable Operator shall provide free use of a converter remote control unit to mobility-

21 impaired Customers.

22

23 Any Customer with a disability may request the special services described above by

24 providing the Cable Operator with a letter from the Customer's physician stating the need, or

25 by making the request to the Cable Operator's installer or service technician, where the need

26 for the special services can be visually confirmed.

27

28
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2 E. Customer Information

Upon installation, and at any time the Customer may request, the Cable Operator shall

provide the following information, in clear, concise written form:

6

Products and services offered by the Cable Operator, including its channel lineup;

9 The Cable Operator's prices and options for programming services, conditions of subscription

10 to programming and other services, and policies concerning changes in services offered,

11 notification of changes, disconnection and service downgrades;

12

13 These Standards, with Schedule A, and any other applicable customer service standards;

14

15 Installation and service maintenance policies, including the Customer's responsibilities for

16 equipment;

17

18 Instruction on the use of cable TV service and on standard VCR hookups;

19

20 Channel positions of programming;

21

22 Billing and complaint procedures, including the address and telephone number of the Cable

23 Operator's offices, the Cable Operator's policies on deposits and credit balances, returned

24 check charges, refunds for disruption of service or poor reception, and telephone numbers and

25 descriptions of services of the FCC and the City's Office of Cable Communications;

26

27 Policies concerning protection of Customer privacy;

28
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Use and availability of parental control/lock out device;

4 Special services for Customers with disabilities;

5

6 Days, times of operation, and locations of the service centers.

A sample of all notices provided to the Customer shall be filed (by fax acceptable)

concurrently with the City.

10

I I The Cable Operator shall provide Customers with written notification of any changes in

12 programming, services or channel positions as soon as possible in writing and, when it

13 becomes technologically feasible, through announcements on the cable system. Customers

14 shall be given a description of the changes, their options (including costs) for changing

15 services they receive, phone number for questions and effective date. Notice must be given to

16 Customers a minimum of 30 days in advance of such changes if the change is within the

17 control of the Cable Operator. In addition, the Cable Operator shall notify Customers 30 days

18 in advance of any significant changes in the other information required by the preceding

19 subsection. Channel lineup changes that result from a Cable Operator's rebuild of its cable

20 system are exempt from the 30 day notice requirement.

21

22 All officers, agents, and employees of the Cable Operator, its contractors and subcontractors

23 who are in personal contact with cable Customers shall have visible identification cards

24 bearing their name and photograph as approved by the City. The Cable Operator shall

25 account for all identification cards at all times. Every vehicle of the Cable Operator shall be

26 clearly visually identified to the public as working for the Cable Operator. All CSRs shall

27
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identify themselves orally to callers immediately following the greeting during each

telephone contact with the public.

All CSRs, technicians and employees of the Cable Operator in every contact with a Customer

shall state the estimated cost of the service, repair, or installation orally prior to delivery of

the service or before any work is performed, and shall provide the Customer with an oral

statement of the total charges before terminating the telephone call or before leaving the

location at which the work was performed.

10 All promotional materials advertising cable services shall accurately disclose price terms.

I I For non-automated orders, the CSRs shall make clear the price of pay-per-view and pay per

12 event programming before an order is taken. The Cable Operator shall distribute promotional

13 material in multi-unit buildings only with the approval of the building owner. The Cable

14 Operator shall not condition the provision of cable services on the receipt of such approval.

15

16 The Cable Operator shall not charge Customers for any services that they have not

17 affirmatively requested, provided that this subsection shall not prevent a Cable Operator from

18 adding programming to an existing tier.

19

20

21 F. Customer Privacy

22

23 The Cable Operator shall not monitor cable television signals to determine the individual

24 viewing patterns or practices of any Customer without prior written consent from that

25 Customer, except as otherwise permitted by the applicable franchise, and by federal law.

26

27

28
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I The Cable Operator shall not sell or otherwise make available Customer lists or other

2 personally identifiable Customer information without prior written Customer consent, except

3 as otherwise permitted by the applicable franchise and by federal law. The Cable Operator is

4 permitted to disclose such information if such disclosure is necessary to render, or conduct, a

5 legitimate business activity related to a cable service or other service provided by the Cable

6 Operator to its Customers.

7

8 G. Safety

9

10 The Cable Operator shall install and locate its facilities, cable system, and equipment in

I I compliance with all federal, state, local, and company safety standards, and in such manner as

12 shall not unduly interfere with or endanger persons or property. Whenever the Cable

13 Operator receives notice that an unsafe condition exists with respect to its equipment, the

14 Cable Operator shall investigate such condition immediately, and shall take such measures as

15 are necessary to remove or eliminate any unsafe condition.

16

17 H. Satisfaction Guaranteed

is

19 The Cable Operator shall guarantee Customer satisfaction for every Customer who requests

20 new installation of cable service or adds any additional programming service to the

21 Customer's cable subscription. Any such Customer who add basic or expanded basic service

22 to his or her account, and then requests disconnection within 30 days, shall receive a credit to

23 his/her account in the amount of one month's subscription charge for the service that has been

24 disconnected.

25

26 21.60.830 COMPLAINT PROCEDURE

27

28
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A. Complaints to the Cable Operator

3 The Cable Operator shall establish written procedures for receiving, acting upon, and

4 resolving Customer complaints, and crediting Customer accounts in accordance with

5 Schedule A: "Credits to Customers", which Schedule is incorporated herein, and shall

6 publicize such procedures through printed documents at the Cable Operator's sole expense.

7

8 Said written procedures shall prescribe a simple manner in which any Customer may submit a

9 complaint by telephone or in writing to the Cable Operator that it has violated any provision

10 of these Customer Service Standards, any terms or conditions of the Customer's contract with

I I the Cable Operator, or reasonable business practices.

12

13 At the conclusion of the Cable Operator's investigation of a Customer complaint, but in no

14 more than 15 calendar days after receiving the complaint, the Cable Operator shall notify the

15 Customer of the results of its investigation and its proposed action or credit.

16

17 The Cable Operator shall also notify the Customer of the Customer's right to file a complaint

18 with the City in the event the Customer is dissatisfied with the Cable Operator's decision, and

19 shall thoroughly explain the necessary procedures for filing such complaint with the City.

20

21 The Cable Operator's complaint procedures shall be filed with and approved by the City prior

22 to implementation.

23

24 B. Security Fund

25

26 Within 30 days of the effective date of these standards or the effective date of any franchise

27 granted by the City, whichever occurs first, the Cable Operator shall deposit with an escrow

28
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I agent approved by the City a security deposit of fifty cents per Customer. The escrowed

2 funds shall constitute the "Security Funds" for ensuring compliance with these standards for

3 the benefit of the City. The escrowed funds shall be reviewed and maintained annually by the

4 Cable Operator at the level of fifty cents per Customer per year, and will be replenished

5 within 14 days in the event that amounts are withdrawn.

6

7 The Security Fund shall serve as security for the payment of any penalties, fees, charges or

8 credits as provided for herein and for the performance by the Cable Operator of all its

9 obligations under these Customer Service Standards.

10

I I The rights reserved to the City with respect to the Security Fund are in addition to all other

12 rights of the City, whether reserved by any applicable franchise agreement or authorized by

13 law, and no action, proceeding or exercise of a right with respect to same shall in any way

14 affect, or diminish, any other right the City may otherwise have.

15

16

17 C. Complaints to the City.

18

19 Any Customer who is dissatisfied with any proposed decision of the Cable Operator or who

20 has not received a decision within the 15 day period as required shall be entitled to have the

21 complaint reviewed by the City.

22

23 The Customer may initiate the review either by calling the City or by filing a written

24 complaint, by letter or in electronic form, together with the Cable Operator's written decision,

25 if any, with the City.

26

27

28
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I The Customer shall make such filing and notification within 20 days of receipt of the Cable

2 Operator's decision or, if no decision has been provided, within 30 days after filing the

3 original complaint with the Cable Operator.

4

5 If the City decides that further evidence is warranted, the City may require the Cable Operator

6 and the Customer to submit, within 10 days of notice thereof, a written statement of the facts

7 and arguments in support of their respective positions.

8

9 The Cable Operator and the Customer shall produce any additional evidence, including any

10 reports from the Cable Operator, which the City may deem necessary to an understanding and

I I determination of the complaint.

12

13 The City shall issue a determination within 15 days after examining the materials submitted,

14 setting forth the basis for its determination.

15

16 The City may extend these time limits for reasonable cause and may intercede and attempt to

17 negotiate an informal resolution.

18

19 If the City determines that the Customer's complaint is valid and that the Cable Operator did

20 not provide the complaining Customer with the proper solution and/or credit, the City may

21 reverse any decision of the Cable Operator in the matter and/or require the Cable Operator to

22 grant a specific solution as determined by the City in its sole discretion, and/or any credit

23 provided for in these standards; or the City may provide the Customer with the amount of the

24 credit (as set forth in Schedule A) by means of a withdrawal from the Security Fund.

25

26 A Verification of Compliance

27

28
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I The Cable Operator shall maintain, in a manner consistent with the privacy rights of

2 Customers, an accurate and comprehensive file of (1) any and all complaints regarding the

3 cable system or the Cable Operator's operation of the cable system, by number and type and

4 their disposition; (2) service requests, identifying the number and nature of the requests and

5 their disposition; (3) service interruptions and their disposition; and (4) required Cable

6 Operator contacts with Customers after installation,

7

8 The Cable Operator shall provide the City an executive summary each quarter, which

9 summarizes the above information. The Cable Operator shall permit the City to review and

10 audit the information at any time during normal business hours upon reasonable notice.

I I

12

13 E. Overall Quality of Service

14

is The City may evaluate the overall quality of Customer service provided by the Cable

16 Operator to Customers, in conjunction with any performance, review provided for in the

17 franchise agreement; or at any other time, at its sole discretion, based on the number of

is Customer complaints received directly by the City or reported by the Cable Operator in its

19 quarterly reports.

20

21

22

23

24

25

26
.

27

28

F. Non-Compliance with Customer Service Standards

Non-compliance with any provision of these standards is a violation of these Standards.

G. Procedure for Remedying Violations

If the City has reason to believe that the Cable Operator has failed to comply with any of

these Standards, or has failed to perform in a timely manner,, the City may demand in writing

_19-



Custorner144.doc

3/11/1999

version 3: lb

I that the Cable Operator remedy the alleged noncompliance. If the alleged noncompliance is

2 denied or not remedied to the satisfaction of the City, the City may opt to follow the

3 procedures set forth in individual franchise agreements.

4

5 H. Notice

6

7 At the City's request, the Cable Operator shall include on its billing statement, in a clear and

8 conspicuous manner, information on how to contact the City's Office of Cable

9 Communications. At the City's discretion, such information may include, but shall not be

10 limited to, the address, telephone number and e-mail address of the Office of Cable

11 Communications.

12

13 At least annually, the Cable Operator shall notify its Customers through a bill insert of the

14 existence, location and function of the City's Office of Cable Communications, and shall

15 provide a summary of this ordinance and the remedies and procedures available to its

16 Customers.

17

18 SCHEDULE A - CREDITS TO CUSTOMERS

19

20

21 -,T~NIMIMS OF (VSTOMFIZ'S'110 I(T

22

23

24

25

26

27

28

MINIMI N1 CON] PF'N 1-1 IV1,107N

F(W N011CM1111AANCE,

COURTFSY

All Cable Operator employees of shall be friendly, $5.00 credit to Customer account.

knowledgeable and helpful in their services.
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I

2

4

5

7

8

9

10

12

13

14

15

16

17

18

19

20

21

22

23

24

25

26

27

28

RESPONSIVENESS

Guaranteed 7-Day Residential Installation

Cable Operators shall complete Standard Free installation, or one month's basic

Installations requested by a Customer within seven service, if the fee has been waived for

business days after order has been placed. promotional reasons.

Cable Operator shall provide Customers seeking Non- Free installation, or one month's basic

Standard Installations with a total installation cost service, if the fee has been waived for

estimate and an estimated date of completion. promotional reasons.

All underground cable drops shall be buried no less $5.00 credit to Customer's account.

than 12 inches deep and work shall be completed in

no more than three working days from the

installation.

Residential Installation Appointments

All Cable Operator Customers wanting installation of $10.00 credit to Customer account.

cable may choose any four-hour time block during

normal business hours.

The Cable Operator may not cancel an appointment $ 10.00 credit to Customer account, in

with a Customer after 5:00 p.m. on the day before the addition to any guarantees offered by

scheduled appointment. the Cable Operator.

If a Cable Operator cannot make an appointment for $10.00 credit to Customer account, in

any reason, the Cable Operator shall contact the addition to any guarantees offered by

Customer before the end of the scheduled the Cable Operator.

appointment and reschedule at the convenience of the

Customer.

If a Cable Operator technician arrives within the $5.00 credit to Customer account.

agreed upon time, and the Customer is absent, the
I I
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technician shall leave written notification of arrival

and return time, and the Cable Operator shall contact

the Customer within forty-eight hours to reschedule.

Residential Service Interruptions

System outages resulting from Cable Operator One day's free service for each 24-

equipment failure affecting five or more Customers hour delay for affected Customers.

shall be corrected within two hours after the third

Customer call is received.

All other interruptions resulting from Cable Operator One day's free service for each 24-

equipment failure shall be corrected within 24 hours. hour delay for affected Customers.

All service outages or interruptions beyond the One day's free service for each 24-

control of Cable Operators shall be corrected within hour delay for affected Customers.

24 hours after the Cable Operator regains control.

TV Reception Difficulties

All Cable Operators shall make repairs promptly, and One day's free service for each 24-

interrupt service only for good cause, during periods hour delay for affected Customers.

of minimum use of the system, and for no more than

24 hours, except where unavoidable.

All Cable Operators shall provide clear television One day's free service for each 24

reception that meets or exceeds FCC technical hour period that reception falls below

standards. FCC standards for affected Customers.

If a Customer experiences poor video or audio One day's free service for each 24-

reception due to Cable Operator equipment, the Cable hour delay for affected Customers.

Operator shall repair the problem no later than the

next day, unless otherwise agreed to with the

Customer.

Problem Resolution
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All Cable Operators Customer Service $5.00 credit to Customer account.

Representatives shall be able to provide credit, waive

fees, schedule appointments and change billing

cycles. Any difficulties that cannot be resolved by

the Customer service representatives shall be referred

to a supervisor who shall contact the Customer within

24 hours.

In the case of difficulties that cannot be resolved, the $5.00 credit to the Customer account.

supervisor shall contact the Customer within 4 hours

and resolve the problem within 48 hours or within

such other time frame as is acceptable to the

Customer and the Cable Operator.

Billing. Credits and Refunds

Cable Operator Customers shall receive a clear and $5.00 credit to Customer account.

concise bill monthly. The Cable Operator shall

respond to a Customer's billing inquiry made by

telephone within 48 hours, and to a written billing

inquiry within 2 weeks after receiving it.

All Cable Operators shall allow 30 days from the $5.00 credit to Customer account.

beginning date of the applicable billing cycle before

imposing an administrative fee. If the bill is not paid

within 45 days from the beginning date of the

applicable service period, the Cable Operator may

perform a "soft" disconnect.

If a Customer's bill is not paid within 52 days of the $5.00 credit to Customer account.

beginning date of the applicable service period, the
I
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Cable Operator may disconnect the Customer's

service, but only upon showing that it has provided 10

day's notice to the Customer that such disconnect

may result.

If a Customer requests disconnection of any or all $5.00 credit to Customer account, or

services, billing for affected services shall end on the refund if the Customer's account has

same day, or on the future date for which the closed.

disconnect is ordered- All Cable Operators shall

issue a credit or refund within 15 business days after

the close of the Customer's billing cycle following

the return of the equipment and request for

disconnection.

Deposits shall accrue interest at a fair market rate. $5.00 credit to Customer account, or

Within fifteen business days after termination of refund if the Customer's account has

service for any reason, the Cable Operator shall repay closed.

any deposit with a statement showing accrued interest

to the Customer, less any sums owed to the Cable

Operator,

Respectful Treatment of Customer-s Property

Cable Operators shall replace trees or shrubs damaged $10.00 credit plus any additional

during installation on the Customer's property. repairs or reimbursement.

Cable Operators shall restore any damaged property $ 10.00 credit plus any additional

to the same conditions it was before damage occurred. repairs or reimbursement.

Cable Operators will give notice to property owners $ 10.00 credit plus any additional

before entering premises, specifying the work to be repairs or reimbursement.

done. In the event of an emergency, the Cable

Operator shall attempt to contact the property owner
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or legal tenant in person, and shall leave a door

hanger notice in the event personal contact is not

made.

All Cable Operator personnel shall clean up the area $ 10.00 credit plus any additional

surrounding a work site and properly dispose cable repairs.

materials.

SERVICES FOR CUSTOMERS WITH

DISABILLITIES

All Cable Operators will deliver and pick up $5.00 credit to Customer account.

converters at the home of Customers with disabilities.

In the case of a malfunctioning converter, the

technician shall provide another converter, hook it up

and ensure that it is working properly, and shall return

the defective converter to the Cable Operator,

All Cable Operators will provide TDD service $5.00 credit to Customer account.

through trained operators who can provide any

assistance regularly available from a CSR at no

charge.

Cable Operators will install, at no charge, any closed $5.00 credit to Customer account.

captioning device purchased by a hearing-impaired

Customer.

Cable Operators will provide free use of a converter $5.00 credit to Customer account, and

remote control unit to mobility-impaired Customers. provision of remote control unit.

CUSTOMER INFORMATION

Upon installation, or at a Customers request, Cable Provide Customer with the requested

Operators will provide the following requested information.

information and credit information:
I
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a. Products and services offered;

b. Complete range of service options and prices;

C. Customer service standards;

d, Instruction on use of cable TV service and on

standard VCR hookups;

e. Billing, collection and disconnect policies;

f. Customer privacy requirements;

9. Complaint procedure, containing the City or

the designated agency to whom the complaints should

be addressed;

h. Use and availability of A/B switch;

1. Use and availability of parental control/lock-

out device;

j. Special services for Customers with visual,

hearing or mobility disabilities;

k. Days, times of operation, and locations of the

service centers.

Cable Operators shall provide Customers with written $5.00 credit to Customer account for

notification of any change in rates, programming, or each affected Customer.

channels at least 30 days before the date of the

change.

Every employee of Cable Operators in contact with $5.00 credit to Customer account.

Customers will have visible an identification card

with their name and photograph.

All CSRs shall identify themselves orally to callers $5.00 credit to Customer account.

immediately following the greeting during each

telephone contact with the public.
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Each CSR, technician, or employee of the Cable $5.00 credit to Customer account.

Operator in each contact with a Customer shall state

the estimated cost of the service, repair, or installation

orally prior to delivery of the service or before any

work is performed, and shall provide the Customer

with an oral statement of the total charges before

terminating the telephone call or before leaving the

location at which the work was performed.

CUSTOMERS PRIVACY

Cable Operators will not monitor the cable television The Customer has the choice of either

signals to determine viewing patterns of a Customer a check for at least $ 100.00, or a credit

without prior written Customer consent. to Customer account in the same

amount.

Cable Operators will not sell or make available $5.00 credit to each affected

Customer lists or other personally identifiable Customer.

Customer information other than as expressly

provided in a franchise agreement.

SAFETY

When the Cable Operator receives notice that an At least $25.00 a day for each 24-hour

unsafe condition exists with respect to its equipment, delay in responding to Customer

the Cable Operator shall investigate such condition safety concerns.

immediately, and shall take such measures as are

necessary to remove or eliminate any unsafe

condition.

SATISFACTION GUARANTEED

Cable Operators will guarantee Customer satisfaction The Customer will have the

for every Customer who requests basic or expanded opportunity to cancel basic or
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basic cable service.

4

6

7

expanded senuce within thirty days

after activation at no charge.

Section 2. SMC 21.60.050 is hereby amended as follows:

21.60.050 Office of Cable

ComjmUnications-Duties

The duties of the Office of Cable Communications are as follows:

A. To process applications for the granting or renewal of franchises;

B
~

To furnish the Council information, recommendations and technical assis

comiectior with granting and renewing franchises;

10

I I

C. To process applications for approval of initial or increased subscriber rates and to

participate in rate hearings;

D. To inve~tigae administer die CLty's CabLq_C_ustomg~-RIU gfft!Lts includin

MVCSV
-F,

14

15

16

17

19

20

21

'P
vith Customer Servic-, SIgadards, KdPWA434k -- ------ -J----g-qg'!g

pgyment gf r&amp;atgs as amhon'zedj~-~ fho of RiWits-Cable fustomqEHI
E~ To review gotw~-,ffly aaffictenIcc, by grantees to the terms of their respective

franchises and to regulatiom, of the Fi~kleral Communications Commission;

F. To serve as liaison for the distribution of information among public agencies,

private fms, and individual property owners -widi respect to: (1) the

undergrounding of utiliN, wires, (2) leasing of poles and pole space, a-ad (3) the

scheduling of const~a-~tjm %~vhenever such undergrounding, leasing or construction

affects existing or potential CATV facilities, whether or not the public

improvement involved is limited in scope to the undergrounding of overhead

wiring;

&amp; To promote the use of cable communications, the use of local government,

education and public access channels, the procurement of grant funds to satisfy

such uses, and community involvement in the formulation of City policy with

respect to Cable Communications; and

H. To fimsh to the Advisory Board such information and such staff, secretarial and

other assistance as the Advisory Board may require to carry out its dutie&amp;

22
Section 3. The expenditure allowance in the 1999 budget of the Executive Services Department,

Technology Division (SFMS Code A44) is increased by the amount of One Hundred Twenty Four

23 Thousand Three Hundred Forty Dollars ($124,340) for the purpose of implementing the Customer

Service Bill of Rights, and auditing the compliance of Cable Operators with Customer service

24 standards in their franchise agreements with the City. For this purpose and as part of the above

appropriainn, the suin of One Hundred Twenty Four Thousand Three Hundred Forty Dollars

25
(S124,3340) is appropriated from the Cable Television Franchise Sub-Fund of the General Fund.

26

27

28

Section 4. One position of Senior Management Systenis Analyst at pay range 37.5A and one

position of Management Systems Analyst, Assistant at pay range 29.5 A are hereby established in

the Excc,~five Services Department. The Executive Services Director is hereby authorized to fill

these posidons subject to civil service laws and rules and to pay the compensation authorized

-28.
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herein.

Section 5. The Office of Cable Communications shall submit procedures to implement this

ordinance to the City Council's Public Safety, Health and Technology Committee within 60 days of

the effective date of this ordinance

Section 6. Any act consistent with the authority and prior to the effective date of this ordinance is

hereby ratified and confirmed.

Section 7. The foregoing appropriation is made to meet actual necessary expenditures of the City

for which insufficient appropriation has been made due to causes which could not reasonably have

been foreseen at the time of the adoption of the 1999 budget;

Now, Therefore, in accordance with RCW 35.32A.060, by reason of the facts above stated, this

ordinance shall take effect and be in force thirty (30) days from and after its approval by the Mayor,

but if not approved and returned by the Mayor within ten (10) days after presentation, it shall take

effect as provided by Municipal Code Section 1.04.020.

6
Passed by the City Council the _15!t-day of

......
J)C~=L~j _, 1999, and signed by

AIL

12 me in open session in authentication of its passage this A5L:day of Maj-,.C~)

13 1999.

14

15

16

17

is

19

20

21

22

23

24

25

26

27

Paul Schell, Mayor

Filed by me this 23 0
day of -&amp;WAKI" -1 19 qI .

(SEAL)

28

President of th'e City Council

a 9

Approved by me this.;~j day of mack ,999.
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AN ORDINANCE related to cable television;, amending SMC Ch. 21.60 bya"dding

Customer service standards for cable customers (to be known as the "Cable Custorner Bill

of Ri-lits"); amendin'- S-MC24.60.050 to add administration of the Cable Customer Bill of

Ri-hts to the duties of the Office of Cable Coinniijuications; establishing two new positions;

appropriating funds from the Cable Franeltise StibFund of the Ceneral Fund; and

amending the 1999 budget of the Executive Services Department;,all by a three-fourths

vote of the City Council.

WHEREAS, pursuant to federal law, a franchising authority such as the City of Seattle may

establish and enforce customer service requirements on a cable operator; and

23

24

25

26

27

28

IX-H-FREAS, cable customers in Seattle should be able to expect competent, responsive service

from cable operators providing services in the City pursuant to franchise agreements; and

WHEREAS, the City currently monitors customer complaints through its Office of Cable

Communications; and

WHEREAS, the City has determined that many Seattle cable customers do not receive

competent, responsive customer service; and

WHEREAS, the City has determined that cable customers should be afforded direct redress

and compensation in the event that a cable operator cannot meet reasonable customer service

BE IT ORDAINED BY THE CITY COUNCIL OF THE CITY OF SEATTLE:

Section 1. SMC Ch. 21.60 is amended by adding Subehapter 11, Cable Customer Bill of

Rig-111 its. as follows:.

21.60.800 POLICY

-1-
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The Cable Operator shall be permitted the option and autonomy to first resolve citize

complaints without delay and interference from the City.

Where a given complaint is not ad4lressed by the Cable Operator to the citizen's satisfaction, th

City may intervene. In addition, where a pattern of, or unremedied, noncompliance with th

I

Standards is identified, the City may prescribe a cure and establish a 30 day deadline fo

implementation of the cure. If the noncompliance is not cured, within 30 days, moneta

sanctions will be imposed to encourage compliance.

10

I I

12

13

14

15

16

17
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26

27

28

These Standards are intended to be of general application, however, the Cable Operator shall b

relieved of any obligations hereunder it is unable to perform due to a region-wide natural

emergency affecting a significant portion of the fral-,-ehise area. The Cable Operator is free t

exceed these Standards to the benefit of its Customers, and such shall be considered performaric

for the purposes of enforcing these Standards.

These Standards are supplementary to C_ Listomer service requirements in any existing franchis

agreement between a Cable Operator'-and the City. The provisions contained in this ordinanc

and in existing franchise agreement should be interpreted consistently wherever possible, Wher

this ordinance and any existi.,.g franchise agreement are inconsistent, the provisions of th

franchise agreement will co,Ptrol for purposes of assessing fines, penalties and compliance wit.

the City's franchise; however, for purposes of assessing Customer credits, refunds, or othe

Customer specific remedies under Schedule A hereto, the provisions of this ordinance control.

21.60.810 DEFFN4TIONS

When used in these Customer Service Standards (the "Standards"), following words, phrases

and terms shall have the meanings given below.

-2-
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I

"Cable Operator" shall mean any person providing cable services pursuant to a franchis

agreement within any area of the City of Seattle, and such person's employees, agents,

contractors, or subcontractors.

LCjjy:: means The City of Seattle, Washington.

9 "Customer" shall mean any person who receives cal-Ae service of any sort from the Cabl

10 Operator.

I I

12 "Customer Service Representative" ("CSR:j shall mean any person employed by the Cabl

13 Operator to assist, or provide service to, Customers, whether by answering public telephon

14 lines, writing service or installation orders, answering Customers' questions, receiving an

15 processing payments, or performing other 0astomer service-related tasks.

16

17 "Standard Installation" means (1) for an unwired dwelling unit, an installation of cable service t

18 the Customer's dwelling unit located up to 125 feet from the existing distribution system, pl

19 additional inside wire and at least one outlet sufficient to receive cable services; and (2) for

20 prewired dwelling, the instailation of cable service to the federal demarcation point located o

21 the subscriber's property ,;p to 125 feet from the Customer's property line, sufficient to receiv

22 cable services and where Vne prewired equipment will allow the cable system to meet all FC

23 technical requirements.

24

25 "Non-Standard Installation" means any installation of cable services that requires the installatio

26 of facilities frorn a point more than 125 feet from the Customer's property line to: (1) for

27 prewired dwelling unit, the federal demarcation point; or (2) for an unwired dwelling unit,

28
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point not less than 12 inches from the exterior wall of the dwelling unit; or any undergroun

installation in an area where plant facilities are not underground; or (3) any installation callin

for multiple outlets in a dwelling unit; or (5) a commercial installation.

"Normal Business Hours" means the hours of 8:00 a.m. to 7:00 p.m., Monday through Friday

and 9:00 a.m. to 5:00 p.m., Saturday, excluding legal holidays.

"Normal Operating Conditions" means service conditions within the control of the Cabl

Operator. Those conditions that are not within the controf of the Cable Operator include, but ar

not limited to, natural disasters, civil disturbances, power outages, telephone network outages,

and severe or unusual weather conditions. Those conditions that are ordinarily within the contro

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 cabl

system'N21.60.030 CITSTO)UR SERVTCE

A. Courtesy

All employees of the Cable Operator shall be courteous, knowledgeable and helpful and shal

provide effective and satisfactory service in all contacts with Customers.

The Cable Operator ~,hall provide at least two Customer service centers/business office

("service centers") located at safe, visible sites within its service area, that are handicappe

accessible, and located along mass transit routes. Except as otherwise approved by the City, al'

service centers shall be open Monday through Friday from 8:00 a.m. to 7:00 p.m., and Saturday

from 9:00 a.m. to 5:00 p.m., excluding legal holidays, and shall be fully staffed with Customej



Custo=9.doc

2/8/1999

V.9

service representatives offering the following services to Customers who come to ~the servic,ss

center: bill payment, equipment exchange, processing of change of service requests, ani

response to Customer inquiries and requests. The City may approve aficinatives for servic.

centers offering lesser services at any site to which the public has get
,

ieral access. The Cabl.

Operator shall post a sip at each service center advising Customers
I

of its hours of operation an

of the addresses and telephone numbers at which to contact the/ City and the Cable Operator i

the service center is not open at the times posted. The" Cable Operator shall provide fro

exchanges of faulty converters at the Customer's address.

10

I I

12

13

14

15

16

17

18

19

20

21

22

23

24

25

26

27

Customer Service Representatives will be available to respond to Customer inquiries durin,'

Normal Business Hours. The Cable Operator shall maintain local or toll free telephone acces

lines that shall be available during Normal Business Hours for service/repair requests and billinj

inquiries.

The Cable Operator shall have dispatchers and technicians on call 24 hours a day, 7 days a week

including legal holidays, for einer-ency purposes.
Z:I

The Cable Operator shall retain sufficient Customer Service Representatives and telephone lin

capacity to ensure Vniat tellephone calls to service/repair and billing inquiry lines are answered b

a Customer service representative within 30 seconds or less, and that any transfers are mad

within 30 seconds'. These standards shall be met no less than 90 percent of the time, measure,

monthly under"Normal Operating Conditions.

The total number of calls receiving busy signals shall not exceed 3% of the total telephone calls.

This stah.dard shall be met 90 percent or more of the time, measured monthly under Normal

Operating Conditions.

28
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5

business days after an order has been placed, unless otherwise. requested by the Customer. If th

12 twelve inches (12"), and within no more than one calendar week from the initial installation, ot
I

C. Responsiveness

1. Guaranteed Seven-Day Standard Installation

The Cable Operator shall complete all Standard Installations requested by Customers within

Standard Installation is required, the Cable Operator shall provide the Customer in advance wit

Customer requests a Non-Standard Installation, or the Cable Operator determines that a Non

a total installation cost estimate and an estimated date of completion.

10

All underground cable drops from the curb to4he home shall be buried at a depth of no less tha:

13

18

19

20

Customers requesting installation of cable service or service to an existing installation ma

at a time mutually agreed upon betwee-~i tla-e Cable Operator and the Customer.

2. Residential Installation AMintments

choose any four hour block of time for the installation appointment during Normal Business

Hours. The Cable Operator may schedule service calls and other installation activities outsid

Normal Business Hours at the request of and for the convenience of the Customer. The Cabl

21 11 Operator may not. cancel an appointment with a Customer after 5:00 p.m. on the day before th

22

23

24

25

26

27

28

scheduled appointment.

The Cable Operator shall contact by telephone, mail, or in person, every Customer within

weeks after installation to assure the Customer's satisfaction with the work completed. Al

Responses shall be recorded, and provided to the City upon request.

-6-
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The Cable Operator shall be deemed to have responded to a request for service under th

provisions of this section when a technician arrives within the agreed upon time, and, if th

Customer is absent when the technician arrives, the technician leaves written notification o

arrival and return time, and a copy of that notification is kept by the Cable Operator. In sue

circumstances, the Cable Operator shall contact the Customer within forty-eight (48) hours.

If a Cable Operator represeiitative fails to keep an appointment for any reason, the Cabl

Operator will contact the Cusioaier before the end of the scheduled appointment, and reschedul

the appointment at a time conveni'e-It for the Customer.

3. Residential Service InteMMtions

In the event of system outages (loss of reception on all channels) resulting from Cable Operato

equipment failure affecting 5 or more Customers, the Cable Operator shall correct such failur

within 2 hours after the 3rd Customer call is received.

All other service interruptions resulting from Cable Operator equipment failure shall b

corrected by the Cable Operator within twenty four hours.

The Cable Operator,,shall keep an accurate and comprehensive file of any and all complaints

regarding the cable system or its operation of the cable system, in a manner consistent with th

privacy rights of Customers, and the Cable Operator's actions in response to those complaints

These files shall remain open to the City and the public during normal business hours. Th

Cable Operator shall provide the Franchise Authority an executive summary each quarter, whic'

shall include information concerning Customer complaints. A summary of service requests

26

11

identifying the number and nature of the requests and their disposition, shall also be complete

27 by the Cable Operator for each month and submitted to the City by the tenth (10th) day of tb

28
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succeeding month. A log of all service interruptions shall be maintained and provided to th,

City on a quarterly basis.

All service outages and interruptions for any cause beyond the control of the Cable Operato

shall be corrected within 24 hours after the conditions beyond its control have been corrected.

The Cable Operator shall provide clear television. reception that meets or exceeds technical

14 and shall occur during periods of mini,,.,iurnase of the system, preferably between midnight an

13 Operator anticipates will last more than f6tir hours shall be preceded by at least 24 hour's notice

I I The Cable Operator shall render efficient sen7tQe, make repairs promptly, and interrupt servic

12 only for good cause and for the shortest fiiinie possible. Scheduled interruptions that the Cabl

10 standards established by the United States Federal Communications Commission (the "FCC").

15 six a.m.

17 If a Customer experiences poor video or audio reception attributable to the Cable Operator'

21 problem at a later time convenient to the Customer.

20 during Normal Operating Hours. At the Customer's request, the Cable Operator shall repair th

19 Customer call. If an appointment is necessary, Customer may choose a four hour block of tim

18 equipment, the Cable Operator shall repair the problem no later than the day following th

23 5. Problem Resolution

22

24

25 The Cable "Operator's CSRs shall have the authority to provide credit for interrupted service o

I

26 11 any of the other credits listed in Schedule A, to waive fees, to schedule service appointments an

27 to change billing cycles, where appropriate. Any difficulties that cannot be resolved by the CS
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shall be referred to the appropriate supervisor who shall contact the Customer within 4 hours an

resolve the problem within 48 hours or within such other time frame as is acceptable to th

Customer and the Cable Operator.

6. Billing, Credits, Refunds, and De-oosits

Cable Operator Customers will receive a clear and concise- bill every month. The Cable Operato

shall respond to a Customer's billing 'inquiry made by-Itblephone within 48 hours, and to a writt

billing inquiry within 2 weeks after receiving it.

10

The Cable Operator shall allow at least thirty,00) days from the beginning date of the applicabl

12 service period for payment of a Customer,,'~'s service bill for that period. If a Customer's servic

13 bill is not paid within that period of time the Cable Operator may apply an administrative fee

14 the Customer's account. If the Cuslotner's service bill is not paid within forty-five (45) days o

15 the beginning date of the applicable service period, the Cable Operator may perform a "soft'

16 disconnect of the Customer's service. If a Customer's service bill is not paid within fifty-tw

17 (52) days of the beginning date of the applicable service period, the Cable Operator ma

18 disconnect the Customer's service, provided it has provided ten day's notice to the Customer tha

19 such disconnection may,~'result.

If a Customer requests disconnection of any or all services, billing for affected services shall end

on the same day. The Customer shall not be responsible for cable services delivered after the

request. The,Cable Operator must refund any credit balance owed the Customer, less any owed

or disputed~ amounts, within fifteen (15) business days after the close of the Customer's billing

cycle following
the return of the equipment and request for disconnection. The Cable Operator

shall issue a credit or refund to a Customer within 15 business days after the close of the

Subscriber's billing cycle following the return of the equipment and request for disconnection.

-9-
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Deposits shall accrue interest at a fair market rate. Within ten days after termination of service

the Cable Operator shall repay any deposit with a statement showing accrued interest to th

Customer, less any sums owed to the Cable Operator.

7. Treatment of Pr2perty Owner's Prgp=

Trees and shrubs or other landscaping on a Customer's property that are damaged by the Cable

Operator, any employee or agent during installation or construction shall be restored to their

io prior condition or replaced. Trees and shrubs shall not be removed without the prior permission

I of the owner or legal tenant of the property on which they are located.

The Cable Operator shall, at its own cost and expense, and in a manner approved by the property

owner and the City, restore any property to as good condition as before the work causing such

disturbance was initiated. The Cable Operator shall repair, replace or compensate a property

owner for any damage resulting from the Cable Operator's installation, construction, service or

repair activities.

is

19
11 Except in the case of an emergency involving public safety or service interruption to a large

20 number of subscribers, the.Cable Operator shall give reasonable notice to property owners or

21 legal tenants prior to entering upon private premises, and the notice shall specify the work to be

22 performed; provided that in the case of construction operations such notice shall be delivered or

23 provided at least tw&amp;rity-four (24) hours prior to entry. Nothing herein shall be construed as

24 authorizing access or entry to private property, or any other property, where such right to access

25 or entry is not otherwise provided by law. If damage is caused by an Cable Operator activity, the

26 Cable Operator shall reimburse the property owner 100% of the cost of the damage or replace th(

27 damaged property. For the installation of pedestals or other major construction or installation

-10-



projects, property owners shall also be notified by mail at least one week in advance. In the case

of an emergency, the Cable Operator shall attempt to contact the property owner or legal tenant

in person, and shall leave a door hanger notice in the event personal contact is not made.

The Cable Operator personnel shall clean all areas surrounding any work site and ensure that all

cable materials have been disposed of properly.

D. Services for Customers with Disabilities

10
11

For any Customer with a disability, the Cable Operator shall at no charge deliver and pick up

I I converters at Customers' homes. In the case of a malfunctioning converter, the technician shall

12 provide another converter, hook it up and ensure that is working properly, and shall return the

13 defective converter to the Cable Operator, ,

The Cable Operator shall provide TbDservice with trained operators who can provide every

type of assistance rendered by the Cable Operator's CSR for any hearing-impaired Customer at

no charge.

18

19 The Cable Operator shall provide free use of a converter remote control unit to mobility-

20 impaired (if disabled, in accordance with subsection 4, below) Customers.

Any Customer with a disability may request the special services described above by providing

the Cable Operator with a letter from the Customer's physician stating the need, or by making

the request to the Cable Operator's installer or service technician, where the need for the special

services can be visually confirmed.

_11-
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E. Customer Information

Upon installation, and at any time the Customer may request, the Cable Operator shall provide

the following information, in clear, concise written form:

Products and services offered by the Cable Operator, includingits channel lineup;

The Cable Operator's prices and options for programming services, conditions of subscription to

9 programming and other services, and policies concerifing changes in services offered,

10 notification of changes, disconnection and service,,.downgrades;

12 These Standards, with the attached Schedule,,A, and any other applicable Customer service

13 standards;

14

15 Installation and service maintenance~policies, 'including the Customer's responsibilities for

16 11

.

equipment;

17

18 Instruction on the use of cable TV service and on standard VCR hookups;

i9

20
11

Channel positions of programming;

21

22 Billing and complaint procedures, including the address and telephone number of the Cable

23 Operator's offices, the Cable Operator's policies on deposits and credit balances, returned check

24 charges, refunds.,for disruption of service or poor reception, and telephone number and

25 description of,services of the FCC and the City's Cable Office;
I

26

27 Policies concerning protection of Customer privacy

28

-12-
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Use and availability of parental control/lock out device;

Special services for Customers with disabilities;

Days, times of operation, and locations of the service centers.

Copies of all notices provided to the Customer shall be filed (by fax acceptable) concurrently

with the City.

10

12

13

14

15

16

17

18

19

20

21

22

23

24

25

26

27

28

The Cable Operator shall provide Customers with written notification of any changes in

programming, services or channel positions,as soon as possible in writing and, when it becomes

technologically feasible, through announcements on the cable system. Customers will be given a

description of the changes
,

their optioT-is (including costs) for changing service s they receive,

phone number for questions and effective date. Notice must be given to Customers a minimum

of 30 days in advance of such changes if the change is within the control of the Cable Operator.

In addition, the Cable Operator!~hall notify Customers 30 days in advance of any significant

changes in the other information required by the preceding subsection. Channel lineup changes

that result from TCI's rebuild of its cable system are exempt from the 30 day notice requirement.

All officers, agents, an" d employees of the Cable Operator or its contractors or subcontractors

who are in personal,.bontact with cable Customers shall wear on their outer clothing,

identification cards bearing their name and photograph as approved by the City., The Cable

Operator shall account for all identification cards at all times. Every vehicle of the Cable

Operator shal~Y be clearly visually identified to the public as working for the Cable Operator. All

CSRs shall identify themselves orally to callers immediately following the greeting during each

telephone c6ntact with the public.

3-
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Each CSR, technician or employee of the Cable Operator in each contact with a Customer shall

state the estimated cost of the service, repair, or installation orally prior to delivery of the service

or before any work is performed, and shall provide the Customer with an oral statement of the

total charges before terminating the telephone call or before leaving the location at which the

work was performed.

All promotional materials advertising cable services shall accurately disclose price terms. The

Customer Service Representatives shall make clear the price of pay-per-view and pay per event

programming before an order is taken. The Cable Operator shall distribute

collateral/promotional material in multi-unit buildings only with the approval of the building

owner. The Cable Operator shall not condition the provision of cable services on t the receipt of

such approval.

The Cable Operator shall not charge Customers for any services that they have not affirmatively

requested; provided, this subsection sh all not prevent adding programming to an existing tier.

F. Customer Privacy

The Cable Operator shall not monitor cable television signals to determine the individual

viewing patterns or pnict.ices of any Customer without prior written consent from that Customer,

except as otherwise permitted by the applicable franchise, and by federal law.

24

25 The Cable Operator shall not sell or otherwise make available Customer lists or other personally

26

27

29

identifiable Customer information without prior written Customer consent, except as otherwise

permitted by the applicable franchise and by federal law. The Cable Operator is permitted to

-14-
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10

disclose such information if such disclosure is necessary to render, or conduct, a legitimate

business activity related to a cable service or other service provided by the Cable Operator to its

Customers.

G. Safety

The Cable Operator shall install and locate its facilities, cable system, and equipment in

compliance with all federal, state, local, and company safety standards, and in such manner as

shall not unduly interfere with or endanger persons or property.'Whenever the Cable Operator

receives notice that an unsafe condition exists with respect to,lits equipment, the Cable Operator

shall investigate such condition immediately, and shall take such measures as are necessary to

remove or eliminate any unsafe condition.

H. Satisfaction Guaranteed

The Cable Operator shall guarantee Customer satisfaction for every Customer who requests new

17 installation of cable service or adds any additional programming service to the Customer's cable

subscription. Any such Customer w"k.o add basic or expanded basic service to his or her account,

and then requests disconnection with', i 30 days, shall receive a credit to his/her account in the

amount of one month's subscription charge for the service that has been disconnected.

21.60.840 COMPLAINT PROCEDURE

A. Complaints to the Cable Operator

The Cable Operator shall establish written procedures for receiving, acting upon, and resolving

Customer complaints,, and crediting Customer accounts in accordance with Schedule A: "Credits
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to Customers", which Schedule is incorporated herein by this reference, and as otherwise

provided herein, without intervention by the City and shall publicize such procedures through

printed documents at the Cable Operator's sole expense.

Said written procedures shall. prescribe a simple manner in which any Custon,;~r may submit a

complaint by telephone or in writing to the Cable Operator that it has violated any provision of

these Customer Service Standards, any terms or conditions of the Cust orner's contract with the

Cable Operator, or reasonable business practices.

10

12

13

14

15

16

17

is

19

20

21

22

23

24

25

26

27

28

At the conclusion of the Cable Operator's investigation of a Customer complaint, but in -no more

than fifteen (15) calendar days after receiving the complaint, the Cable Operator shall notify the

Customer of the results of its investigation and its proposed action or credit.

The Cable Operator shall also notify the Customer of the Customer's right to file a complaint

with the City in the event the Customer is dissatisfied with the Cable Operator's decision, and

shall thoroughly explain the necessu-y pfoc-Aures for filing such complaint with the City.

The Cable Operator's complaint procedures shall be filed with and approved by the City prior to

implementation.

B. Security Fund

Within thirty (30) days of the effective date of these Standards or the effective date of any

franchise granted by the City, whichever occurs first, the Cable Operator shall deposit with an

escrow agent approved by the City a security deposit of one thousand dollars per Customer. The

escrowed funds shall constitute the "Security Funds" for ensuring compliance with these

Standards for,the benefit of the City. The escrowed- funds shall be reviewed and maintained

- I
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annually by the Cable Operator at the level of one thousand dollars per Customer per year, and

will be replenished within fourteen days in the event that amounts are withdrawn pursuant to any

provision of these Standards.

The Security Fund shall serve as security for the payment of any penalties, fees, charges or

credits as provided for herein and for the performance by the Cable Operator of all its obligations

under these Customer Service Standards.

The rights reserved to the City with respect to the Security Fund are in addition to all other rights

of the City, whether reserved by any applicable franchiso agreement or authorized by law, and no

12 11 diminish, any other right the City may otherwise have.

I I action, proceeding or exercise of a --right with respect to same shall in any way affect, or

13

i 8 not received a decision within the fifteen (15) day period as required shall be entitled to have th

19 complaint reviewed by the City.

17 Any Customer who is dissatisfied vv I th
ni-,y proposed decision of the Cable Operator or who ha

16

15
11

C. Complaints to the City.

21
11

The Customer may initiate the review either by calling the City or by filing a written complaint

by letter or in electronic form, together with the Cable Operator's written decision, if any, wit

the City.

The Customer shall make such filing and notification within twenty (20) days of receipt of th

Cable Operator's decision or, if no decision has been provided, within thirty (30) days after filin

the original
I

complaint with the Cable Operator.

-17-
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If the City decides that further evidence is warranted, the City may require the Cable Operato

and the Customer to submit, within ten (10) days of notice thereof, a written statem ent of th

facts and arguments in support of their respective positions.

The Cable Operator and the Customer shall produce any additional evidence, including an

reports from the Cable Operator, which the City may deem necessary to an understanding an

i o The City shall issue a determination within fifteen (15) days after examining the material

submitted, setting forth its basis for the determination.

13 The City may extend these time limits for reasonable cause and may intercede and attempt t

14 negotiate an informal resolution

If the City determines that the Customer's complaint is valid and that the Cable Operator did no-

provide the complaining Customer with the -proper solution and/or credit, the City may revers

and decision of the Cable Operator in the matter and/or require the Cable Operator to grant

specific solution as determined by the City in its sole discretion, and/or any credit provided fo

these Standards; or the City may Provide the Customer with the amount of the credit (as set

"'Iin the attached Schedule
A)by

.

means of a withdrawal from the Security Fund.
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D. Verification of Compliance

The Cable Operator shall establish its compliance with any or all of the standards require

through quarterly reports that demonstrate said compliance, or as requested by the City.

E. Overall Quality of Service

The City may evaluate the overall quality of Customer service provided by the Cable Operator

Customers:

In conjunction with any performance review provided for the franchise agreement; and

At any other time, at its sole discretion, based on the number of Customer complaints receive

directly by the City or through Cable Operator reports,

1. F. Non-Compliance with Customer Service Standards

Non-compliance with any provision of these Standards is a violation of these Standards.

G. Procedure for Remedying Violations

If the City has reason to believe that the Cable Operator has failed to comply with any of these

Standards, or has failed to perform in a timely manner, the City may demand in writing that the

Cable Operator remedy the, alleged noncompliance. If the alleged noncompliance is denied or

not remedied to the satisfitction of the City, the City may opt to follow the following procedured,

set forth in individual franchise agreements.

SCHEDULE A - CREDITS TO CUSTOMERS
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MINIMt:A] COMPENSAI-ION

()I- RTESY

All Cable Operator employees of shall be friendly, $5.00 credi-L to subscriber account.

knowledgeable and helpful in their services.

RESPONSIVENESS

Guaranteed 7-Day Residential Installation

Cabie Operators shall complete standard installations Free installation, or I month's basic

requested by a Customer within 7 business days after service, if the fee has been waived for

order has been placed. promotional reasons.

Cable Operator shall provide Customers seeking Non- Free installation, or I month's basic

Standard Installations with a total installation cost service, if the fee has been waived for

estimate and an estimated date of cornpletion. promotional reasons.

All underground cable drops will be buried no less than $5.00 credit to Customer's account

12 inches deep and work will be completed in no more

than 3 working days froinihe installation

Residential Installation Appointments

All Cable Opcrator Customers wanting installation of $ 10.00 credit to subscriber account

cable may 6hoose any 4-hour time-block during normal

business hours.

The Cable Operator may not cancel an appointment $10.00 credit to subscriber account, in

witha Customer after 5:00 p.m. on the day before the addition to any guarantees offered by

-20-
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scheduled appointment. the Cable Operator.

If a Cable Operator cannot make an appointment for $10.00 credit to subscrtber account, in

any reason, the Cable Operator shall contact the addition to any'
,

guarantees offered by

Customer before the end of the scheduled appointment the Cable Operator

and reschedule at the convenience of the Customer.

Every Customer shall be contacted within 2 weeks after $5.00 credit to subscriber account

installation to assure Customer satisfaction.

If a Cable Operator technician arrives within the agreed $5.00 credit to subscriber account

upon time, and the Customer is absent, the technician

shall leave written notification of arrival and return

time, and the Cable Operator shall contactf,he CListomer

within forty-eight hours to reschedule.

Residential Service Interruptions

System outages resulting from Cable Operator One day's free service for each 24-

equipment failure affecting 5 or more Customers shall hour delay for affected Customers.

be corrected within 2 hours after the 3rd Customer call

is received.

All other interruptions resulting from Cable Operator One day's free service for each 24-

equipment failure sliall be corrected within 24 hours. hour delay for affected Customers.

All service outages or interruptions beyond the control One day's free service for each 24-

of Cable Operators shall be corrected within 24 hours hour delay for affected Customers.

after the Cable Operator regains control.

TV Reception Difficulties

All Cable Operators shall make repairs promptly, and One day's free service for each 24-

interrupt service only for good cause, during periods of hour delay for affected Customers.

-21-
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minimum use of the system, and for no more than 24

hours, except where unavoidable.

All Cable Operators shall provide clear television One day's free service fo~ e~,ch 24

reception that meets or exceeds FCC technical period that reception falls below FCC

standards. standards for affected Customers.

If a Customer experiences poor video or audio reception One day's free'service for each 24-

due to Cable Operator equipment, the Cable Operator hour deW, for affected Customers.

will repair the problem no later than the next day,

unless otherwise agreed to with the Customer.

Problem Resolution

All Cable Operators Customer Service Representatives $5.00 credit to subscriber account.

will be able to provide credit, waive fees, schedule

appointments and change billing cycles. Any

difficulties that cannot be resolved by the Customer

service representatives will be referred to a supervisor

who will contact the Customer within 24 hours.

In the case of difficulties that cannot be resolved, the $5.00 credit to the subscriber account.

supervisor shall contact the Customer within 4 hours

and resolve the problem within 48 hours or within such

other time frame as is,acceptable to the Customer and

the Cable Operatorlv

Billing. Credits and Refunds

Cable Operator Customers will receive a clear and $5.00 credit to subscriber account
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concise bill monthly. The Cable Operator shall

respond to a Customer's billing inquiry made by

telephone within 48 hours, and to a written billing

inquiry within 2 weeks after receiving it.

All Cable Operators will allow 30 days from the $5.00 credit to subscrJLvr account

beginning date of the applicable service period before

imposing an administrative fee. If thie bill is not paid

within 45 days from the beginning dale of the

applicable service period, the Cable Operator may

perform a "soft" disconnect.

If a Customer's bill is not paid within 52 days of the $5.00 credit to subscriber account

beginning date of the applicable service period, the

Cable Operator may disconnect the Customer's seni ce,

but only upon showing that it has provided 10 day's

notice to the Customer that such disconnect may result.

If a Customer requests disconnection of any~ or all $5.00 credit to subscriber account, or

services, billing for affected services sha I I end on the refund if the subscriber's account has

same day. All Cable Operators shall.,Ilssue a credit or closed.

refund within 15 business days after the close of the

Customer's billing cycle followMg tbe return of the

equipment and request for disconnection.

Deposits shall accrue interest at a fair market rate. $5.00 credit to subscriber account, or

Within fifteen business',days after termination of service refund if the subscriber's account has

for any reason, the Cable Operator shall repay any closed.

deposit with a statement showing accrued interest to the

Customer, less any sums owed to the Cable Operator.

-23-
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Respectful Treatment of Customer's Property

I

Cable Operators shall replace trees or shrubs damaged $ 10. 00 credit plus any additional

during installation on the Customer's property. repairs or reimbursement

Cable Operators will restore any damaged property to $ 10.00 credit plus any additional

the same conditioas it was before damage occurred. repairs or reimbursement

Cable Operators will give notice to property owners $10.00 credit plas any additional

before entering premises, specifying the work to be repairs orreitubursement

done. In the event of an emergency, the Cable Operator

shall attempt to contact the property owner or legal

tenant in person, and shall leave a door hanger notice in

the event personal contact is not made.

All Cable Operator personnel shall clean up the area, $ 10.00 credit plus any additional

surrounding a work site and properly dispose cab-I e repairs

materials.

CITSERVICES FOR STOMERS

DISABILITIES

All Cable Operators will deliver and pick up converters $5.00 credit to subscriber account

at the home of Customers with disabilities. In the case

of a inalftuictioning converter, the technician shall

provide another converter, book it up and ensure that it

is working properly, and shall return the defective

converter to the Cable Operator,

All Cable Operators will provide TDD service through $5.00 credit to subscriber account

trained operators who can provide any assistance

regularly available from a CSR at no charge.

-24-



Cable Operators will install, at no charge, any closed $5.00 credit to subscriber account

captioning device purchased by a hearing-impaired

Customer.

Cable Operators will provide free use of a converter $5.00 credit to subscriber account,

rernote control unit to mobility-impairedCustomers. and provision of remote control unit.

CUSTOMER INTORMATION

Upon installation, or at a Customers request, Cable Provide Customer with the requested

Operators will provide the following requested information

information and credit information:

a. Products and services offered.

b. Complete range of service options and prices.

C. Customer service standards:

d. Instruction on use of cable TV service and on'

standard VCR hookups;

e. Billing, collection and disconnect policies;

f. Customer privacy requirements;

9. Complaint procedure, containing the City or the
01

designated agency to whom the complaffits should be

addressed;

h. Use and availability of AM switch;

i. Use and availability of parental control/lock out

device;

Special services for Customers with visual,

hearing or mobility disabilities.

k. Days, times of operation, and locations of the

services centers.

-25-



CustomerMoc

2/8/1999

V.9

10

11

12

13

14

15

16

17

is

19

20

21

22

23

24

25

26

27

28

Cable Operators will provide Customers with written

I

$5.00 credit to subscriber account for

i

notification of any change in rates, programming, or
I

each affected subscriber

channels at least 30 days before the date of the change.

Every employee of Cable Operators in contact with $5.00 credit to subscriber account

Customers will wear an identification card with their

name and photograph.

All CSR's shall identify themselves orally to callers $5.00 credit to subscriber account

immediately following the greeting during each

telephone contact with the public..

Each CSR, technician, or employee of the Cable $5.00 credit to subscriber account

Operator in each contact with a Customer shall state the

estimated cost of the service, repair, or installation

orally prior to delivery of the service or before any

work is performed, and shall provide the Customer with

an oral statement of the total charges before terminating

the telephone call or before leaving the location at

which the work was performed.

CUSTOMERS PRIVACY

Cable Operators will not monitor tile cable television The Customer has the choice of either

s.'-aals to determine viewing patterns of a Customer a check for at least $100.00, or a

without prior written Customer consent. credit to subscriber account in the

same amount.

Cable Operators will not sell or make available $5.00 credit to each affected

Customer lists or other personally identifiable Customer subscriber

information other than as expressly provided in a

franchise agreement.
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SAFETY

When the Cable Operator receives notice that an unsafe At least $25.00 a day for each 24-

condition exists with respect to its equipment, the Cable hour delay in responding to Customer

Operator shall investigate such condlition immediately, safety concerns.

and shall take such measures as are necessary to remove

or eliminate any unsafe condition.

SATISFACTION GUARANTEED

Cablu Operators will guarantee Customer satisfaction The Customer will have the

for every Customer who requests basic or expanded to cancel basic or

basic cable service. expanded service within thirty days

after activation at no charge.

Section 2. SMC 21.60.050D is herebyAmended as follows:

D. To administer the CIU's Cable Customer Bill oLffights, includi

investigating subsc;IH
I

er co;nplaints, 'I
~?d te pe~qeh,e Mem by eoqffeiUafi-&amp;~

,p,9s;9ibIe,-_0udifing coint)liynce 1141,11 Customer service standar Is q~iLl a1_,__
_

_re

paiMC~i( ofrehaws aulhor=(Iin the C7UStomer Bill ofRiLits;

24
Section 3. The expenditure allowance in the 1999 budget of the Executive Services

DI-Partment, Technology Division (SFMS Code A44) is increased by the amount of One

25 Hundred Twenty Four Thousand Tbree Hujidred Forty Dollars ($124,340) for the purpose of

1, nplemeriting the Customer Service Bill of Rights, and auditing the compliance of TCI of
26 Nashinglion with Customer service standards in their franchise agreement with the City. ForI '

I
Z__

tfilS MMIOSC and as -6~11 of the above vinnrontiation the sui of One Hundred Twentv Four
2

I housand Paree Hundred Forty Dollars ($124,340.) is appropriated from the Cable Television

2 8 Franchise Sub-Fund of the General Fund.

'

i
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16

fill these positions subject to civil service laws and rules and to pay the compensation

authorized herein.

Section 4. One position of Senior Management Systems Analyst at pay range 37.5A and one

position of Management Systems Analyst, Assistant at pay range 29.5A are hereby established

in the Executive Services Department. The Executive Services Director is hereby authorized to

ordinance is hereby ratified and confirmed.

Section 5. Any act consistent with the authority and prior to the effective date of this

Section 6. The foregoing appropriation is made to meet actual necessary expenditures of the

C"Ity for which insufficient approptiatiori has been made due to causes which could not

reasoiiably have been foreseen at the t'i me of the adoption of the 1999 budg qt,

Now, Therefore, in accordance with RCW 35.32A.060, by reason of thefracts above stated, this

ordi,aailce shall take effect and be in force thirty (30) days from and alter its approval by the

Mayor.. but if not approved and retumed by the Mayor within ten (l,Q) days after presentation,

shall take effect as provided by Municipal Code Section 1.04.0201'.~`~

Passed by the City Council the day of 1999, and signe

by me in open session in authentication of its passage this day
17

18

19

20

21

22

23

24

25

26

27

28

_~
1999.

President of the City Council

Approved by me this_ day of 1999.

Paul Schell, Mayor

Filed by/me this day of
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(SEAL)
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Affidavit of Publication

The undersigned, on oath states that he is an

authorized representative of The Daily Journal of Commerce, a

daily newspaper, which newspaper is a legal newspaper of general

circulation and it is now and has,been for more than six months

prior to the date of publication hereinafter referred to, published in

the English language continuously as a daily newsp-aper in Seattle,

King County, Washington, and it is now and d-L, all of said time

was printed in an office maintained at the aforcsi~-d place of

publication of this newspaper. The Daily Journal of Commerce

was on the 12th day of June, 1941, approved as a legal newspaper

by the Superior Court of King County.

The notice in the exact form annexed, was published in regular

issues of The Daily Journal of Commerce, which was regularly

distributed to its subscribers during the below stated period. The

annexed notice, a

i'34

i"
~

;

2,

was published on

The amount of the fee charged fq(rjthe/forejoirg publication is

as been paid in full.

VAOVI/

ibed and sworn to before

Notary Public for the State of Washingt
residing in Seattle

STATE OF WASHINGTON - KING COUNTY

Affidavit of Publication
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