AN ORDINANCE relating to cable services; amending
SMC 21.60 by amending the customer service standards

for cable Customers, known as the “Cable Customer

Bili of Rights.”
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ORDINANCE [ 20775

AN ORDINANCE related to cable services; amending SMC 21.60 by amending the Customer service
standards for cable Customers, known as the “Cable Customer Bill of Rights.”

WHEREAS, pursuant to federal law, a franchising authority such as the Citjf of Seattle has established
and enforces Customer service requirements on a Cable Operator; and

WHEREAS, the City currently monitors Customer Complaints through its Office of Cable
~ Communications; and '

WHEREAS, the City has determined that amendments are in order to make the Cable Customer Bill of
Rights more responsive to Seattle citizens; and

WHEREAS, technological changes have occurred which warrant updating consumer protection;
WHEREAS, the City has an interest in ensuring greater privacy for its citizens; Now, Therefore,
BE IT ORDAINED BY THE CITY OF SEATTLE AS FOLLOWS:

Section 1. SMC 21.60.800 through SMC 21.60.830, known as the Cable Customer Bill of
Rights, is hereby amended as follows:

21.60.800 POLICY

The ((cable-operater)) Cable Operator shall be permitted option and autonomy to first resolve
((eustomer)) Customer inquiries and complaints without delay and interference from the City.

Where a given ((eemplaint)) Complaint is not addressed by the ((eable-eperater)) Cable
Operator to.the ((eustomers)) 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 thirty (30) day deadline for implementation of the cure. If the noncompliance is not ’

cured within thirty (30) days, monetary sanctions of up to $500.00 ((wil})) may be imposed to

encourage compliance.

These Standards are intended to be of general application; however, the ((eable-operater))
Cable Operator shall be relieved of any obligations hereunder if it is unable to perform due to a ((region-
wide-natural-emergeney)) force majeure event affecting a significant portion of the franchise area. The

| ((eable-operater)) Cable Operator is free to exceed these Standards to the benefit of its ((eustomer))

Customers, and such shall be considered performance for the purpose of enforéing these Standards.
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These Standards are supplementary to any ((eustomer)) Customer service requirements in any
existing franchise agreements between a ((eable-operator)) Cable Operator and the City. The provisions
contained in ((the—erdinance-codified-in)) this subchapter and in existing franchise agreements should be

interpreted consistently wherever possible. Where the provisions of this subchapter 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-purpeses-of)) the

requirements for maintaining in-City service centers as specified in SMC 21.60.820B, the privacy

provisions of SMC 21.60.830F, and for assessing credits, refunds, or other specific remedies under

Schedule A ((heretor-the-provisions-of this-subehapter-eontrel)) of this subchapter, shall control over any

incopsistent franchise provisions.

21.60.810 DEFINITIONS
When used in these ((eustomerservice-standards-(the-“standards™))) Customer Service

Standards (the "Standards"), the following words, phrases, and terms shall have the meanings given

below.

OraanRIe A : = e { : (1 - s & - aa $7o¥e XN a
e . exges o 5 G - 37 5 < 9, 3O

sub-contractors-))shall have the meaning set forth in Section 602(5) of the federal Communications Act.,
47 U.S.C. §522(5).

”Cable Services” shall mean (a) the one-way transmission to Customers of video

programming, or other programming service, and (b) Customer interaction, if any., which is required for

the selection and use of such video programming or other programming service,

“Cable System” shall have the meaning set forth in Section 602(7) of the federal
Communications Act, 47 U.S.C. § 522(7).
\ "City" means the City of Seattle, Washington.

“Complaint” shall mean any issue raised by a Customer that is a violation of the Cable

Customer Bill of Rights.

"Customer" means any person who lawfully receives Cable Services ((ef-any-sert)) or Other

Services from the ((eable-operater)) Cable Operator.
"Customer Service Representative” ("CSR") means any person employed by the ((cable

operater)) Cable Operator to assist, or provide service to ((eustemers)) Customers, whether by

answering public telephone lines, writing service or installation orders, answering {(customer))
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Customers’ questions, receiving and processing payments, or performing other ((eustomer)) Customer

service related tasks.

“QOther Service” means any wire or radio communications service, including, but not limited

to, any interactive television or Internet Service, provided through the use of any of the facilities of a

Cable Operator that are used in the provision of a Cable Service.
"((Nen-standard-installation)) Non-Standard Installation” means any installation of cable

services that requires the installation of facilities from a point more than one hundred twenty-five (125)

feet from the ((eustomer’s)) Customer's property line to: (1) for a prewired dwelling unit, the federal
demarcation point; or (2) for an unwired dwelling unit, a point not less than twelve (12) inches from the
exterior wall of the dwelling unit; or (3) any underground installation in an area where plant facilities are
not underground; or (4) any installation calling for multiple outlets in a dwelling unit; or (5) a
commercial installation.

"Normal ((bustness-hours)) Business Hours" means the hours of ((eight)) 8:00 a.m. to
((seven)) 7:00 p.m., Monday through Friday, and ((mine)) 9:00 a.m. to ((five)) 5:00 p.m., Saturday,
excluding legal holidays.

"Normal ((eperating-eonditions)) Operating Conditions" means service conditions within the
control of the C((e))able O((e))perator. Those conditions that are not within the control of the ((eable

eperator)) Cable Operator include, but are 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 control of the ({eable-operator)) 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 ((eable-system)) Cable System.

"Standard ((3))Installation” means (1)for an unwired dwelling unit, an installation of cable

service to the ((eustemer’s)) Customer's dwelling unit located up to one hundred twenty-five (125) feet
from the existing distribution system, plus additional inside wire and at least one (1) outlet sufficient to
receive cable services; and (2) for a prewired dwelling, the installation of cable service to the federal
demarcation point located on the ({subseriber’s)) Customer's property up to one hundred twenty-five
(125) feet from the ((eustomer>s)) Customer's property line, sufficient to receive cable services and
where the prewired equipment will allow the Cable System to meet all Federal Communications
Commission (FCC) technical requirements.

21.60.820 Customer service.
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A. Courtesy. _
All employees of the ({(eable-operator)) Cable Operator shall be courteous, knowledgeable and
helpful and shall provide effective, timely and satisfactory service in all contacts with ((eustomers))

Customers.
B. Accessibility.

The ((eable-operater)) Cable Operator shall provide at least one (1) service center for each
seventy-five thousand (75,000) ({(eustemmesrs)) Customers served, located at a safe, visible site within ((its

serviee-area)) the City of Seattle, that is handicapped accessible, and located along mass transit routes.

Except as otherwise approved by the City, all service centers shall be open Monday through Friday,

((eight)) ((€))8:00((3)) a.m. to ((seven)) ((0)7:00((®)) p.m., and Saturdays from ((rire-))((0)9:00(()) a.m.
to ((Hve)) (6)5:00(0)) p.m., excluding legal holidays, and shall be fully staffed on-site with CSRs

offering the following services to ((eastemers)) Customers who come to the service center: bill payment

(including the ability to provide change and Customer receipts), equipment exchange, processing of

change of service requests, and response to ((eustomer)) Customer inquiries and requests. The City may

approve alternatives for service centers that provide substantially equivalent services. ((offeringlesser

aeceess:)) The ((eable-operater)) Cable Operator shall post a sign at each service center advising

((eustemers)) Customers of its hours of operation and of the addresses and telephone numbers ((at
whieh)) to contact the City and the ((cable-operater)) Cable Operator if the service center is not open at
((the-times-pested)) other than Normal Business Hours. The ((eable-eperator)) Cable Operator shall
provide free exchanges of faulty converters at the ((custemer’s)) Customer's address.

CSRs will be available to respond to ((eustomer)) Customer inquiries during ((nezmal-business
heurs)) Normal Business Hours. The {(eable-eperator)) Cable Operator shall maintain local or toll free
telephone access lines that shall be available during ((nermal-business-hours)) Normal Business Hours
for service/repair requests and billing inquiries.

The ((eable-eperator)) Cable Operator shall have dispatchers and technicians on call twenty-
four (24) hours a day, seven (7) days a week, including legal holidays, for emergency purposes.

Thé ((eable-operater)) Cable Operator shall retain sufficient Customer Service Representatives

and telephone line capacity to ensure that telephone calls to service/repair and billing inquiry lines are
answered by a CSR within thirty (30) seconds or less, and that any transfers are made within thirty (30)

seconds. The Customer shall be able to speak with a Customer Service Representative within five (5)
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minutes. These standards shall be met no less than ninety (90) percent of the time, measured ((menthly))

on a quarterly basis under ((nermal-operating-conditions)) Normal Operating Conditions: Compliance
with this standard shall be reported on a guarterly basis.

The total number of calls receiving busy signals shall not exceed three (3) percent of the total

telephone calls. This standard shall be met ninety (90) percent or more of the time, measured

((menthly)) on a quarterly basis under ((normal-operating-conditions)) Normal Operating Conditions.

The Cable Operator shall also retain sufficient Customer Service Representatives and

telephone line capacity to ensure that a Customer shall make contact with a human being within five (5)

minutes.
C. Responsiveness.

1. Guaranteed Seven-day Standard Installation and Service. The ((eable-operater)) Cable
Operator shall complete all ((S‘E&ﬁé&%é—iﬂﬁ%&ﬂ&ﬁéﬁs)) Standard Installations and Service Repairs
requested by ((eustomers)) Customers within seven (7) business days after an order has been placed,

unless otherwise requested by the ((eustemer)) Customer. This standard must be met ninety-five percent

{95%) of the time under Normal Operating Conditions measured on a quarterly basis. If the
((eustemer)) Customer requests a ({non-standard-instaliation)) Non-Standard Installation, or the ((eable
eperator)) Cable Operator determines that a ((rea-standard-installation)) Non-Standard Installation is
required, the ((eable-operator)) Cable Operator shall provide the ((eustomer)) Customer in advance with

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

All underground cable drops from the curb to the home shall be buried at a depth of no less
than twelve (12) inches, and within no more than ((ene-1})) three (3) calendar weeks from the initial
installation, or at a time mutually agreed upon between the ((eable-operator)) Cable Operator and the
((eustomer)) Customer. |

2. Residential Installation and Service Appointments. Customers requesting installation of
cable service or repair service to an existing installation may choose any available four (4) hour block of

time for the installation appointment during ((rermal-business-hours)) Normal Business Hours. The
((eable-operator)) Cable Operator ({(x : : . . )

IO = o =Ye
e 1 wge i o =gw

per-))shall provide
Customers the option of service or installation appointments weekday evenings until 7:00 p.m. and a

minimum of four hours on Saturdays at the request of and for the convenience of the Customer. The
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((eable-operator)) Cable Operator may not cancel an appointment with a ((eustemer)) Customer after
(Bve-3:003)) 5:00 p.m. on the day before the scheduled appointment.
The ((eable-operater)) Cable Operator shall contact new Customers by telephone, mail, e-mail

1)) or in person within two weeks after

installation or provide a seif-addressed stamped response postcard to all Customers in its installation

materials to assure overall Customer satisfaction with the work completed. The Cable Operator shall

- maintain records of a reasonable sample of Customer responses.
The ((eable-operater)) Cable Operator shall be deemed to have responded to a request for
service under the provisions of this section when a technician arrives within the agreed upon time,((;

and;-if)) If the ((eustomer)) Customer is absent when the technician arrives, the technician ((leaves-a

eperator)) shall verify the appointment with his/her dispatcher‘ by telephone while at the Customer’s

door and leave written notification of timely arrival. A copy of that notification shall be kept by the
Cable Operator. In such circumstances, the ((eable-operator)) Cable Operator shall contact the
((eustemer)) Customer within forty-eight (48) hours. In the event that a technician arrives without a

prior appointment, and the Customer must be present for service to proceed, and the Customer is absent,

it shall not be deemed that the Cable Operator has responded to a request for service.

If a ((eable-operator)) Cable Operator representative fails to keep an_installation or service
appointment for any reason, the ((cable-operator)) Cable Operator will contact the ((customer))

Customer before the end of the scheduled appointment, and reschedule the appointment at a time
convenient for the ((eustomer)) Customer.

3. ((Residential-Service-Interruptions:)) Outages. In the event of system outages (loss of
reception ((en-all-channels)) of sound or video or interactive television, or failure of Internet or e-mail
connections) resulting from ((eable-operater)) Cable Operator equipment failure affecting five (5) or
more ((eustemers)) Customers, the ((eable-operator)) Cable Operator shall ((cetreetsuch-failure))
initiate repairs within two (2) hours after the third ((customer)) Customer call is received. All

Customers who call the Cable Operator to report an outage shall receive credit for the entire day on

which the outage occurred and for each additional day the outage continues. The Cable Operator shall

notify the City of any outage of at least four (4) continuous hours that affects at least ten percent (10%)

of its Customers.
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The ((eable-operater)) Cable Operator shall ((eorrest)) initiate repairs to all other service
interruptions resulting from ((eable-eperater)) Cable Operator equipment failure within twenty-four (24)

hours.

A Cable Operator shall initiate repairs to Customer reported ((AH)) ((serviee)) outages and
service interruptions, for any cause beyond the control of the ((eable-operator)) Cable Operator, ((shalt
be-eorreeted)) within twenty-four (24) hours after the conditions beyond its control have been corrected.

4. TV Reception and Cable Modem Internet Connection. ((Fhe-eable-operatershallprovide

an-recepntian = Qo a% AP =¥aVa ~ 3 'a = Iy o} by & e
v CoEtTtIO tl O C {1 cl CHC) o 0 0 Sany ot

Federal-Communieations-Commission(FCC))) The signal guality provided by the Cable Operator shall

meet or exceed technical standards established by the United States Federal Communications

Commission (FCC). Cable modem Internet connections shall meet performance specifications
advertised by the Cable Operator. The ((eable-operator)) Cable Operator shall render efficient service,
make repairs promptly, and interrupt service only for good cause and for the shortest time possible.

Scheduled interruptions that the {(eable-operater)) Cable Operator anticipates will last more than four (4)

hours shall be preceded by at least twenty-four (24) hour's notice to affected Customers, and shall occur

during periods of minimum use of the system, preferably between midnight and((-s1£6:06})) 6:00 a.m.

Such notification of a planned outage may take the form of a door hanger, a message or insert into the

monthly bill, atelephone call, or supplemented with on-screen messages announcing the planned

outage. Cable modem Internet Customers may receive notification by e-mail.

If a ((eustomer)) Customer experiences poor ({video-or-audio-reeeption-))signal quality or
interruptions of Cable or Other Service attributable to the ((eable-operator>s)) Cable Operator's
equipment, the ((cable-operater)) Cable Operator shall respond and repair the problem no later than the
day following the ((eustomer)) Customer call provided that the Customer is available and the repair can

be made within the allotted time. If an appointment is necessary, the ((eustemer)) Customer may choose
a four (4) hour block of time during {((nermal-eperating-hours)) Normal Business Hours. Atthe
((eustomer’s)) Customer's request, the ((eable-operater)) Cable Operator shall repair the problem ata
later time convenient to the ((eustemner)) Customer. The Cable Operator shall provide Customers the

option of service or installation appointments weekday evenings until 7:00 p.m. and a minimum of four

{4) hours on Saturdays. . |
5. Problem Resolution. ((Fhe)) A ((eable-operater’s)) Cable Operator's CSRs shall have the

- authority to provide credit for interrupted service or any of the other credits listed in Schedule A, to
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waive fees, to schedule service appointments and to change billing cycles, where appropriate. Any
difficulties that cannot be resolved by the CSR shall be referred to the appropriate supervisor who shall
make best efforts to contact the ((eustomer)) Customer within four (4) hours and resolve the problem

within forty-eight (48) hours or within such other time frame as is acceptable to the ((eustomer))
Customer and the ((eable-operater)) Cable Operator.

6. Billings, Credits, Refunds, and Deposits. ((€able-operater)) Customers will receive a clear
and concise bill every month. To be considered clear and concise, due dates shall be required, and a bill
shall be issued. The ((eable-operater)) Cable Operator shall respond to a ((eustomer’s)) Customer's
billing inquiry, general question, or comment made by telephone or e-mail within forty-eight (48) hours
it:)) The Cable Operator shall

respond in writing to a written billing inquiry, general question or comment within two weeks of the

date of receipt of the letter. The Cable Operator shall provide the option of a mailed bill and payment to

Customers upon request.

The ((eable-eperator)) Cable Operator shall allow at least thirty (30} days from the beginning
date of the applicable billing cycle for payment of a ((customer’s)) Customer's service bill for that *
period. If a ((eustemer>s)) Customer's service bill is not paid within that period of time the ((eable
eperater)) Cable Operator may apply an administrative fee to the ((eustomer?s)) Customer's account. If

the ((eustomer’s)) Customer's service bill is not paid within forty-five (45) days of the beginning date of
the applicable service period, the ((eable-eperater)) Cable Operator may perform a "soft" disconnect of
the ((eustomer’s)) Customer's service. If a ((eustormer’s)) Customer's service bill is not paid within fifty-
two (52) days of the beginning date of the applicable service period, the ((eable-operator)) Cable
Operator may disconnect the ((eustemer’s)) Customer's service; provided, it has provided ten (10) days

notice to the ((eustomer)) Customer that such disconnection may result.

If a ((eustomer)) Customer requests disconnection of any or all services, billing for affected
services shall end on the same day, or on the future date for which the disconnect is ordered. The
((eustemer)) Customer shall not be responsible for ((eable-serviees)) Cable Services delivered after the
request. The ((eable-operator)) Cable Operator must refund any credit balance owed the ((custemer))

Customer, less any owed or disputed amounts, within _fifteen (15) business days after the close of the

((eustemner’s)) Customer's billing cycle following the return of the equipment and request for
disconnection. The ((cable-eperator)) Cable Operator shall issue a credit or refund to a ((custemer))




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

" RSE:ar :

04/16/02
1 Approve=clean.doc
(Ver. 8)

| Customer within fifteen (15) business days after the close of the billing cycle following the return of the

equipment and request for disconnection.

Deposits shall accrue interest at a fair market rate. Within ten (10) days after termination of
service, the ((eable-operator)) Cable Operator shall repay any depbsi‘t with a statement showing accrued
interest to the ((eustemer)) Customer, less any sums owed to the ((eable-operator)) Cable Operator.

7. Treatment of Property Owner's Property. Trees and shrubs or other landscaping on a
((eustemer’s)) Customer's property that are damaged by the ((eable-operator)) Cablé Operator, or any

employee or agent during installation or construction for the Customer or in the process of serving

adjacent structures, shall be restored to their prior condition or replaced. Trees and shrubs shali not be

removed without the prior permission of the owner ((erlegaltenant ))of the property on which they are
located.

The ((cable-operator)) 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 ((eable-operater)) Cable Operator shall repair, replace
or compensate ((a))all property owners for ((any)) damages resulting from the ((eable-operator’s)) Cable

Operator's installation, construction, service or repair activities for a Customer.
2

Except in the case of an emergency involving public safety or service interruption to a large
number of ((subseribers)) Customers, the ((eable-operator)) Cable Operator shall give reasonable notice

to property owners or legal tenants prior to entering upon private premises, and the notice shall specify

the work to be performed; provided that, in the case of construction operations such notice shall be
delivered or provided at least twenty-four (24) hours prior to entry. Nothing herein shall be construed as
authorizing access or entry to private property, or any other property, where such right to access or entry
is not otherwise provided by law. If damage is caused by ((eable-operator)) Cable Operator activity, the
((eable-operater)) Cable Operator shall reimburse the property owner one hundred ((¢166})) percent

(100%) of the cost of the damage or replace the damaged property. For the installation of pedestals or
other major construction or installation projects, property owners shall also be notified by mail or door
hanger notice at least one (1) week in advance. In the case of an emergency, the ((eable-eperater))

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.
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The ((eable-operator)) Cable Operator shall clean all areas surrounding any work site of debris
caused by the Cable Operator’s activities and ensure that all cable materials ((have-been)) are disposed

of properly.
D. Services for Customers with Disabilities. For any ((eastemer)) Customer with a disability,

converter-to-the-cable-operator:)) _In the case of malfunctioning equipment, the technician shall provide
and install substitute equipment, ensure that it is working properly, and return the defective equipment to
the Cable Operator.

- The ((eable-operater)) Cable Operator shall provide TDD/TYY service with trained operators
who can provide every type of assistance rendered by the ((eable-operator2s)) Cable Operator's CSR for
any hearing-impaired ((eustomer)) Customer at no charge.

The ((eable-operater)) Cable Operator shall provide free use of a converter remote control unit
to mobility-impaired ((eustomers)) Customers.

Any ((eustomer)) Customer with a disability may request the special services described above
by providing the ((eable-operator)) Cable Operator with a letter from the ((eustomer>s)) Customer's
physician stating the need, or by making the request to the ((cable-operator’s)) Cable Operator's installer -

or service technician, where the need for the special services can be visually confirmed.

E. Customer Information. Upon (1) installation; ((-and-at-any-time-the-customermay

- a AEoviae-th £y O 110 N EGER O ba a AT 21 O

annually: and (3) at any time the Customer requests, the Cable Operator shall provide the following

information, in clear, concise written form:
Products and services offered by the ((eable-operater)) Cable Operator, including its channel
lineup, Thirty (30} days prior to the Cable Operator changing its channel lineup, the Cable Operator

shall provide subscribers with the revised channel lineup;

The ((eable-operator’s)) Cable Operator's prices and options for programming services,
conditions of subscription to programming and ((ether-serviees)) Other Services, and policies

concerning changes in services offered, notification of changes, disconnection and service downgrades.

Thirty (30) days prior to the Cable Operator changing any of the above, the Cable Operator shall provide

subscribers with the changes;

10
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These ((s))Standards, with Schedule A, and any other applicable ((eustomer)) Customer

service standards. A written copy of these Standards or a summary approved by the City shall be

provided to Customers at installation and annually; an on-line version shall be considered acceptable

annual dissemination of the standards to cable maodem Internet Customers:

Installation and service maintenance policies, including the ((eustomer’s)) Customer's
responsibilities for equipment;
Instruction on the use of cable TV service((s)), remote control and on standard VCR hookups;

Instruction on the use of interactive television if provided by the cable operator;

Instruction on the use of cable modem service;

((Chavnelpostions-oE-progranining: |
Billing and ((e))Complaint procedures, including the address and telephone number of the

((cable-operator’s)) Cable Operator's offices, the ((eable-operator’s)) Cable Operator's policies on

deposits and credit balances, returned check charges, refunds for disruption of service or poor reception,

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

Policies concerning protection of ((eustemer)) Customer privacy. The Cable Operator shall

include a postage paid self-addressed mail back postcard for opt-out purposes;

Use and availability of parental control/lock out device;

Special services for ((eustomers)) Customers with disabilities including any other discounts

required by the franchise;

Days, ((times-))hours of operation, and locations of the service centers;

A sample of all notices provided to the ((eustomer)) Customer shall be filed (by fax
acceptable) concurrently with the City;

The ((eable-operator)) Cable Operator shall provide ((eustomers)) 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 {(eable-system)) Cable
System. Customers shall be given a description of the changes, their options ((Gneludingeests))) for

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

((eustomers)) Customers a minimum of thirty (30) days in advance of such changes if the change is

within the control of the ((eable-eperator)) Cable Operator. In addition, the ({(eable-operater)) Cable
Operator shall notify ((eustomers)) Customers thirty (30) days in advance of any significant changes in

11
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the other information required by the preceding subsection. Channel lineup changes that result from a
((cable-operator’s)) Cable Operator's rebuild of its Cable System are exempt from the thirty (30) day
notice requirement;

All officers, agents, and employees of the ((ecable-eperator)) Cable Operator, its contractors
and subcontractors who are in personal contact with ((eable)) ((eustomers)) Customers shall have visible
identification cards bearing their name and photograph({(-as-appreved-by-the-City)). The ((cable
operater)) Cable Operator shall account for all identification cards at all times. Every vehicle of the
((eable-operator)) Cable Operator used for providing services to Customers shall be clearly visually
identified to the public as working for the ((eable-operator)) Cable Operator. All CSRs shall identify

themselves orally to callers immediately following the greeting during each telephone contact with the

public. Officers, agents, and employees of the Cable Operator, its contractors and subcontractors shall

identify themselves to the Customer when making a service call or installation;
All CSRs, technicians and employees of the ((eable-operator)) Cable Operator in every contact
with a ((eustomer)) 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 ((eustomer))
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; 7
All promotional materials advertising cable services shall accurately disclose price terms. For
non-automated orders, the CSRs shall make clear the price of pay-per-view and pay-per-event
programming before an order is taken. The ((eable—epefa%efj) Cable Operator shall distribute
promotional material in multi-unit buildings only with the approval of the building owner. The ((eable
eperater)) Cable Operator shall not condition the provision of ({(eable-services)) Cable Services on the

receipt of such approval;

The ((eable-operator)) Cable Operator shall not charge ((eustemers)) Customers for any

services they have not affirmatively requested; provided that, this subsection shall not prevent a {(eable

operater)) Cable Operator from adding programming to an existing tier.
F. Cable Customer Privacy. ((The-cable-operatorshall not-monitor-eable-televisionsignalste
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operator-to-its-eustomers:)) In addition to complying with the requirements in this Subsection, a Cable
Operator shall fully comply with all obligations under 47 U.S.C. § 551.

1. Definitions

“Affiliate.” for purposes of this Subsection F, shall mean anv person or entity that is owned or

controlled by, or under common ownership or control with, a Cable Operator, and provides any Cable

Service or Other Service.

“Necessary,” for purposes of this Subsection F. shall mean required or indispensabie.

“Non-cable-related purpose.” for purposes of this Subsection F. means any purpose that is not

Necessary 1o render, or conduct a legitimate business activity related to. a Cable Service or Other

Service provided by the Cable Operator to a Customer. Market research, telemarketing. and other

marketing of services or products shall be considered Non-cable-related purposes.

“Personally Identifiable Information,” for purposes of this Subsection F, means specific

information about a Customer. including. but not be limited'to, a Customer’s {(a) login information, (b)

extent of viewing of video programming or Other Services. (¢) shopping choices. (d) interests and

opinions, {e) energy uses, () medical information, {g) banking data or information, (h) web browsing

activities, or (i) any other personal or private information. “Personally Identifiable Information” shall

not mean aggregate information about Customers which does not identify particular persons.

2. Collection and Use of Personally Identifiable Information

(a) A Cable Operator shall not use the Cable System to collect, record, monitor or observe

Personally Identifiable Information without the prior affirmative written or electronic consent of the

Customer unless, and only to the extent that, such information is: (a) used to detect unautherized

reception of cable communications, or {(b).Necessary to render.a Cable Service or Other Service

provided by the Cable Operator to the Customer.

(b) A Cable Operator shall take such actions as are necessarv to prevent anv Affiliate from

using the facilities of the Cable Operator in any manner, including, but not limited to. sending data or

other signals through such facilities, to the extent such use will permit an Affiliate unauthorized access

to Personally Identifiable Information on the computer or other equipment of a Customer (regardless of

whether such equipment is owned or leased by the Customer or provided by a Cable Operator) or on any

of the facilities of the Cable Operator that are used in the provision of Cable Service. This Subsection
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F.2 (b) shall not be interpreted to prohibit an Affiliate from obtaining access to Personally Identifiable

Information to the extent otherwise permitted by this Subsection F.

(c) A Cable Operator shall take such actions as are reasonably necessary to prevent a person or

entity (other than Affiliates) from using the facilities of the Cable Operator in any manner, including, but

nottlimited to, sending data or other signals through such facilities. to the extent such use will permit

such person or entity unauthorized access to Personally Identifiable Information on the computer or

other equipmeht of a Customer (regardless of whether such equipment is owned or leased by the

Customer or provided by a Cable Operator) or on any of the facilities of the Cable Operator that are used

in the provision of Cable Service.

3. Disclosure of Personally Identifiable Information

A Cable Operator shall not disclose Personally Identifiable Information without the prior

affirmative written or electronic consent of the Customer, except as follows:

(a) A Cable Operator may disclose for a Non-cable-related purpose the name and address of a

Customer to any general programming tiers of service and other categories of Cable and Other Services

provided by the Cable Operator if the Cable Operator has provided the Customer the opportanity to

prohibit or limit such disclosure in accordance with this Subsection F and Section 631 of the federal

Communications Act, 47 U.S.C. § 551, and such disclosure does not directly or indirectly disclose:

L. A Customer’s extent of viewing of a Cable Service or Other Service provided by the
Cable Operator:
2. The extent of any other use by a Customer of a Cable Service or Other Service provided

by the Cable Operator, including, but not limited to a disclosure of the particular viewing

selections by a person subscribing to a Cable Service or Other Service, or the particular

web sites visited by a Customer to cable modem service (i.e., a Cable Operator may only

disclose the fact that a person subscribes to cable modem service): or

3. The nature of any transactions made by a Customer over the Cable System of the Cable
Operator.
4. The nature of programming or sites that a Customer subscribes to or views (i.e., a Cable

Operator may only disclose the fact that a person subscribes to a general tier of service,

or a package of channels with the same type of programming).

A minimum of thirty (30) days prior to making any disclosure of Personally Identifiable

Information of any Customer as provided in this subsection F.3(a), the Cable Operator shall notify in

14
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writing the Office of Cable Communications and each Customer (that the Cable Operator intends to

disclose information about) of the specific information that will be disclosed. to whom it will be

disclosed, and notice of the Customer’s right to prohibit the disclosure of such information for Non-

cable related purposes. The notice to Customers may be included with or made a part of the Customer’s

monthly bill for Cable Service or Other Service or may be made by separate mailed notice. Each time

that this notice is given to a Customer, the Cable Operator also shall provide the Customer with an

opportunity to prohibit the disclosure of information in the future. Such opportunity shall be given in

one of the following forms: a postage paid, self-addressed post card provided by the Cable Operator: a

box that may be checked by the Customer on the Customer’s monthly bill for Cable Services or Other

Services; a toll-free number that the Customer may call; or such other equivalent methods as mav be

approved by the Office of Cable Communications.

i2

Additionally, within forty-five (45) days after each disclosure of Personally Identifiable

Information of any Customer as provided in this subsection F.3(a). the Cable Operator shall notify in

writing the Office of Cable Communications and each Customer (that the Cable Operator has disclosed

information about) of the specific information that has been disclosed, to whom it has been disclosed,

and notice of the Customer’s right to prohibit the disclosure of such information for Non-cable related

purposes. The notice to Customers may be included with or made a part of the Customer’s monthly bill

for Cable Service or Other Service or may be made by separate mailed notice. Each time that this notice

is given to a Customer, the Cable Operator also shall provide the Customer with an opportunity to

prohibit the disclosure of information in the future. Such opportunity shall be given in one of the

following forms: a postage paid. self-addressed post card provided by the Cable Operator; a box that

may be checked by the Customer on the Customer’s monthly bill for Cable Services or Other Services; a

toll-free number that the Customer may call; or such other equivalent methods as may be approved by

the Office of Cable Communications.

(b) A Cable Operator may disclose Personally Identifiable Information only to the extent that

it is Necessary to render, or conduct a legitimate business activity related to, a Cable Service or Other

Service provided by the Cable Operator to the Customer.

(¢) To the extent required by federal law, a Cable Operator may disclose Personally

Identifiable Information pursuant to a subpoena or valid court order authorizing such disclosure, or to a

governmental entiﬂl .

4. Access to Information
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Any Personally Identifiable Information gathered and maintained by a Cable Operator shall be

made available for Customer examination within thirty (30) days of receiving a request by a Customer to

examine such information at the local offices of the Cable Operator or other convenient place within the

City designated by the Cable Operator. Upon a reasonable showing by the Customer that the

information is inaccurate., a Cable Operator shall correct such information.

5. Privacy Notice to Customers

(a) A Cable Operator shall annually mail a separate, written privacy statement to Customers

consistent with 47 U.S.C. § 551(a)(1), and shall provide a Customer a copy of such statement at the time

the Cable Operator enters into an agreement with the Customer to provide Cable Service or Other

Service. The written notice shall be in a clear and conspicuous format and be printed in ten point type or

larger.
(b) In the statement required by Subsection F.5(a), a Cable Operator shall state substantially the

following regarding the disclosure of Customer information: “Unless a Customer affirmativelv consents

electronically or in writing to the disclosure of personally identifiable information, any disclosure of

personally identifiable information for purposes other than to the extent Necessary to render, or conduct

a legitimate business activity related to, a Cable Service or Other Service. is limited to:

(i) disclosure pursuant to a subpoena or valid court order authorizing such disclosure, or to a

governmental entitv, but only to the extent required by applicable federal law,

(1) disclosure of the name and address of a Customer to any general programming tiers of

service and other categories of cable and Other Services provided by the Cable Operator that do

not directly or indirectly disclose:

(A) A Customer’s extent of viewing of a Cable Service or Other Service provided by

the Cable Operator,

(B) The extent of any other use by a Customer of a Cable Service or Other Service

provided by the Cable Operator, including, but not limited to. a disclosure of the

particular viewing selections by a person subscribing to a Cable Service or Other

Service, or the particular web sites visited by a Customer of cable modem service

{(i.e., a Cable Operator may only disclose the fact that a person subscribes to cable

modem service); or

(C) The nature of any transactions made by a Customer over the Cable System.

16
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{D) The nature of programming or sites that a Customer subscribes to or views (i.e.. a

Cable Operator may only disclose the fact that a person subscribes to a general tier

of service, or a package of channels with the same type of programming)."

The notice shall also inform the Customers of their right to prohibit the disclosure of their names

and addresses in accordance with Subsection (b) for Non-cable related purposes. This opportunity will

be presented in the form of both a toll-free telephone number and a postage paid, self-addressed post

card, provided by the Cable Operator with the privacy notice or other manner acceptable to the Office of

Cable Communications. If a Customer exercises his/her right to prohibit the disclosure of name and

address as provided in Subsection F.3(a) or this Subsection, such prohibition against disclosure shall

remain in effect permanently. unless the Customer subsequently notifies the Cable Operator in writing

that s/he wishes to permit the Cable Operator to disclose his/her name and address.

6. Privacy Reporting Requirements

The Cable Operator shall include in its quarterly report to the City required by SMC 21.60.830D

information summarizing:

(@)

1. the type of Personally Identifiable Information that was actually collected or disclosed during |

the reporting period:

2. for each type of Personally Identifiable Information collected or disclosed, a statement

sufficient to demonstrate that the Personally Identifiable Information collected or disclosed

was: {A) collected or disclosed only to the extent Necessary to render, or conduct a legitimate

business activity related to, a Cable Service or Other Service provided by the Cable Operator;

(B) used only to the extent Necessary to detect unauthorized reception of cable

communications; (C) disclosed pursuant to a subpoena or valid court order orto a

governmental entity to the extent required by federal law ; (D) names and addresses disclosed

in compliance with Section 3 (a) of this Ordinance; or (E) a disclosure of personally

identifiable information of particular subscribers, but only to the extent affirmativelv consented

to by such subscribers in writing or electronically,

3. the names of all entities to whom such Personally Identifiable Information was disclosed,

except that a Cable Operator need not provide the name of any court or governmental entity to

which such disclosure was made if such disclosure would be inconsistent with applicable

federal law:;

17
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(b Describe measures that have been taken, or could be taken, to prevent the unauthorized

access to Personally Identifiable Information by a person other than the Customer or the Cable

Operator, including, among other things, a description of the technology that is or could be applied

by the Cable Operator to prohibit unauthorized access to Personally Identifiable Information by

any means.

7. Nothing in this Subsection F shall be construed to prevent the City from obtaining

Personally Identifiable Information to the extent not prohibited by section 631 of the Communications
Act, 47 U.S.C. § 551.

8. Any aggrieved person may commence a civil action for damages for invasion of privacy

against any Cable Operator,

9. Destruction of Personally Identifiable Information

A Cable Operator shall destroy, within ninety (90) days, any Personally Identifiable Information if

the Personally Identifiable Information is no longer Necessary for the purpose for which it was collected

and there are no pending requests or orders for access to such Personally Identifiable Information under

Subsection 3 of this Subsection, pursuant to a court order, or pursuant to Section 631 of the

Communications Act, 47 U.S.C. § 551.

10. Rulemaking,

The Office of Cable Communications shall adopt such rules as it deems necessary or advisable to

implement these privacy provisions of the Customer Cable Bill of Rights.
G. Safety. The ((eable-operater)) Cable Operator shall install and locate ((is)) 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
((eable-operator)) Cable Operator receives notice that an unsafe condition exists with respect to its
equipment, the ((eable-operater)) 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 ((eable-operator)) Cable Operator shall guarantee
((eustomer)) Customer satisfaction for every ((eustomer)) Customer who requests new installation of

Cable Service, video, interactive television or Cable modem Internet or adds any additional

programming service to the ((eustomer’s)) Customer's cable subscription. Any such ((custemer))

Customer who adds ((baste-or)) expanded basic or other higher tier of video service, interactive

television, or cable modem service to his or her account, and then requests ((disconnection))

18
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discontinuation of such upgraded service within thirty (30) days due to dissatisfaction with the service,

shall receive a credit to his/her account in an amount equal to the pro rata charge for the remaining days
of service following the request to disconnect. If a Customer subscribes to a service under a promotion

that provides free service and chooses to disconnect during the promotion window, there shall be no

charge of any kind for the service or for disconnection of the service. ((shallreceive-a-eredit-to-histher

K

disconnected))

21.60.830 COMPLAINT PROCEDURE
A. Complaints to the Cable Operator. The ((eable-operator)) Cable Operator shall establish
written procedures for receiving, acting upon, and resolving ((eustomer-complaints)) Customer

Complaints, and crediting ((eustemer)) Customer accounts in accordance with company policies or

Schedule A, "Credits to Customers", ((which-schedule-is-incorperated-))herein, whichever is greater, and
shall publicize such procedures through printed documents at the ((eable-operator’s)) Cable Operator's

sole expense. For violations of this Ordinance, credits shall be made to the Customer’s account. In the

event that the Customer no longer receives Cable Service or Other Services from the Cable Operator. the

Cable Operator shall issue a check to the Customer within thirty (30) days of the resolution of the
Complaint.

Said written procedures shall prescribe a simple ((mannet)) process((<n)) by which any
((eustemer)) Customer may submit a ((eemplaint)) Complaint in person or by telephone, electronic mail
or in writing to the ((eable-operator)) Cable Operator ((thatit-has-vielated-any)) regarding an alleged
violation of any provision of these ((eustomer-service-standards)) Customer Service Standards, any
terms or conditions of the ((eustemer’s)) Customer's contract with the ((eable-eperater)) Cable Operator,

or reasonable business practices.

it—)) The Cable Operator will

make best efforts to resolve Customer concerns or Complaints at the first contact. The City will make

best efforts to redirect to the Cable Operator all Cable Customers who have contacted the City first with

a Cable or Other Service inquiry, concern, or Complaint. Within fifteen (15) calendar days after

receiving a Complaint, the Cable Operator shall notify the Customer of the results of its investigation

i%
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and its proposed action or credit. If the Complaint is in writing, a written response shall be sent to the

Customer within two (2) weeks of receipt.

The ((eable-operater)) Cable Operator shall also notify the ((customer)) Customer of the
((eustemer’s)) Customer's right to file a ((eomplaint)) Complaint with the City in the event the
((eustemer)) Customer is dissatisfied with the ((eable-operator2s)) Cable Operator's decision, and shall
((thereughly-))explain the necessary procedures for filing such ((eemplaint)) Complaint with the ((eity
)City.

The ((eable-operater’s-complaint)) Cable Operator's Complaint procedures shall be filed with

((and-appreved-by)) the City prior to implementation.
B. Security Fund. Within thirty (30) days of the effective date of these ((s))Standards or the

effective date of any franchise granted by the City, whichever occurs first, the ((eable-operater)) Cable
Operator shall deposit with an escrow agent approved by the City a security deposit of fifty cents(($.50)
per ((eustemer)) Customer. The escrowed funds shall constitute the security funds for ensuring
compliance with these standards for the benefit of the City and Customers. The escrowed funds shall be
reviewed and maintained annually by the ((eable-operator)) Cable Operator at the level of fifty cents
(5.50) per ((eustomer)) Customer per year, and will be replenished within fourteen (14) days in the event

that amounts greater than ten percent (10%) of the reguired fund are withdrawn.

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-operater)) Cable Operator of all its
obligations under these ((custosmer-service-standards)) 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 franchise agreement or authorized by law, and no
action, proceeding or exercise of a right with respect to same shall in any way affect, or diminish, any
other right the City may otherwise have.

C. Complaints to the City. Any ((eustomer)) Customer who is dissatisfied with any proposed
((deeisten)) disposition of ((the)) a Complaint by a ((eable-operator)) Cable Operator or who has not
received a decision within the required fifteen (15) day period {(as-reguired)) shall be entitled to have
the ((eemplaint)) Complaint reviewed by the City.

The ((eustemer)) Customer may initiate the review either by calling the City or by filing a

written ((eemplaint)) Complaint, by letter or in electronic form, together with the ((eable-operater’s))
Cable Operator's written decision, if any, with the City.
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The ((eustemer)) Customer shall make such filing and notification within twenty (20) days of
receipt of the ((eable-eperator’s)) Cable Operator's decision or, if no decision has been provided, within
thirty (30} days after filing the original ((eemplaint)) Complaint with the ((cable-operator)) Cable

Operator.
If the City decides that further evidence is warranted, the City may require the ((eable

eperator)) Cable Operator and the {(eustemer)) Customer to submit, within ten (10) days of notice

thereof, a written statement of the facts and arguments in support of their respective positions.

The ((eable-eperater)) Cable Operator and the ((eustonter)) Customer shall produce any
additional evidence, including any reports from the ((eable-operater)) Cable Operator, which the City
may deem necessary to an understanding and determination of the ((eomplaint)) Complaint.

The City shall issue a determination within fifteen (15) days after examining the materials
submitted, setting forth the basis for its determination.

The City may extend these time limits for reasonable cause and may intercede and attempt to
negotiate an informal resolution.

If the City determines that the ((eustomer>s-complaint)) Customer's Complaint is valid and that
the ((eable-operater)) Cable Operator did not provide the complaining ((eustomer)) Customer with the
proper solution and/or credit, the City may reverse any decision of the ((cable-operator)) Cable Operator
in the matter and/or require the ((eable-operater)) Cable Operator to grant a specific solution as

determined by the 'City in its sole discretion, and/or any credit provided for in these standards; or the
City may provide the ((eustomer)) Customer with the amount of the credit (as set forth in Schedule A)
by means of a withdrawal from the security fund.

D. Verification of Compliance. The {(eable-operator)) Cable Operator shall maintain, in a

manner consistent with the privacy rights of ((eustemers)) Customers, an accurate and comprehensive

file of (1) any and all ((complaints)) Complaints regarding the Cable System or the ((eable-operator’s))
Cable Operator's operation of the Cable System, by number and type and their disposition; (2) service

requests, identifying the number and nature of the requests and their disposition; (3) service
interruptions and their disposition; ((and })(4) required ((eable-operator)) Cable Operator contacts with
((eustemers)) Customers after installation, and (5) Customer privacy information as per SMC 21.60.820
(£} (6).

summarizes-the-above-information: ))Reports detailing compliance with the standards herein shall be
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provided by the Cable Company on a quarterly basis. within 30 days of the end of the quarter and shall

be in a format consistent with the output capabilities of a Cable Operator’s call tracking technology

sufficient for the City to monitor the Cable Customer Bill of Rights. If the Cable Operator fails to

provide such reports on a timely basis, or if they are incomplete, monetary sanctions of up to $500.00

for the first quarter, up to $1000.00 for the second consecutive quarter of noncompliance., up to

$1500.00 for the third consecutive quarter of noncompliance, and up to $2.000.00 for all subsequent

consecutive non-compliant quarters may be imposed to encourage compliance. The ((eable-operater))

Cable Operator shall permit the City to review and audit the information at any time during ((sermal
Bisiresshonr) ) Normal Business Hours upon reasonable notice.

E. Overall Quality of S-efvice. The City may evaluate the overall quality of {(eustomer))
Customer service provided by the ((eable-operater)) Cable Operator to ((eustomess)) Customers, in

{ conjunction with any performance review provided for in the franchise agreement; or at any other time,

at its sole discretion, based on the number of ((eustomer-complaints)) Customer Complaints received
directly by the City or reported by the ((eable-operater)) Cable Operator in its quarterly reports.

F Nonearms noa ) 1y A ary & i ey d
. . . it - O o ' oreatitia o

)) Procedure for Remedying

) 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 require in writing that the Cable Operator

remedy the alleged noncompliance and provide an opportunity to cure. If the alleged noncompliance is

denied or not_cured to the satisfaction of the City, the City may impose monetary sanctions or follow

other procedures set forth in individual franchise agreements.

agreements:))
(H))G. Notice. At the City's request, the ((cable-operator)) Cable Operator shall include on

its billing statement, in a clear and conspicuous manner, information on how to contact the City's Office
of Cable Communications. At the City's discretion, such information may include, but shall not be

limited to, the address, telephone number and e-mail address of the Office of Cable Communications.
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At least annually, the ((eable-eperater)) Cable Operator shall notify its ((customers))
Customers through a bill insert of the existence, location and function of the City's Office of Cable
Communications, and shall provide a summary of Cable Customer Bill of Rights ((the-ordinance))
codified in this subchapter and the remedies and procedures avaiiable to its ((eustomers)) Customers.

Cable modem Internet Customers may receive such notification via e-mail if the Customer does not

receive a written bill.

Schedule A - Credits to Customers

Standards of
Customer Service

Minimum Compensation
For Noncompliance

COURTESY

All ((eable-operator)) Cable Operator employees | ((Five Delars{$5)-eredit-to-customer
shall be friendly, knowledgeable and helpful ((in  aeceunt)) $5.00 credit
i

b

:
RESPONSIVENESS

Guaranteed Seven (7) Day Residential Installation and Service

{(Cable-eperator)) Cable Operators shall complete | Free installation, or one (1) month’s basic
((standard-installations)) Standard Installations and | service, if the fee has been waived for
service requested by a ((eustomer)) Customer promotional reasons; for a service

within seven (7) business days after order has been : violation, $10 credit

\placed.

((Cable-operater)) Cable Operator shall provide Free installation, or one (1) month’s basic
((eustomers)) Customers seeking ((nen-standard | service, if the fee has been waived for
installations)) Non-Standard Installations witha | promotional reasons

total installation cost estimate and an estimated
date of completion.

All underground cable drops shall be buried no ((Frve-Peolars {85} eredito-customer

less than twelve (12) inches deep and work shall be jacceunt-)) $5.00 credit
completed in no more than _three (3) ((weorking
days)) calendar weeks from the installation.

Residential Instaliation and Service Appointments

All ((eable-operater)) Cable Operator ((eustomers)) ((FenDeollars($10)-creditto-customer

Customers wanting installation of cable or service | aeceeunt)) $10.00 credit
may choose any available four (4) hour time block
during ((normal-business-heurs)) Normal Business

Hours.

‘1 The ((eable-overater)) Cable Onerator mav not IE( {Fen-Dollars-($ 1) -ereditto-customer
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cancel an appointment with a ((eustomer))
Customer after ((fve ))((6))5:00(()) p.m. on the
day before the scheduled appointment.

aceeunt:)) $10.00 credit or the guarantee
offered by the ((eable-operater)) Cable

If a ((eable-operater)) Cable Operator cannot make
an appointment for any reason, the ((cable
operator)) Cable Operator shall contact the
((eustomer)) Customer before the end of the
scheduled appointment and reschedule at the
convenience of the ((eusterer)) Customer Customer

Operator, whichever is greater |Operator, whichever is greater |

|(FenDollars (510} credit to-customer |
acecount;)) $10.00 credit,((Hn-additionte

any-)) or the guarantee((s)) offered by the
((eable-operator)) Cable Operator,

whichever is greater

If a ((eable-operater)) Cable Operator technician

arrives within the agreed upon time, and the
{(eustomer)) Customer is absent, the technician
shall leave written notification of arrival and return
time, and the ((eable-operator)) Cable Operator
shall contact the ((eustomer)) Customer within
forty-eight (48) hours to reschedule.

((Five-Dolars-($5)-ereditto-customer
aecount—)) $5.00 credit if the customer is

not contacted within forty-eight (48)
hours

System outages resulting from ((eable—epefater))
Cable Operator equipment failure affecting five (5)

or more ((eustomers)) Customers, the Cable
Operator shall ((be-correeted)) initiate repairs
within two (2) hours after the third ((customer))
Customer call is received.

({(Residential Serviee Interruptions)) Outg an erv1ce Iptwn

One (1) day’s free service for each

((twenty-four-{24)-hovr-delay-foraffected

eustomers)) day in which there is an
outage for each Customer who reports an

outage

'Repairs shall be initiated for all ((Al})) other

interruptions resulting from ((eable-operater))
Cable Operator equipment failure ((shali-be

corrected)) within twenty-four (24) hours.

17

Initiate repairs for all((Ad)) service outages or
interruptions beyond the control of ((eable
operators)) Cable Operators((shall)) ((be
cerrected)) within twenty-four (24) hours after the

{(cable-operator)) Cable Ogerator regams control.

One (1) day’s free service for each

((twentr—tour hovr delav-tor-atlected

custemers)) day in which there is an
outage for each Customer who reports an
outage

One (1) day’s free service for each

({pwenp—tour-bour-debne-lor alteciad

eustomers)) day in which there is an
outage for each Customer who reports an

outage

TV Receptlon Difficulties C

repairs promptly, and interrupt service only for
good cause, during periods of minimum use of the
system, and for no more than twenty-four (24)
hours, except where unavoidable.

All ((eable-operatos)) Cable Operators shall make |¢

((meﬁty-feuﬂaew—delayfefaﬁee%ed
eustomers)) day in which there is an

outage for each Customer whoe reports an
outage

All ((eable-operator)) Cable Operators shall

provide clear television reception that meets or
exceeds FCC technical standards.

One (1) day’s free service for each day in

which ((twenty—ftour(24)-hovrperiod
that)) reception falls below FCC

standards for ((affeeted)) {{customesrs))

24
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Customers who report reception that does

not meet FCC standards

All Cable Operators shall meet all specifications

One (1) day’s free service for each day in

advertised for Internet services.

met for affected Customers

If a ((eustemer)) Customer experiences poor video

or audio reception due to ((eable-operater)) Cable

Operator equipment, the ((cable-operater)) Cable
Operator shall repair the problem no later than the

next day, unless otherwise agreed to with the

which any advertised specification is not

'One (1) day s free service for each
({(pwentyfour-hovr-delay foraffected
enstomers)) day after the Customer has
called and the problem remains
yncorrected

Problem Resolution

AR

All ((eable-operater)) Cable Operators ((customer
service-representatives)) Customer Service

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 make
best efforts to contact the Customer within twenty-
four (24) hours.

((Five-Deollars-{$5)-ereditto-eustomer
aeeount:)) $5.00 credit

operater)) Cable Operator.

In the case of difficulties that cannot be resolved,
the supervisor shall make best efforts to contact the
((eustemer)) Customer within four (4) hours and
resolve the problem within forty-eight (48) hours
or within such other time frame as is acceptable to
the ((eustomer)) Customer and the ((eable

((Eive-DoHars-($5)-credit-to-customer
aeceotnt:)) $5.00 credit

Billing, Credits an:l Refunds

((Cable-eperatorcustomers ))Customers shall

receive a clear and concise bill monthly. The

{(eable-operator)) Cable Operator shall respond to
a ((eustomers)) Customer's billing inquiry made
by telephone or e-mail within forty-eight (48)
hours, and to a written billing inquiry within two
(2) weeks ((afterreceiving-it)) of receipt of the
linquiry.

((Hive-Dollars($5)-credit to-customer
aeeount:)) $5.00 credit

All ({eable-operator)) Cable Operators shall allow
thirty (30) days from the beginning date of the

applicable billing cycle before imposing an
administrative fee. If the bill is not paid within
forty-five (45) days from the beginning date of the
aoplicable service period. the ((cable-operator))

((Five-Delars{$5)-credit to-customer
aceount:)) $5.00 credit
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§Cable ble Operator may perform a "soft" disconnect.

R

if a ((eustemer’s)) Customer's bill is not paid
within fifty-two (52) days of the beginning date of
the applicable service period, the ({eable-operator))
Cable Operator may disconnect the ((customer’s))
Customer's service, but only upon showing that it
has provided ten (10) day’s notice to the
{(eustemer)) Customer that such disconnect may
result.

((Five-Dolars (S5 -ereditto-customer
aeeount)) $5.00 credit

If a ((eustemer)) Customer requests disconnection
of any or all services, billing for affected services
shall end on the same day, or on the future date for
which the disconnect is ordered. All ({(eable
eperator)) Cable Operators shall issue a credit or
refund within fifteen (15) business days after the
close of the ((eustomer-s)) Customer's billing cycle
following the return of the equipment and request
for disconnection.

| ((Bive-doHar{$5)eredit)) $5.00 credit

((to-eustomer-aeceount)) or refund if the
((eustomer’s)) Customer's account has
closed

Deposits shall accrue interest at a fair market rate.
Within ((fifteen-15)-business)) ten (10) days after
termination of service for any reason, the ((ecable
operator)) Cable Operator shall repay any deposit
with a statement showing accrued interest to the
((custemer)) Customer, less any sums owed to the

((eable-operator)) Cable Operator.

((Bive-Dellars$5y)) $5.00 credit ((to
customer-aceount)) or refund if the

((eustemer’s)) Customer's account has
closed

Respectful Treatment of ((Customer’s)) Property

Cable O((e))perators shall replace any trees or
shrubs damaged during any installation or repair

v((eﬁ—the—eus%emer—’s—pfepeﬂy)).

Cable ((e))Operators shall restore any damaged
property to the same condition it was before
damage occurred.

((FenDeolars{$16))) $10.00 credit plus

any additional repairs or reimbursement
if the Cable Operator fails to replace or
rep_alr the damag

((—”Peﬂ-DeHafs—@}@))) $10.00 credit plus
any additional repairs or reimbursement
if the Cable Operator fails to replace or

epalr the damaged gropem

|
|

Cable ((e))Operators will give notice to property
owners before entering premises, specifying the
work to be done. In the event of an emergency, the
((eable-operator)) 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.

e O R B

((@eﬂ—DeHars—@w})) $10 00 credit if the

Cable Operator fails to provide notice or
enters premises without permission. plus
any additional repairs or reimbursement

| All ((eable-operator)) Cable Operator personnel

shall clean up ((the-area-surrounding)) debris

caused bv the Cable Overator’s activities at a work

((Fen-Dolars($10))) $10.00 credit plus
((any-additionalrepairs)) cleanup and
disposal of debris

26
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site and properly dispose of cable materials. %

Services For Customers With Disabilities

All ((eable-operater)) Cable Operators will deliver |

and pick up converters at the home of
{(customers)) 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 ((eable-operater))
Ca‘ble O erato

((Eive-DoHars{$5) ereditto-customer

aecount:)) $5.00 credit

cabl ' )) Cable Operators will provide
TDD/TYY service through trained operators who

can provide any assistance regularly available from
a CSR at no charge.

((Eive-Dollars($5)-creditto-customer

aceetnt)) $5.00 credit

Cable ((e))Qpera)faors will install, at no charge, any
closed captioning device purchased by a hearing-
impaired ((eustomer)) Customer.

((Erve-Dolars£$5) credit to-customer
aeee%t—)) $5.00 credit

Cable Operators will provide free use of a
converter remote control unit to mobility-impaired
{(customers)) Customers.

| (Five Dollars {$5))) $5.00 credit ((t0
eustomer-account;)) and provision of

remaote control unit

CUSTOMER INFO

RMATION

pon installation, or at a ((eustomer’s))

Customer'’s request, ((eable-operater)) Cable

Operators will provide the following requested
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, interactive

TV, Internet service, remote and on standard VCR
hookups;

E. Billing, collection and disconnect policies;
F. Customer privacy requirements;
G. Complaint procedure, containing the City

or the designated agency to whom the

Provide ((eustomer)) Customer with the
requested information. $5.00 credit for
failure to provide

{(eomplaints)) Complaints should be addressed;
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H. Use and availability of A/B switch;

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

J. Special services for ((eustomers))
Customers with visual, hearing or mobility
disabilities;

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

Cable ((e))Operators shall provide ((eustomers))
Customers and the City with written notification of
any change in rates, programming, or channels at
1east thirty (30) days before the date of the change

((EiveDellars {$5Y)) $5.00 credit((+te

eustomer-aecount)) for each affected
((eustomer)) Customer

((EveﬁLem-p}eyee—ef-e&kﬂe—epe;a{efs—meeﬁmefe
with-customers-with-have-visible-an-identification

eard-with-theirname-and-photesraph:)) Al
officers, agents, and emplovees of the Cable
Operator, its contractors and subcontractors in
personal contact with the Customer shall have a
visible identification card with their name and
photograph and shall orally identify themselves

upon first contact with the Customer

((Fwe—DelJfafs-(#Sé)—ereéiHe—a&s{emef

aeeonnt:)) $5.00 credit

All CSRs shall Identlfy themselves orally to callers
glmmedlately following the greeting during each
[telephone contact with the public.

((Erve-Dolars {85 eredittocustomer
aeeount:)) $5.00 credit

Each CSR, technician, or employee of the ((eable
eperator)) Cable Operator in each contact with a
((eustomer)) 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 ((sustomer))
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.

((Ehve-Delars$5)-eredit-to-customer
aceount:)) $5.00 credit

CUSTOMER PRIVACY

{{“the-customer-has-the-ehotce ot eithera

28
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When the ((eable-operater)) Cable Operator

3 ¥ tla
sht Ef]. oS } b E]] d z_g‘“ss
dod ina franchi .
N

For any violation of privacy per SMC

Bive Dollars ($5)eredi L affected
eustomer:))

The Customer has the choicé of either a
check for $100.00. or a credit to

Customer account in the same amount.

SAFETY

B,

A T

receives notice that an unsafe condition exists with
respect to its equipment, the ((eable-eperator))
Cable Operator shall investigate such condition
immediately, and shall take such measures as are
necessary to remove or eliminate any unsafe
condition.

At least Twenty-five Dollars (825) a day
for each twenty-four (24) hour delay in
responding to ({(eustemer)) Customer
safety concerns ’

SATISFACTION GUARANTEED

Cable ((e))Operators will guarantee ((eustomer))
Customer satisfaction for every ((eustomer))

Customer who requests ((basic-or-expanded-basie
cable-service)) new or upgraded Cable Service or

The ((eustemer)) Customer will have the
opportunity to cancel ((basie-or-expanded

serviee)) upgraded Cable Service or
Other Service within thirty (30) days

Other Service.

{((afteractivation)) of receiving the
service and receive a pro rata credit in an
amount equal to the pro rata charge for

the remaining days of service being
disconnected if the Customer is
dissatisfied with the service, except
where a free promotion has been offered,
there shall be no charge of any kind for
the service or for disconnection of the

Section 2. If any clause, sentence, paragraph, or part of this ordinance, or the application

29

thereof to any person or circumstances, shall for any reason be adjudged by a court of competent
jurisdiction to be invalid, such judgment shall not affect, impair, or invalidate the remainder of this

ordinance, or its application fo other parties or circumstances.
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Section 3. 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.

Passed by the City Council the M day of (% ?gg L:Q , 2002, and signed by me in open

session in authentication of its passage W‘“ day of Cii}/mD , 2002.

185 2

{ =ty

/7 | ity Clerk

(Seal)

30




City of Seat,ﬂe

W Gregory I. Nickels, Mayor

Office of the Mayor
March 26, 2002

Honorable Peter Steinbrueck
President

Seattle City Council
Municipal Building, 11® Floor

Dear Council President Steinbrueck:
I'am transmitting the attached ordinance for Council consideration.

The proposed legislation amends Seattle Municipal Code Chapter 21.60 and enhances the Cable Customer Bill of
Rights by addressing changes in technology and incorporating the experience gained since the Bill of Rights was
adopted in 1999. This Ordinance proposes to: ‘

1) Prohibit cable companies from collecting or disclosing any information regarding the extent of any individual
subscriber’s viewing habits or purchases made over the cable system without the prior affirmative consent of the
subscriber, or a legitimate business purpose related to the service.

2) Require cable companies to fully and completely disclose customer rights and the limitations imposed on a
cable operator’s collection, use, and disclosure of personal information in clear language. '
3) Require cable companies to provide stamped, self-addressed post cards which customers can mail in to have
their names and addressed removed from any lists which the cable companies might use for purposes other than
the direct provision of service to those customers.

4) Establish without ambiguity that a customer, once “opting out” of the cable company’s mailing list, is
permanently removed from that list unless that customer subsequently requests inclusion on such list.

5) Provide for $100.00 credit to a customer per violation of any privacy provision by a cable operator.

6) Impose monetary sanctions of $500.00 per occurrence on cable operators for violations of their reporting
requirements.

Thank you for your consideration of this legislation. Should you have questions please contact the Tony Perez,
Office of Cable Communications, Department of Information Technology at 6-0070.

Sincerely, X s ;%\ ,, ,/Y‘\
:7%“ % Lo Sl
H%&%% w&’%ﬂj

LS

GREG NICKELS
MayorSead S

o, %
Nereng %

700 Fifth Avenue, 39 Floor, Seattle, WA 98104-5065
Tel: (206) 684-3378, FAX: (206) 684-3620; E-mail: mayorelect. nickels@ct.seattle. wa.us
An equal employment opportunity, affirmative action employer. Accommiodations for people with disabilities provided upon request.



Fiscal Note Template

Each piece of legislation that is financial in nature requires a fiscal note. The fiscal note should
be drafted by department staff and should identify operating, capital, revenue, and FTE impacts
of the legislation. After preparation by departmental staff, the City Budget Ofﬁce will review
and make necessary revisions before transmittal to Council.

Department: Contact Person/Phone: CBO Analyst/Phone:
Information Technology | Tony Perez/6-0070 Lee Belland/3-3778
Legislation Title:

AN ORDINANCE related to cable services; amending SMC 21.60 by amending the Customer
service standards for cable Customers, known as the “Cable Customer Bill of Rights.”.

Summary of the Legislation:

This legislation amends the existing Cable Customer Bill of Rights (Ordinance 119402) by
addressing changes in technology and incorporating the experience gained since the Bill of
Rights was adopted in 1999. The legislation strengthens ptivacy protections; clarifies that the
Cable Customer Bill of Rights (CCBOR) applies to cable services as well as other services
delivered over the cable system, such as interactive television and Internet; imposes monetary
sanctions for violations by cable operators; and more clearly defines a complaint, thereby
clarifying reporting requirements and making cable operators more accountable.

Background (Include justification for the legislation and funding history, if applicable):
With advances in interactive digital technology, such as interactive television, the potential to
create new, convenient and exciting personalized services to cable customers also presents the
potential for unwarranted invasions of Customer privacy. This legislation seeks to protect
Seattle’s citizens’ expectation to privacy and to provide choice in permitting Customers to make
informed decisions about the degree of private information they are willing to relinquish. In
addition, since the Cable Customer Bill of Rights, a strong consumer protection ordinance, was
adopted in 1999, the City has learned what provisions of the CCBOR warranted reconsideration.
Currently, there is no definition of complaint, which has lead to incomplete reporting by cable
operators with resulting diminished ability to monitor compliance. Similarly, lack of monetary
sanctions has minimized the City’s ability to gain compliance. In addition, the 1999 legislation
was silent on whether the CCBOR applied to Internet and other cable services.

Public Private Partnership Review Status:
Is the project referenced in the legislation subject to P4 review? If yes, identify P4 review to
date.

N/A




Is the legislation subject to public hearing requirements? If yes, what public hearings have
been held to date?
No

Fiscal Sustainability Issues (related to grant awards):
None

Estimated Expenditure Impacts:

FUND- -(List # and/or Account) 2002 2003 2004

TOTAL

One-time $ 0 On-going$ 0

The proposed legislation is not anticipated to increase City costs as compliance monitoring will
be performed by existing staff and through customer notification.

Estimated Revenue Impacts:

FUND - (List # and/or Account) 2002 2003 2004
Cable Franchise Fee Subfund TBD TBD TBD
' TOTAL TBD TBD TBD

On-going$ TBD

One-fime $ TBD

The revenue impact of the proposed legislation is unknown at this time. Fines will be levied at
$500 per violation, with the fund deposited into the Cable Franchise Fee Subfund per City policy.
Total revenue will depend on compliance with cable regulations and identification of violations
by the City. It is believed by Cable Office staff that minimal fines will be levied, as cable
companies are expected to comply with the terms of the new regulations.

Estimated FTE Impacts:

FUND - (List # and/or Account) 2002 2003 2004

TOTAL

# Full Time # Part Time # TES

The proposed legislation is not anticipated to increase City costs as compliance monitoring will
be performed by existing staff and through customer notification.




Do positions sunset in the future? If yes, identify sunset date?
N/A

Other Issues (including long-term implications of the legislation):
The long term impact of the legislation will be to strengthen consumer protection for Seattle
citizens.
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From: Lee Belland S / 7
To: Alien, George “ //4 1.5 | ‘4@9;\

Date:  3/27/2002 11:49 AM o g
Subject: ftitles : . ‘ QM@TQ}M
George -

Here are the tifles for the two pieces of legisiation as amended by CBO. | will dowhat | can to get the legisiation through the Executive feview process
as soon as possible, but the second Ordinance needs some significant work.

Lee
\/MAN ORDINANCE relating to cable services; amending SMC 21.60 by amending the customer service standards for cable Customers, known as the
i "Cable Customer Bill of Rights."
H

vf./f‘Kﬁ'E?RDINANCE rejating to Cabie Franchsie Fee Revenues; increasing the appropriation of the 2002 Budget of the Department of information
Technology; transfering cash; creating positions, some of which are exempt, alf by three-fourths vote of the City Council.
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Margaret Carter - Fwd: titles

From:  George Allen

To: Carter, Margaret ¥
Date: 3/27/2002 12:59 PM

Subject: Fwd: titles

Please include these on referral calender.

Thanks
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ORDINANCE VA

AN ORDINANCE related to cable services; amending SMC 21.60 by amending t}ie Customer service
standards for cable Customers, known as the “Cable Customer Bill ofRights.”

WHEREAS, pursuant to federal law, a franchising authority such as the City"i)f Seattle has established
and enforces Customer service requirements on a Cable Operatof' and

WHEREAS, the City currently monitors Customer Complaints through 1ts Office of Cable
Communications; and

WHEREAS, the City has determined that amendments are in or<1er to make the Cable Customer Bill of
Rights more responsive to Seattle citizens; and

WHERFEAS, technological changes have occurred which vgei;rant updating consumer protection; and
.-?Pg:h

WHEREAS, the City has an interest in ensuring greatez;iip’!rivacy for its citizens; and

NOW, THEREFORE,

3
7
.!};Jf

BE IT ORDAINED BY THE CITY OF SILATTLE AS FOLLOWS:

4

Section 1. SMC 21.60.800 thrqﬁ}gh SMC 21.60.820, known as the Cable Customer Bill of

Rights, is hereby amended as follows: ’

1 21.60.800 POLICY

The ((eable-operator)) Cgﬂgle Operator shall be permitted the option and autonomy to first
res-oiv-e {( e&s&emef)) Customer mqumes and complaints without delay and interference from the City.

Where a given ((eeﬂﬂﬁézl-aim)) Complaint 1s not addressed by the ((eable-operator)) Cable
Operator to the ((e&s%emer-’-s)}f_(}ls_to_m_er_'g satisfaction, the City may intervene. In addition, where a
pattern cf, or unremedied, qéﬁcompliance with the Standards is identified, the City may prescribe a cure

and establish a thirty {30) day deadline for implementation of the cure. If the noncompliance is not
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cured within thirty (30) days, monetary sanctions of up to $500.00 may be imposed to encourage
compliance.

These Standards are intended to be of general application; however, the ((eab )

Cable Operator shall be relieved of any obligations hereunder if it is unable to per;fo’ﬁn due to a region-

- wide natural emergency affecting a significant portion of the franchise area. ljﬁé ((eable-operator))

/
Cable Operator is free to exceed these Standards o the benefit of its ((eus{gﬁ%&ef)) Customers, and such

shall be considered performance for the purpose of enforcing these Stz}naards.

y
These Standards are supplementary to any {(customer)) Castomer service requirements in any

existing franchise agreements between a ((eable-operator)) Cable“bperator and the City. The provisions
7

“contained in ((the—-ordinance-codifiedn)) this subchapter an;,d"':in existing franchise agreements should be

interpreted consistently wherever possible. Where the prg‘%}isi(ms of this subchapter 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-purpseses-of)) the

| requirements for maintaining in-City service centérs as specified in SMC 21.60.820B, the privacy

provisions of SMC 21.60.830F, and for assessjég credits, refunds, or other specific remedies under -

&

Scheduic A ((hex

}) of this subchapter, shall control over any

inconsistent franchise provisions.
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21.60.810 DEFINITIONS

When used in these ({eustomer-service-standards-(the-“standards?))) Customer )S'éi'fvice

Standards (the "Standards"), the following words, phrases, and terms shall have the q;é;lnings given

below.

sub-eentraeters-))shall have the meaning set forth in Section 602(5) qf‘%he federal Communications Act.,

47 U.S.C. §522(5).

”Cable Services” shall mean (a) the one-way transmiﬁéion to Customers of video

programming, or other programming service, and (b) Custorher interaction, if any, which is required for

the selection and use of such video programming or othgfpro gramming service.

“(Cable System,” shall have the meaning se’g‘,;fé)rth in Section 602(7) of the federal

| Comraunications Act, 47 U.S.C. § 522(7).

"City" shall mean the City of Seattle, ﬁfashington.

“Complaint” shall mean any issue péised by a Customer that is a violation of the Table

Customer Bill of Rights.

"Customer” means any persoq;%vho lawfully receives Cable Services ((ef-any-sext)) or Other

Services fron: the ((eable-operator)) Qé{bie Operator.

"Customer Service Repreg%ntative" ("CSR") means any person employed by the ((eable

operator)) Cable Operator to assigf; or provide service to ((eusteraers)) Customers, whether by
answering public telephone }inegs’i writing service or installation orders, answering {(custosner))
Customiers” questions, receivilfg and processing payments, or performing other ((customer)) Customer

service related tasks)
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“Other Service,” means any wire or radio communications service, including, but not limited

to, any interactive television or Internet Service, provided through the use of any of the facili@ié"s ofa

Cable Operator that are used in the provision of a Cable Service.

5

"((Nen-standard-installation)) Non-Standard Installation” means any instal}éf%ion of cable

services that requires the installation of facilities from a point more than one hundred twenty-five (125)
feet from the ((eustemer’s)) Customer's property line to: (1) for a prewired dwelhng unit, the federal
demarcation point; or (2) for an unwired dwelling unit, a point ndt less t%afftweive (12) inches from the
exterior wall of the dwelling unit; or (3) any underground installation:}ji{an area where plant facilities are

not underground; or (4) any installation calling for multiple outletggﬂl a dwelling unit; or (5) a-

4

commiercial installation.

"Normal ((business-henrs)) Business Hours" means the hours of ({eight)) 8:00 a.m. to
((seven)) 7:00 p.m., Monday through Friday, and ((Hiﬂﬁ))ﬂ:.;fé:()o a.m. to {(fiwe)) 5:00 p.mv., Saturday,

excluding legal holidays.

"Normal {(eperating conditions)) Operatigé Conditions" means service conditions within the

control 0f the C((e))able O((e))perator. Those co;iiﬁtions that are ot within the control of the ((eable -

eperator)) Cable Operator include, but are not 11m1ted to, natural disasters, civil disturbances, power

outages, telephone network outages, and se\gére or unusual weather conditions. Those conditions that are

ordinarily within the control of the ((e—abieﬂpepatsr)) Cable Operator inclade, but are not limited to,
special promotions, pay—jperv_view eventgif frate increases, regular peak or seasonal demand perieds, and
maintenance or upgrade of the ((eab%%s%em)) Cable System.

"Standard ((i))lnstaﬂation"sjgiférégneans (1for an unwired dwelling unit, an installation of cable
service to the ((eustomer’s)) Custorfriiter's dwelling unit located up to one hundred twenty-five (125) feet

from the existing distribution systqin, plus additional inside wire and at least one (1)outlet sufficient to
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1 || receive cable services; and (2) for a prewired dwelling, the .installation of cable service to the federal
24 demarcation point located on the ((subseriber’s)) Customer's property up to one hundred twenty-five
3 | (125)_feet from the ((eustomer’s)) Customer's property line, sufficient to receive cable serv1ces and
4 || where the prewired equipment will allow the Cable System to meet all Federal Commgnigations

5 || Commission (FCC)technical requirements.

& 21.60.820 Customer service.

71 A Courtesy

8 All employees of the ((eable-operater)) Cable Operator shall E;.‘éﬂcourteous, knowledgeable and

9 || helpful and shall provide effective, timelv and satisfactory service i all contacts with ((eustemers))

101l Customers.

11§} B. Accessibility .

oL The {(eable-eperator)) Cable Dperator shall provj.ﬂf: at Jeast one (1) service center for each.

1241 seventy-five thousand (75,000) ((enstoraers)) Qgstonlergfserved,, located at a safe, visible site within ((is

14\l service-area)) the City of Seattle, that is handicapped vﬂzi’i:cessible, and ].oc:ated‘along mass transit soutes.
i5 it Except as otherwise approved by the City, all serv@ﬁc centers shall be open Moaday through Friday from

16 1 ((eight)) 8:00 a.m. to ((seven)) 7:00 p.ay., and Sgﬁlrdays from ((wire-))9:00 a.m. to ((fve)) 5:00 p.m,,

17| excluditig legal holidays, and shall be fully stg%fed on-site with CSRs offering the following services to

181 {(evstemers)) Customers who come fo the gﬁiﬁrvice center: bill payment (including the ability ‘fo't)r_ovide

19|} change and Customes receipts), equiptment exchange, processing of change of service requests, and

26 1| response to { (eﬁs%eméf)) Customer inqtﬁﬁes and requests. The City may approve alternatives for service

>

2i || centers that provide substantially equ;iqlcnt' services. {(effering le

22 %}%eﬁ%&se%e—afeﬁ,—&t{m} ie-3as-general-aceess:)) The ((cable-operator))
731| Cab'e Operator shall post a sign at ;_é:ach service center advising ((ststomers)) Customers of its hours of

t
T2
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operation and of the addresses and telephone numbers ((at-whiek)) to contact the City and the ((eable

epefafeef))’Cable Operator if the service center is not open at ((the-times-posted)) other than Normal

Business Hours. The ((eable-operater)) Cable Operator shall provide free exchanges of faulty converters

.-j’

at the ((eustomer’s)) Customer's address.
CSRs will be avaﬂable to respond to ({eustomer)) Customer i mqumes dunng ((normal-business

hewvrs)) Normal Business Hours The ((eable-operater)) Cable Operator shall mamtam local or toll free

telephone access lines that shall be available during ((ﬁefmal—bﬁsmesshq}i%s)) Normal Business Hours

for service/repair requests and billing inquiries.

The ((eable-operator)) Cable Operator shall have dlspatchers and technicians on call twenty-

- four (24) hours a day, seven (7) days a week, including legal hohdays for emer, gem Y pUrposes.

The ((c—abﬁ.eepef&tef)) ‘Cable Operator shall retain s,ufﬁczent Customer Service Representatives

and te?ephmw fine capdmty o ensure that telephone calls to servzce/repair and. bﬂlmg mquiry lines are

| answered by a CSR within *hu'ty (30) seconds or 15» and that any transfers are madf within thirty (30)

-seconds. - The Customer shall be able to speak Wlth z:i Customer Service Representative within five (5)

minutes. These standards shall be met no less than ninety (90) percent of the time, measured menthly

under { Qﬁemawpmﬂg—eeam)) Nommi‘()ncratmg Conditions. Comﬁh ance with this standard

shall be reported on a quarterly basis.

‘The total number of calls receif;ing busy signals shali not exceed three (3) percent of the total

telephone calls: This standard shall ue met ninety (90) percent or more of the iime, measured monthly

| under ((ﬂeﬁﬂalﬂpefaﬁﬁgeeﬁéﬂeﬁs}) Normal Operating Conditions.

The Cabie Qperator ahaﬁ dlso retain sufficient Customer Service Representatives and

| telephone line capacity to ensure;é?‘?.hat a Customer shall make coutact with a human being within five (5)

N
ST,
Fra Ry
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| minutes. In addition, the Cable Operator telephone line shall provide Customers placed on hold with an

automated message informing them of the approximate hold time.

C. Responsiveness ; : 7

1. Guaranteed Seven-day Standard Installation and Service. The ((e—&bl%eperatef)) Cable

Operator shall complete all ((standard-installatiens)) Standard Installations and §=é§;'vice Repairs
requested by ((eustomers)) Customers within seven (7) business days after a_rc;gﬁ%rder has been placed
unless otherwise requested by the {(eustomer)) Customer. If the ((eus{emeii)) Customer requests a

((non-standard-instaliation)) Non-Standard Installation, or the ((eab}e—eé;fafeef)) Cable Operator

determines that a ((ﬁeﬁ-s%aﬁdafé—mst-&ﬂaﬁeﬁ)) Non-Standard Insi‘allanon is requu‘ed the ((eable

- operator)) Cable Operator shall provide the ((eustemer)) Cus Customer in advance w1th a total installation

cost estimate and an estimated date of completion.
All underground cable drops from the curb to 'thcv:iiome shall be buried at « depth of no fess

than twelve (12} inches, and within no more than ((eraeﬁ—))) two (2) calendar weeks from the 1mt1d1

nstallation, or at g time mumaﬂy agreed upon oel Wﬁyﬂ the {{eable-operator)) Cable Cperator and the
((eustomer)) Customer.
2. Residential Installation and Segl_c,g Appointments. Customers requesting installation of

cable service or repair service to an existing.jﬁstaliaﬁon may choose any four (4) hour block of time for

the installation appointﬂlmt during (( £s)) Normal Business Hours. The ((eable

eperater)) Cable Operator {(;

rer-))shall provide Customers the

option of service or installation appoi;iltments weekday evenings until 7:00 p.m. and a minimum of four

hours on Saturdays at the request otand for the convenience of the Customer.” The ((eable-operator))
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1{| Cable Operator may not cancel an appomtment with a ((eﬁs{emer)) Customer after ((ﬁ&te—e‘%@@))) 5:00

2 || p-m. on the day before the scheduled appointment. /

6 || Installation or provide 2 self-addressed stamped response postcard to alb@ustomers i 1s installation

F
7

7 1 materials to assure overall Customer satisfaction with the work conm:féted The Cable Operator shall

i

8 || maintain records of a reasonable sample of Customer responses.

9| The ((eable-eperator)) Cable Operator shalf be deem;:ﬁ to have responded to a request for
10 || service under the provisions of this section when a ‘techniciaffi arrives within the agreed upon time; ((;

111l ands4h)) If the ((eustomer)) Customer is absent when the ter‘lmman arrives, the techmuan {Jeaves-a

; .ﬁetl—am%ﬁ—jmd—few&mﬁe—%epyeﬁhﬁ—ﬁe{ i€ st-by-tha-cable

EY

13 {1 eperater)) shall verify the appomtimeni with hls/hcr dl spatcher by telephone while at the Customer’s

14 i -door and leave written notxﬁca‘rmn of arrival tmle arzd return fime. A copy of that notification shzll be

15§ kept by the Cable Operator. In such circumstaxg’bes, the ((eable-operator)) Cable Operator shaﬂ contact
| i

16§ the ((eus%smef)) Customer within forty-ei ghtf 48) hours. In the event that a technician arrives without a

17 i prior appointment and the Customer is abse_;fzt, it shall not be deemed that the Cable Operator has

181} responded to a request for service. i

§

i9 If 4 ((sable-operater)) Cable O_f)era‘tor representative fails to keep an {(

20 || reasen)) installation or service appointrflent for any reason, the ((eable-operator)) Cable Operator will

H
%

21 i} contact the ({(enstewner)) Customer befére the 2nd of the scheduled appointiment. and reschedule the

H
4
i

22 i} =ppoiniment at a time convenient for the ((eustomer)) Customer.

i
b
i
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3. {(Restdential-Service-Interraptions:)) Outages In the event of system outages (loss of

reception ((en-ati-channels)) of sound or video or interactive television, or failure of Intemet or e-mail

,/

connections) resulting from ((eable-eperator)) Cable Operator equipment failure affectmg five (5)or

more {(eustorners)) Customers, the ((eable-eperator)) Cable Operator shall correszt such failure within

two (2) hours after the third ((eustemer)) Customer call is received. All Cust(}mers who call the Cable

Operator to report an outage shall receive credit for the entire day on wh1ch the outage occurred and for

each additional day the outage continues. The Cable Operator shall notlfy the City of anvy outage of at

least four (4) continuous hours that affects at least ten percent (}O%)of 1ts Customers.

The ((cable-operater)) Cable Operator shall correct alLfother service interruptions resulting

from ((eable-operater)) Cable Operator equipment failure w1§;hm twenty-four (24) hours.

All {(serviee)) outages and service interruptions_fbr any cause beyond the controf of the

| {{eable-opersior)) Cable Operator shall be corrected thnm twenty-four (24Vhonrs after the conditions

beyond its control have been corrected.

4. TV Reception and Cable Modem Int@?gnet Connection. ((The-sable-operator-shall-previde

s that s

)“) The signal guality‘ provided by the Cable Operator shall

meet or exceed technical standards establis}_l_féd by the United States Federal Communications

Cormmission (FCC). Cable rnodem Intemgs‘%;‘t connections shall meet speeds advertised by the Cable

Operator and shall be always on, The ((sab%eepeﬁ%ef\) Cable Operator shall render efficient service,

make repairs promptly, and interrupt sefvice only for good cause and for the shortest time possible.

Scheduled interruptions that the ( (eablbepefatef)) Cable Operator anticipates will last more than four (4)

hours shall be preceded by at least tw;anty-fo ur (24) hour's notice, and shail occur during periods-of

minimum use of the systein, prefera‘g‘gly between midnight and((-six€6:06})) 6:00 a.m. Notification of a
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planned outage mav be by an insert into the monthly bill or by telephone, supplemented with onigcfeen
7

/’
messages announcing the planned outage. Cable modem Internet Customers may receive mﬁiﬁcation by

e-mail. /

If a ((eustemer)) Customer experiences poor ((viéee%*dé«a*eeepﬁen—))gi’@al quality or

7/
interruptions of interactive television or cable modem service atiributable to the {(cable-operator’s))

Cable Operator's equipment, the ((eable-eperater)) Cable Operator shall requg’fd and repair the problem

no later than the day following the ((eustomer)) Customer call provided tha:ffthe Customer is available.

If an appointment 1s necessary, the ((eusterner)) Customer may choose gf four (4) hour block of time

during ((nesmal-operating-hours)) Normal Business Hours. At the ((ﬁétstemeris)) Customer's request,

* the ((eable-operater)) Cable Operator shall repair the problem at egﬁ%ter time convenient to the

((eustorner)) Customer. The Cable Operator shall provide Custp"?mers the option of service or installation

appointments-weekday evenings until 7:00 p.m. and 2 mimgﬁun of four (4) hours on Saturdays,

5. Probiem Resolution. {(Fhe)) A ((eableepefafeev’—s)) Cable Operator's CSRs shall have the
authority to provide credit for igtempted service or any of the other credits listed in Schedule A, to
waive fees, to schedule se;vicc appointments and tg;éxange billing cycles, where appropriate. Any
difficulties that cannot be resolved by the CSR s‘frall be referred to the appropriate supervisor who shall
contact the {(eustemer)) Customer within four (4) hours and resolve the problem within forty-eight (48)
hours or within such other time frame as is a?ieptable to the ((eustemer)) Customer and the ((eable

eperator)) Cable Operator.

§

6. Billing, Credits, Refunds, and Deposits. * ({Cable-operator)) Custémers will receive a clear

and concise bill every month. To be cogisidered clear and concise, due dates shall be required. and a bill ,

shall be issued, even if the Custumer hés a zero balance. The ((eable-eperater)) Cable Operator

10
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~ ’telephone or e-mail within forty-eight (48) hours ((an

| period. If a ((eustomer’s)) Customer's service bill is not paid w1thm that period of time the ((cable

~eperator)) Cable Operato_l may apply an adrninistrative fee to the ((eustomers)) Customer's account. If

21l the applicable service period, the {(eable-eperator)) Cabi;w Operator may pc!fl‘b‘n;:u a "seft" disconnect of

if the ((sustomer's)) Custemer's service. Ifa ((s—&%emer—’s}\ Customer's service bill is not paid within fifty-

il notice to the ({eustomer)) Customer that sum digconnection may result.

! Customer, less any owed or diqufed amounts, within fifteen (15) business days after the close of the

- disconnection. The ((e-able—epéfafeef)) Cable Operator shall issue a credit or refund to a ((custoraer)) {

03/27/02 .
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shall respond to a ((eustomer’s)) Customer's billing inquiry, general question, or comment made by

afterrecetvingit)) The Cable Operator shall respond in writing to a written billing inquifgf, general

question or comment within two weeks of the postmarked date of the letter. The Cabie Operator shall

provide the option of a mailed bill and pavment to Customers upon request.

The ((eable-operater)) Cable Operator shall allow at least ’fhn’ty(% 0) days from the beginning

date of the applicable billi‘ng cycle for payment of a ((custerner’s)) Cuéfomer’s service bill for that
the ((custoner’s)) Customer's service bill is not paid Withi{;f’%orty—ﬁ‘;fe (45) days of the beginning date of

two (32) days of the beginning date of the applicg;}igie service period, the ((cable-operater)) Cable

Operaior may disconnect the ({etstomer’s)) C}Iétomer‘s service, provided, it has fn'o vided ten (10) days

if a ((eustemer)) Customer reqy}ésts disconnection of any or all services, billing for affected - {
services shall end on the same day, or on the future date for which the disconnect is ordered. The |

({eustomer)) Cuastomer shall not be rr;;éponsib le for i(cable-services)) Cabie Services delivered after the

request. The ((eable-operator)) Ca};ie Operator must refund any credit balance owed the ((sastomer))

({eustemes’g)) Customer's bi.lli.dé cycle following the return of the equipment and request for

11
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Customer within fifteen (15) business days after the close of the billing cycle following the return of the

equipment and request for disconnection.
/'/

: -
Deposits shall accrue interest at a fair market rate. Within ten (10) days after termination of

service, the ((eable-operater)) Cable Operator shall repay any deposit with a statemgﬂ’é showing accrued

interest to the ((eustomer)) Customer, less any sums owed to the ((e—ab}e—epera{er)) Cable Operatof.

1. Treatment of Property Owner's Property. Trees and shrubs or Q}Iier landscaping on a

((eustomer’s)) Custonier’s property that are damaged by the ((eab}e—eper—a{eé%)) Cable Operator, or any

employee or agent during installation or construction for the Customer or in the process of serving

adjacent structures, shall be restored to their prior condition or replq;,ééd. Trees and shrubs shall not be

‘removed v/ithout the prior permission of the owner of the properti‘ on which they are located.

The {(eable-operstor)) Cable Operator shall, at its OWh cost and expense, and in a manner .

- approved by the property owser and the City, restore any property to as good condition as before the

1 work causing such disturbance was initiated. The ( (e&b}?epefatef)) Cable Operator shall repair, replace .

or compensate {{a))all property owners for ((any)) dax;r—fage§ resulting from the ({eable-aperatois)) Cable

Operator's installation, construction, service or repair activities for a Custormer.

Except in the case of an-smergency ingélving public safety ot service intermption to a large

number of ((subseribers)) Qggm, the ((éal?;é-epefatef)) Cable Operator shall give reasonable notice
1o property owaers or legal ténants prior to emenng upon private premises, and the notice shall specify
the work to be performed; provided that, mthe case of construction operations such notice shall be
delivere_:d or provided at Ieaéf twenty‘fogrf(%) hours prior to entry. Nothing herein shall be construed as
authorizing access or entry to private Qf;peﬂy, or any other property, where such right to access or entry

18 nat otherwise provided by law. If éamage is caused by ((eable-eperater)) Cable Operator activity, the

{(eable-operater)) LCable Operator sh“‘all reimburse the property owner on¢ hundred (((:66))) percent

12
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(100%) of the cost of the damage or replace the damaged property For the mstalla‘ucm of pedestals or
other major construction or installation projects, property owners shall also be noyiﬁed by mail or door

hanger notice at least one (1) week in advance. In the case of an emergency, ‘;he ((eable-operator))

Cable Operator shall attempt to contact the property owner or legal tenantk_;iﬁ person, and shall leave a

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

The ((eable-operator)) Cable Operator shall clean all areas. éﬁn‘ounding any work site and
ensure that ali cable materials have been disposed of properly.

D. Services for Customers with Disabilities. For any ((eustomer)) Customer with a disability,

| the ((eable-operater)) Cable Operator shall at no charge dgi’i:;fer and pick up converters at ((eustomer’s))

converter-to-the-cable-operater:)) _In the case of :p’ialfunctiuning equipment, the technician shall provide

and install substitute equipment, ensure that 1t!s working properly, and return the defective equipment to

the.Cable Operator.

The ((eable-operater)) Cable O}i%rator shall provide TDD service with trained operators who

can provide cvery type of assistance reff&ered by the {(eable-operater’s)) Cable Operator's CSR for any

hearing-impaired ((eustomer)) Cust Customer at no charge.,

The ({eable-operater)) Cahle Operator shall provide free use of a conveiter remote control unit

‘to mobility-impaired ((eus%emefs)) Customers.

Any ((eastemef)) Cgs‘co mer with a disability may request the special services described above

i by providing the ((eable—eperatef)) Cable Operator with a letter from the ((eustomer’s)) Customer's

physician stating the neeu or by mamng the request to the ((eable-operator’s)) Cable Operator's instailer

| or service technician, whgere the need for the special services can be visually confirmed.

13
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annually: and (3) at any time the Customer requests, the Cable Operator shall provide thé following

information, in clear, concise written form:

Products and services offered by the ((eable-operater)) Cable Oneratop mcludmg its channel

lineup. Thirty (30) days prior to the Cable Operator changing its channel hneup, the Cable Operator

shall provide subscnbers with the revised channel lineup;

The ((e&bleepefafer—s)) Cable Operator's prices and optlons for programming services,

conditions of subscription to programming and ((e%hef—seﬂaees)) Other Services, and policies

_concerning changes in services offered, notification of changes disconnection and servics dewngrades.

1§ Thirty (30) days prior to the Cable Operator changing any: f the above, the Cable Operator shall provide

subscribers with the changes;

These ((s))Standards, with Schedule A, and any other applicable ({eastomer)} Cusiomer

service stagdards. A written copy of these Standﬁi‘ds or a summary approved by the City shall be -

.-f

provided to Customers at mstaliation and anrﬂallv, an on-line version shall be considered acceptable

annual disscmination of the standards to Lable modem Internet Custoniers;
Installation and service maint_gé‘nance policies, including the ((eustemer’s)) Customer's
responsihilities for equipmoend;

mstructmn on the use of able TV service((s)), remote control and on standard VCR hookups;

@
Z

insiruction on the use of interactive television it provided by the cable operator;

Tnstruction on the usc of cable modem service;

((Hraﬂael—pesr?eﬂseﬁpmgmmmi&g;))

14
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Billing and ((e))Complaint procedures, including the address and telephone number of the

({eable-operater’s)) Cable Operator's offices, the ((eable-operator’s)) Cable Operator's p Olz'ici"gs on

deposits and credit balances, returned check charges, refunds for disruption of servicgz;éfr poor reception

e

and telephone numbers and descriptions of services of the FCC and the City's Ofﬁce of Cable

Communications;

Policies concerning protection of ((eusteser)) Customer privagyfj The Cable Operator shall

include a postage paid seif-addressed maiil back postcard for opt-out p.u":i"poses;

- Use and availability of parental control/lock out device;i_j"‘a

Special services for ((eustomers)) Customers with d;’ﬁs‘i;bilities including any other discounts

1 required by the franchise;

Days, ((tares-))hours of operation, and 1ocati_gﬁs of the service centets.

A sample of all noﬁs:és provided to the {(eas%emer)) _Qg;stomej shall be filed (by fax.

acceptable) 'ccncufrenﬂy with the Cify.

The ((eable-operater)) Cable Opéragor shall provide ((eustomers)) Customers with written
notification of any changes in programmigé, services or channel positions as soon as possible in writing

and, when it becomes techuologically géasible, through anno uncements on the ((eable-system)) Cable

System. Customers shall be given a description of the changes, their options ((Gnecludingcosts))) for

| changing services they receive, phone number for questions and effecrive date. Customers shall not be

#

- charged a fee for changing sexvmeq as a result of above notice. Notice must be given to {(enstemess))

Customers a minimum of thxrty (30) days in advance of such changes if the change is within the control

of the ((eable-operator)) Cable Operator. In addition, the ((eable-eperater)) Cable Operator shall notify

((eustemers)) Customers thjﬁy'(3 0) days in advance of any significant changes in the other information

15
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required by the preceding subsection. Channel lineup changes that result from a ((eab}%epef&te?%))

Cable Operator's rebuild of its Cable System are exempt from the thirty (30) day notice rqgfﬁrement.

All officers, agents, and employees of the ((eable-operator)) Cable Operatqrfﬁs contractors
and subcontractors who are in personal contact with ((eable)) ((customers)) Cusgofi;iers shall have visible

identification cards bearing their name and photo graph((as—&ppfel%eé—by{he;@%y)). The ((eable

operator)) Cable Operator shall account for all identification cards at all:;-ij"fhes. Every vehicle of the

((eable-eperater)) Cable Operator used for providing services to Cus:_té(;ners shall be clearly visually

‘identified to the public as working for the ((eable-operator)) Cab;‘lé;()nerator. All CSRs shall identify

themselves orally to callers immediately following the greetig;lé during each telephone contact with the

public. Officers, agents, and emplovees of the Cable 0139r‘ét0r, its contractors and subcontractors shall

identify themselves to the Customer when making a s\fe’g/ice call or instaliation.

* Ali €SRs, technicians and employees ofihe ((eable-operator)) Cable Operator in every contact

with a ((custemer)) Customer shall state the esjgiﬁated cost of the service, repair, or installation orally

‘prior to delivery of the service or before any‘work is performed, and shall provide the ((eﬁs’eemef})

{{ Customer with an oral statement of the tgfgl charges before terminating the telephone call or before

leaving the location at which the Wcr.lg;f'ij\fas performed.
All promotional méteria}.%fgdvertising cable services shall accurately disclose price terms. For

non-agutcmated ordérs, the CSRs gﬁall make clear the price of pay-per-view and pay-per-event

- programiming before an order igfgtaken. The {(eable-eperater)) Cable Operator shall distribute

promotional material in multb-umt buildings only with the approval of the building owner. The ((eable

il eperater)y Cable Operatoy §ﬁall not condition the provision of ((eable-services)) Cable Services on the

receipt of such approval. -/
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The ((eable-eperater)) Cable Operator shall not charge ((eustomers)) Customers f@’r any

| operatorto-its-customers:)) In addition to complying with the péquirements in this Subsection, a Cable

¢ Operator shall fully comply with all obligations under 47 1) 5.C. § 551.

1, Definitions i

3

“Affiliate,” for purposes of ‘Lh_i‘g_‘S‘ubsecﬁon,_Fi, shali mean any person Or entity thai is owrned or

il -controlicd by, or under common.ownership or cont rol with, a Cable Operator, and provides any Cable

“Cookie,” for purposes of this Subs_é%tion F, shall mean a data file or ether data collectioi,

monitoring or recording device, equipment, facility or software that is used to collect, monitor, record or

i1 observe Personally Identifiable Informatigﬁh on the computer or other equipment of a Custorer

(regardless of whether such equipment iS owned or leased by the Customer or provided by a Cable

Operator?, or on any of the facilities of a Cable Operator that are used in the nrovision of Cabie Service.

“Necessary,” for purposes _ﬁ)f this Subsection F, shall mean required or indispensable.

“Non-cable-related purpo__;sfe,” for purposes of this Subsection F, means any purpose that is not

Necessary to render, or conduct 2 Iegitimate business activity refated to. a Cable Service or Other

| Service provided by the Cable Oﬁérator to a Custonies.

17
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“Personally Identiﬁable Information,” for purposes of this Subsection F, means sﬁéciﬁc

7
mformation about a Customer, including, but not be limited to, a Customer’s (a) logiq ihformation, (b)

i

extent of viewing of video programming or Other Services, (¢) shopping choices, (d) interests and

opinions, {(€) energy uses, (f) medical information, (g) banking data or informgﬁbn, {h) web browsing

e
%

activities, or (i) any other personal or private information. “Personally Idg:ﬁiiﬁabie Information” shall

not mean aggregate information about Customers which does not iden}iﬁ particular persons.

2. Collection and Use of Personally Identifiable qug}rnation

(a) A Cable Operator shall not use the Cable System collect, record, monitor or observe

§

Personally Identifiable Information without the prior affirmative written or electronic consent of the

‘Customer unless, and only to the extent that, such informgﬁon is: {a) used to detect unauthorized

reception of cable communications, or (b) Necessary to'render a Cable Service or Other Service

provided by the Cabie Operator to the Customer,

{(b)_ A Cable Operator shall prevent an Affiliate from using Cookies 10 the exient such

cess to Personally Identifiabie Information. This

‘Subsection F.2(b) shall not be interpreted to:prohibit an Affiliate from obtaining access to Personaily

| entity (other than Affiliates)from usi

\'Id.entiﬁab:%e Infermation to the extent oth twise permitted by this Subsection F,

i ¢) A Cable Opezator shall take such actions as are reasonably necessary to preveat a person or

Cookies to the extent that such Cookies will permit such person

o entitv unauthorized access {0 ‘t”er'&onaﬂv identifiable Information.,

3. Disclosure of Personally Identiﬁiable Information

A Cable Operat@ha]lhgt disclose Personally Identifiable Information without the prior

affirnative wriiten or electronic consent of the Customer, except as follows:

18
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j

(a) A Cable Operator may disclose for a N on-cable-related purpose the name and address qffﬁ

Customer to any general programming tiers of service and other categories of Cable and Othepsgxervices

provided by the Cable Operator if the Cable Operator has provided the Customer the opppﬁ‘ﬁnitv to

prohibit or limit such disclosure in accordance with this Subsection F and Section 631 of the federal

Communications Act, 47 U.S.C. § 551, and such disclosure does not directly or ;néirectlv disclose:

i. A Customer’s exient of viewing of a Cable Service or Other Sgrvice provided by the

(Cable Operator;

=)

The extent of any other use by a Customer of a Cable Serv1ce or Other Service provided

by the Cable Operator, including, but not limited to'a disclosure of the particular viewing

ce or Other Service, or the particular

selections by a person subscribing to a Cable S

web sites visited by a Customer to cablequéém service (i.e., a Cable Operator may only

disclose the fact that a person subscribes to cable modem service); or

- 5. 'The naturs of any transactions made by a Customer over the Cable System of the Cable -

Dperator.

- ib) A Cable Operator niay (lisclose.’f‘ersonaﬂv Identifiable Information only to the extent that

it is Necessary to render, or conduct a legi thate business activity related to, a Cable Service or Other

¢ Customer.

{c} To the extent required by fi deral law, a Cable Operator may disclose Personally

Identifiable Information pursuant to a gﬁbpoena or valid court order authorizing such disclosure, or to a

governmental entity.

4. Access to Inforiation

19
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1 Any Personally Identifiable Infofmation gathered and maintained by a Cable Operatgr"ghall be

2 || made available for Customer examination within thirty (30) days of receiving a request bva Customer to

3 || examine such information at the local offices of the Cable Operator or other convenig;fffplace within the

&

4 it City designated by the Cable Operator. Upon a reasonable showing by the Custo fer that the

A ]

information is inaccurate, a Cable Operator shall correct such information.

6 5. Privacy Notice to Customers

~3

{a) A Cable Operator shall annually mail a separate, written privacy statement to Customers

8 i consistent with 47 U.S.C. § 551(a)(1), and shall provide a Customer a copy of such statement at the time

9 |} the Cable Operator enters into an agreement with the Customer:to provide Cable Service or Other

10 || Service. The written notice shall be in a clear and conspicuous format and be printed in ten point type or

114} larger.

12 {b)_In the statement required by Subsection F.5(a), a Cable Operator shall state substantially the

3 it following regarding-the disclosure of Customer information: “Unless a Customer affirmatively consenis

144 electronically or in wﬁting to the disclosure of personally identifiable information, any disciosure of

15 1| personally identifiable inforrnation for pumosc;é? other than to the extent Necessary to render. or conduct

16 1 alegitimate business activity related to. a Cable Service or Other Service, is limited to:

1 ‘ (1) disclosm'e pursuantto a subpoez; or valid court or;ier alithorizingv such disclosure, or to a

iR govenwnental entity, But only to the extent required by applicable federal law.,

19 (i) disclosure of {he name and a&éress of a Customer to any general programming tiers of sérvicc ’
20 and other categories of cable and Other Services provided by the Cable Operator that do not

21 directly or indirectly disclose: , ' ‘ §
22 {A) A Customer’s extent of viewing of a Cable Service or Other Service provided by |
23 ' the Cable Opé}ator,‘

24 ﬁ

20
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(B) The extent of any other use by a Customer of a Cable Service or Other Sewjge

/

provided by the Cable Operator, including, but not limited to, a discl@gure of the

N » - “ . . - 'J' "
particular viewing selections by a person subscribing to a CableService or Other

Service, or the particular web sites visited by a Customer qﬁ’éable modem service

(i.e., a Cable Operator may only disclose the fact that 23;:6erson subscribes to cable

&
a/

modem service); or

(C) _The nature of any transactions made by a Cu’stongé? over the Cable System.”

The notice shall also inform the Customers of their right tgcﬁﬁrohibit the disclosure of their names

and addresses in accordance with Subsection (b) for Non-cabigﬂ’i;elated purposes. This opportunity will

be presented in the form of a postage paid, self-addressed pg‘st card, provided by the Cable Operator

with the privacy notice or other manner acceptable to the Office of Cable Communications. Ifa

Customey exercises its right to prohibit the di sclosupé of nersonally identifiable information, such

&

prohibition against disclosure shall remaiu in effect permanently, unless the Cusiomer subseguently

notifies the cuble Operator in writing that it wishes 10 permit the Cable Operator to disclose personally

identifiable information.

S

6. Privacy Reporting Requirement

The Cable Operator shall inclu}cffé in its quarterly report to the City required by SMC 21.60.830D

information sammmarizing:

fa)

1. the type of Personally I;éentiﬁable Information that was actually collected or disclosed during

the reporting period;

2. foreach type of Perg‘fohallv Identifiable Information collected or disclosed, a statement

sufficient to demonstrate that the Personally Identifiable Information collected or disclosed

21
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was: (A) collected or disclosed only to the extent Necessary to render, or conduct a ig:g’fﬁmate

i

business activity related to, a Cable Service or Other Service provided by the Ci/ibﬂa Operator;

rd
¥

(B) used only to the extent Necessary to detect unauthorized reception of cab’ié

#
2

communications:; (C) disclosed pursuant to a subpoena or valid court gr'fier ortoa

governmental entitv to the extent required by federal law ; (D) narpéé and addresses disclosed

in compliance with Section 3 (a) of this Ordinance; or (E) a dig_c{bsure of personallv

identifiable information of particular subscribers, but only t_d}the extent affirmatively consented

to by such subscribers in writing or electronically.

i

7;

3. the names of all entities to whom such Personaﬂyﬁfdentiﬁable Information was disclosed,

sxeept that a Cable Operator need not provid @,;fhe name of any court or governmental entity to

which such disclosure was inade if such dl';s'{éiosm'@ would be inconsistent with applicable

- federal law;

Describe measures that have been takén or could be taken, to prevent the unauthorized access to

Fersonally Identifiable Informationsby a person other than the Customer or the Cable Operator,

including, among other things, a;&escription of the technology that is or could be applied by the

- {able Operator to prohibit unaﬁthorized access to Personally Identifiable Information, including

vaauthorized access to such Iff%rsonaﬂy identifiable Information by the use of Cookies.

7. Nothing i this Subsq%tit)n F shall be construed to prevent the City from obtaining

- Persopally-identifiable Infomxat;fbn to the extent not prohibited by section 631 of the Communications

Act, 47 18.C. § 851,

22
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1 8. Any aggrieved person may commence 2 civil action for damages for invasion of privacy

2 11 against any Cable Operator.

3 9. Destruction of Personally Identifiable Information

4 A Cable Operator shall destroy, within ninety (90) days, any Personall_yf‘fclentiﬁabie Information

51| if the Personally Identifiable Information is no longer Necessary for the purpose for which it was

61| collected and there are no pending requests or orders for access to such:Personally Identifiable

7 i Information under Subsection 3 of this Subsection, pursuant to. a cquf'}t order, or pursuant to Section 631

S || of the Communications Act, 47 U.S.C. § 551.

9 ' G. Safety. The ((eable-operater)) Cable Onerator_,_:sf.lall install and locate its facilities, Cable
i0 )] System, and equipment in compliance with ali federal, st_g;fé, local, and company safety standards, and in
11§ such manner as shall not unduly interfere with or endaﬁ:ger persons or property. Whenever the ((eable

12 || eperator)) Cable Operator receives notice that an unsafe condition exists with respect o its equipment,

13| the ((esble-operater)) Cable Operator shall invesrigate such condition immediateiy, and shall take such

14 || measures as are Necessary to remove or elirninate any unsafe condition.

15 “H. ~ Satisfaction Guarantegfi. The ((eable-operater)) Cable Operator shall guarantee

16 1 {((custemer)) Customer satisfaction {or gi‘i?ery ((custonrer)) Customer who requests new instailation of

174 Cable Service. video, interactive te_lexﬁéion or Cable modem Internet or addsfa'hy additional

18 || programming service (o the»{(e&smﬁieris)) Customer's cable subscription. Any such ((custemer))

194l Customer who adds ({basie-or)) eg{banded basic or other higher tier of video service, inieractive
20 television, or cable modem serv;'__éiie to his or her account, and then requests ((disconneetion))

21 i discontinuation of such upgrac@éd service within thirty (30) days, ((sk

53 disconnested)) shall not be charged for such upgraded service.

23
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21.60.830 COMPLAINT PROCEDURE

A. Complaints to the Cable Operator. The ((eab}e—opeﬁatef)) Cable Operator sball establish

written procedures for receiving, acting upon, and resolving ((e&stome—r—eempl&m%g)) Customer

Complaints, and crediting ((eustemer)) Customer accounts in accordance w1th company policies or

Schedule A: "Credits to Customers”, ((wh%eh—sehed!ﬂe—}s—meefpe;a{ed—))herem whichever is greater, and

shall publicize such procedures through printed documents at the ((eable—epeﬁ'&er—s)) Cabie Operator's

_sole expense. For violations of this Ordinance, credits shall be m;ad,_e to the Customier’s account. In the

event that the Customer no longer receives Cable Service or Otho‘r Services from the Cable Operator, the

Cable Operatm shall issue a check o the Customer within tmrtv ( 30) days of the resolution of the

Complaint.

Sa;id written procedurﬁs shall nrescribe a simpie ((manner)) process{(da)) by whick any

{(custemer)) Cuolomur may submit 2 \(ee}ﬂplramt)) Complamt i1 person or by telephone, ¢lectronic mail

or in writing to the ((eable-eperater)) Cable Opera*or (€ it ted-any)) regarding ait ‘.;;ilogo& '

13 ] Vlolatmn of any pmvzslon of these ((eﬂs%emef-&efﬁee—a%aﬁéarés)) Customer Service Standards, any

Al viorms or conditions of the {{eﬂs&»mer—s)) Cust ymer's contract with the r\\ea%le—,ejaefatei-_)) Cable Operaior,

-OF vreasonab}e business practices.

i) Within fifteen (15)

calendar days afler receiving a Corrii:)laint the Cable Operator shall notify the Custonier of the results of

_its investigation and its proposed actzon or credit. ir the Complaint is in writing, a written response shall

- be sent to the Customer within ﬁfteen (15) days of 1'ec:emt

",

a‘tg:x

24

g
-
el




—

RSE:LB T e
03/27/02 _ 4

k cablebiltofrightsI.B.doc

{Ver. TVer. )

The ((eable-operator)) Cable Operator shall also notify the ((eustemer)) Customer of the,

.v‘,;

((eustomer’s)) Customer's right to file a ((eomplaint)) Complaint with the City in the event thtj;f/

((eustomer)) Customer is dissatisfied with the ((eable-operator’s)) Cable Operator's decisioﬁ; and shall

((thereughly-))explain the necessary procedures for filing such ((complaint)) Complam w1th the City.

The ((eable—eper—a%er—s%emp}am{)) 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‘_zg’ffthese ((s))Standards or the
effective date of any franchise granted by the City, whichever occurs ﬁrst the ((eable-eperater)) Cable

Operator shall deposit with an escrow agent approved by the Clty aysecunty deposit of fifty cents(($.50)

| per ((eustemer)) Customer. The escrowed funds shall conatxtute the security funds for ensuring

t,omphancu with these stanaards for the benefit of the ley The escrowed funds shall be reviewed and

| maintained anmially ¢ oy the ((cable-operator)) Cable Operamr at the level of fifty Lents (5.50) per

“((eustomer)) Customer per year, and will be repleﬂwhed within fourteen (14) days in the svent that

amounts greater than ten percent (10%) of the requ},f'ed fund are withdrawn.

The security fund shall serve as secunty for the payment of any penalties, fees, charges or

| credits as provided for herein and for the nerfo rance by the ((e&b%e—ewatef)) Cable Cable Cperator of all its

obligations under these ((e&steme%ﬁeﬁ%e—stane}&fés)) 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 agy applicabie franchise agreement or authorized by !aw, and no

| action, proceeding or exercise of a ri ght_;S?With respect to same shall in any way affect, or diminish, any

i other right the City may otherwise hayﬁé.

C. Complaints to the City. Any {(eustemer)) Customer who is dissatisfied with any proposed

((decision)j disposition of ((the)) a Complaint by a ({(eable-eperater)) Cable Operator or who has not

25
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received a decision within the required fifteen (15) day period ((as-required)) shall be ent@;&éd to have
the ((complaint)) Complaint reviewed by the City, /

/

The ((eustomer)) Customer may initiate the review either By calling the ,(/Zi/;cy or by filing a

| written ((complaint)) Comglamt by letter or in electronic form, together w1th the ((eable-eperator’s))

Cable Operator's Wmtten decision, if any, with the City.

7

/
y

The ((eastem?er)) Customer shall make such filing and notiﬁggtion within twenty (20} days of

| receipt of the ((eable—epef&tef—s)) Cable Operator's decision or, 1f no deasmn has been provided, within

thirty (30) days after ﬁhng the original ((complaint)) Complam Wlth the {(eable-operater)) Cable

..f

- Operator. ‘ S

If the City decides that further evidence is waﬁf:anted the City may rs*quir'e the ((eable .

11 eperater)) Cable Omrator and the ({eustomer)) ( Custemer to submit, within ten (10) days of notice

| thereof, a vrritten staxement oi the facts and ur Ourx‘zents 1n sapport of their respective positions..

The ((mtbie*eeefatef)} Cable Qperamr and thu {(eustemer)) Customer shall produce anv
additional evidence, mciudmg any reports from the ((eable-operator)) Cable Operator, which the City
may deem necessary to an understandmg and determmatmn of the ((eemp}am&)) Complaint.

The City shall issue a determmauon within fifteen (15) days after examining the materials

submitted, setting forth the basis for }its determination. . SR :

The City mav§ extend the_s% time limits for reasonable canse aud may intercede and attempt to
negotiate an informal ; eeolumon

if the City determmes thai the ((customer’seomplaint)) Customer's Complaint is valid and that

the ((cable-operater) )) Cable Operator did not provide the complaining ((eustomer)) Customer with the

proper so!uuon and/or credit, t;he(_‘a ty may reverse any decision of the ((eable-operater)) Cable Operator:

% |1 in the matter and/or require the {(eeble-eperater)) Cable Operator to grant a specific solution as

26




RSE:LB

03727/02 :
cablebillofrightsi B.doc
(Ver:7Ver}

1|} determined by the City in its sole discretion, and/or any credit provided for in these standards;’for the

2 || City may provide the ((eustomer)) Customer with the amount of the credit (as set forth jﬂ";écheduie A)

3 || by means of a withdrawal from the security fund. | / g

4 D. Verification of Compliance. The ((eable-eperater)) Cable Opera;df shall maintain, in a
/o

5 || manner consistent with the privacy rights of ((custosers)) Customers, an ggdcur,ate and comprehensive

7 :
6 || file of (1) any and all ((eomplaints)) Complaints regarding the Cable S,yétem or the ((eable-operator’s))

7 {1 Cable Operator's operation of the Cable System, by number and type and their disposition; (2) service

8 || requests, ideniifying the number and nature of the requests an@,;fheir disposition; (3) service

9|} interruptions and their disposition; (4) required ((e&ble—epe@éef)) Cable Operator contacts with

10 || {(eustomers)) Customers after installation, and (3) Custcfner privacy informati on.as per SMC 21.60.820

L (F)6).

iz * Reports detailing comphance with the _s{andards hereinn shali be pr’ovidéd by the Table

1311 Company on'a quarterly basis, within 30 davsr,,{;f the end of the quarter. If the Cable Operator failsto - .

"14 j| providg such réports on a timely basis, or ifthey are incomplete, monetacy sanctions i up to 5500.00

15§} for the first quarter, up to $1000.00 for the second consecutive quarter of noncompliance. up to

16 | $1500.00 for the third consecutive _qgei%ter of noncompliance, and up to $2,000.90 for all cubsequent

17| consecutive non—compliant~quartersffma'v be imposed to encourage compliance. The ((eable-operater))

A

18 4| Cable Operator shall permit the Cuy to review and audit the information at any time during ((pewmat

19 || business-heurs)) Normal Business Hours upon reasonable notice.

20 E Overall Qualify?of Service. The City may evaluate the overall quality of ((eustemer))

214 Customer service pt;o.videgf By the ((eable-operator)) Cable Operator to ((eustomers)) Customers, in -

>

ZZ4 comjunction with any pel;ibnnaﬁce review provided for in the franchise agreement; or at any other time

aaaaaa
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at its sole discretion, based on the number of ((eﬁs%emePeemplra%ﬁts)) Customer Complaints received

directly by the City or reported by the ((eable-operator)) Cable Operator in its quarterly reports.

F. ((Neﬂeempkanee%&ts%emeﬁ%mee&aﬂdmés)) Procedure for Remﬁdvmg

Vlolatlons (

) 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 require in writing that the Cable Operator

remedy the alleged noncompliance. If the alleged noncompliance is der/ﬁéd or not remedied to the

/

satisfaction of the City, the City may impose monetary sanctions or follow other procedures set forth in

individual franchise agreements.

‘«'

Q&tﬁ%&a—feaseﬁ{e%eﬁewm&w-eab}e

WM%M&WMW}W&H%%W&&

{(H))G. Notice. At the City's requg:"gt, the ((eable-operator)) Cable Operator shall include on

|| s billing statement, in a clear and conspicupfus manner, information on how to’contac‘t the City's Office

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

;e .
7

limtted to, the address, teiephone numher and e-mail address of the Office of Cable Communications.

At least annuallv the ( (eab}e—epgfafeeﬂ) Cable Operator shall notify its ((customers))

Customers through a bill insert of tghe existence, location and function of the City's Office of Cable

Ceommunicaiions, and shall provigié a summary of Cable Custcmer Bill of Rights ((the-crdinance))

codified in this su’bchapter and th° remedies and procedures availahle to its ((eustomers)) Customers.

?
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Cable modem Internet Customers may receive such notification via e-mail if the Customer does not

recetve a written bill.

Schedule A - Credits to Customers

Standards of
Customer Service

Minimum Compensation
For Nonco;ﬁpliance

COURTESY | |

All ((eable-eperator)) Cable Operator employees
shali be friendl ¥ knowledgeabie and helpful ({in

((Fﬂle—DeH-ars{%S%-efed&-t&e%temer

account-)) $5 OO credit.

RESPONSIVENESS

“#((Cable-operater)) Cable Operaiors shall complete

1{(eustomers)) Customers secking ((ﬂeﬁ—s%aﬁédfé

| All underground cable drops shall be buned no

Linstallation, )

Guaranteed 7-Day Residential Installation and Service

((standard-installations)) Standard Installations and
service requested by a ((eustomer)) Customer
within seven (7 ) business days after order has been

iplaced. - g

Free installation, or one ((1) menth’s
basi¢ service, if the fee has heen waived
for promotional reasons; for a service
violation, $10 credit.

({Cable-operator)) Cable Operator shall provide /

installations)) Non-Standard Installations withia
tetal installation cost estimate and an Vstmﬂated
(date of completion. i

iFree installation, or one (1) month’s basic.

service, if the fee has been waived for
promotional reasons. '

less than twelve (12) inches deep and wg)rk shall be:
completed in no more than ((three-(33))two (2)
{(working-days)) calendar weeks from the

((Fwe—BeHaPs—@é)—eredH—te—eas%emep

aeeount-)) $5.00 credit.

o ((eable-operator)) Cable Operator ((customers))

Customers wanting installation of cable or service
may choose any four (4) hour time block during

((ﬁefma—kbﬁsmes&hems}) Normal Business Hours.

j Residential Installatmn and Service Appointments

AN A 3 o AT AI I

(€ :
account)) $10 00 Ll‘edit

e R

The ((eable-operator)) Cable Operator may not
mnce] an appointment with a ((customer))

1Customer after 5:00 p.m. en the day before the

laccount)) $10.00 credit, in addition to

: ocfleauied appointment.

leperater)) Cable Operdtor

((Fen-Deollars{$10)-eredit-to-customer

any guarantees offered by the {(cable

29 =
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1f a ((eable-operator)) Cable Operator cannot make

an appointment for any reason, the ((cable
eperater)) Cable Operator shall contact the

((custemer)) Customer before the end of the
scheduled appointment and reschedule at the
convenience of the ((eustomer)) Customer.

(Fen-Dellars($10)-credit-to-customer
cconnt;)) $10.00 credit, in addition to /
any guarantees offered by the ((e—able

operater)) Cable Operator.

If a ((eable-operator)) Cable Operator technician

arrives within the agreed upon time, and the
((eustomer)) Customer is absent, the technician
shall leave written notification of arrival and return
time, and the ((eable-operater)) Cable Operator
shall contact the ((customer)) Customer within
forty~e1ght (48) hours to reschedule.

account-)) $5.00 creditif the customer is
not contacted within tortxé—eight (48)
hours, 7

,'?'v

({ (Reﬁdeﬂ&aLSemee—In%eﬂuﬁ&ens)) __g_g:&

System outages resulting from ((eable-operater))

“}Cable Operator equipment failure affecting five (5)
or more {(eustomers)) Customers shall be
corrected within two (Z) hours after the third
4( (e&s%emex)) Customer call is received.

One (1) day 8 Aree service for each

(G
e&séemefs)) day in which there is an
outage for each Customer who repnrts an

utag‘ 2.

All other ; mtemzpttons resulting fron ( ((eable
\eperaten)) Cable Operator equipment faiture shall
be corrected w1fbm twenty-four (24 hours.

£S5

One (1) day’s free service for each .
((%weﬁty—feaf—heuf—delray—*ef-aﬁfee%ﬂé 7
eustomers)) day in which there is an
outa ge for each Customer who reports an

utage

All service outages or inierrupiions bevond the
control of ((eable-eperaters)) Cable Operators sh,al
be corrected within twenty-four (24) hours after’

i the ((cable-operator)) Cable O*oerator regams

: ,comml

one ( (1) day’s free setvice for each

((twenty-fourhour<lelay-for-affected
custemers)) day in which there is an
outage for each Customer who reports an

outage.

All {(eab 107)) Cable Operators shall make |
repairs prom pﬂy, and interrupt service (mly for
frood canse, dunng periods of minimumsuse of the
system, and for no more than twenty-four (24)
hours, except where unavoidable.

TV Reception Difficulties and‘Cable

i A

Modem Internet Connection
One (1) day’s free service for each

eustomers)) day in which there is an
outage for each Customer who reports an
outage.

All ((eable-operater)) Cable Operators shall

provide <lear television reception that meets or
1 :xceeds FCC technical standards.

One (1) day’s free service for each
twenty-four (24) hour period that
reception falls below FCC standards for~
affected ((eustemers)) C Customers

30
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All Cable Operators shail meet minimum speeds

One (1) day’s free service for each

advertised for Internet services.

é

twenty-four (24) hour period that speeds
fail to meet minimum advertised speeds
for affected Customers ¢

If a ((eustemer)) Customer experiences poor video

or audio reception due to ((cable-operator)) Cable
Operator equipment, the ((eable-operator)) Cable

One (1) day’s free service for eaeh

((Weﬂ%y—feﬁﬂmﬂ%de{ayééwﬁféeted

eustomers)) day after the Customer has

serviee-representatives)) Customer Service

1 Representatives shall be able to provide credit,
waive fees, schedule appomtments and cha:nge
blllmg cycles.

Operator shall repair the problem no later than the |called to complain and the pzmblem
next day, unless otherwise agreed to with the remains uncorrected. 7 g
((m%tomer

Problem Resolution
All ((e&bl&epefater)) Cable Operators ((eustomer | ((Ei

Jlaceount.)) $5. OO credrc

i
.;;'

Anv dlfﬁcuiues that cannot be resolved by the
Customer service representatives shall be referred
fo.a oﬂDGl’VlSOI’ who shall contact the Customer

| w1thm vithin twenty-four ur (24) ho! 1 (24) hours.

o et

((FP»‘G—B&H—&H—@-S)—G—F&&H—%&GHS%@W
ﬂGGGHﬂ{-*))$5 Co credlt

in tbe case of dxfﬁcuiﬁe< that cannot be resolved,
the supervisor shall contact the ((eustoraer))
Customer within-four (4} hours and resolve the
problem within fcrty—ezght (48) hours or within
“iisuch other time frame as is acceptable to the
{(customer)) Customer and the ((e&ble—epeica%e%))

Cable ggerator

((Fwe Pollars-($5)-eradit to-customer |

» %GGEH-‘E-)) $5.00 credlt

Billing. Creﬁlts and Refunds

Customers.shall receive a clear and cone1<e blll
monthly.

il (%%—Dellaf&@é)—efeértdeeﬂis%emef

aceount.)) $5 00 credit,

The ((eab}e—epera{ef 1) Cable Opemtur ~hall
respond to a {(eustemer’s)) Customer's bxllmg
inquiry made by telephone or e-mail within forty-
eight (48) hours, and to a written bﬂlmg nquiry
Srwathin (( :

(15) days of recelgt of t@e mgulry

(Fwe—Be-lla:sﬁé}-efedﬁ—teﬂstemer

laeeount)) $5.00 credit.

R i s T e o R A R
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All ((eable-eperator)) Cable Operators shall allow

thirty (30) days from the beginning date of the
iapplicable billing cycle before imposing an

administrative fee. If the bill is not paid within
forty-five (45) days from the beginning date of the

applicable service period, the ((eable-operator))

| Cable Operator may perform a "soft" disconnect.

((F}Ve@eﬂars—{&"%ﬁfediﬁeﬁﬁtemef i
aceount:)) $5.00 credit. '

If a ((eustomer’s)) Customer's bill is not paid
within fifty-two (52) days of the beginning date of
the applicable service period, the ((eable-operator))
Cable Operator may disconnect the ((custemer’s))
Customer's service, but only upon showing that it
has provided ten (10) day’s notice to the

((enstomer)) Customer that such disconnect may

~jiresult.

aeeeuﬁ%-)) $5.00 credlt-

1If a ((eustorner)) Customer requests disconnection
iof any or all services, billing for affected services

shall end on the same day, or on the future date for
which the disconnect is ordered. All ((eable
operator)) Cable Operators shall issue a credit or

refund within fifteen (15) ((business)) days after
the close of the { {(customer’s)) Customer's billing

cycle following the return of the equipment and
request for disconmection. i

%((F-H‘e-éaﬂaf—@%—efedﬁ)) ' $5.00 credit

((to-customeraceount)) or refund if the
((customer’s)) Customer's account has
do%ed

i

Deposits shall accrue mterest at a fair markat rate.

Within ((ﬁﬁ-een«besmess—@-é})) en ( 10} da}xa after

‘termination of service for any reason, the((cable
- |eperator)) Cable Operator shall repay any deposit

With a statement showing accrued interest to the
(e&s@eweﬂ) Customner, less any oums owed to the

((eable-operater)) Cable Operator.

(Frve-Dollars-(85))) 55.00 credit {(te
customer-aceount)) or refund if the
((eustemer’s)) Customer's account has-
closed.

——; {

Respectful Treatment of ((@ustemeH)) Property

Cab1° Oc(e))pcrators ohaﬂ replace any_trees or

(\en%he—eas%eiwn

i
i

i

((Ten-Polars{($16})) $10.00 credlt plus

any additional repairs or reimbursament.

Cable ((e))Operators shall restore any damaged
property to the same COﬂdli’lCl’JS it was before -
damage occurred. E

((FenDollars {510))) $10.00 crodit plus

any additional repairs or reimbursement.
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Cable ((e))Operators will give notice to property
iowners before entering premises, specifying the
work to be done. In the event of an emergency, the
((eable-operater)) 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.

((FenDoltars-($16Y)) $10.00 credit plus ||

any additional repairs or reimbursement:

All ((eable-operator)) Cable Operator personnel

shall clean up the area surrounding a work site and
properly dispose cable materials.

((Fen-DoHars($10))) $10.00 60 credlt plus

any additional repeurs

All ((eable-operator)) Cable Operators will deliver

and pick up converters at the home of
{(eustomers)) Customers with disabilities. In the
case of a malfunctioning converter, the technician
Ishall provide another converter, hook it up and
ensure that it is working properly, and shall return

the defective converter fo the ((eab}e—epefa’eef))
|Cable Operator.

Services For Customers Wlth Disabilities

( 3
aeeeaﬁ&)) SS."O'O credit.

AH ((E‘r&b}éﬁpei:d{ﬁf)) Cable Operators will provide |l

TDD setvice through trained operators who can
provide any a assistance regularly avaﬂable tmm a
CSR atno charge :

aeeeaa&)) §5.00 credit.

- 1Cable ({(o))Operators will install. at no charoe any
" iclosed captioning device purchased by a heanng—

1mpa1red {(eustemer)) Customer.
|

((E%Be}%ars—@%}—efed}%—{e—%wm
aee'e_em{:)) $5.00 credit.

Cable ((e))Operators will provide free use of a
iconverter remote conirol unit to mobthty—lmpaxred
((&ES"-@EH@{:S)) Customerc

((Erve-Dollars(3$53})) $5.00 credit ((te
e&s%eﬁ&er-aeeeaﬂé-)) and provision af
remote conirel unit, .
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CUSTOMER INFORMATION

R A

Upon installation, when the Cable Operator
proposes changes to rates or the channel
lineup, or at a ((eustemer’s)) Customer's
request, ((eable-eperator)) Cable Operators will
provide the following requested information
and credit information:

¢ Products and services offered;

s Complete range of service options and
prices;

» Customer service standards;

¢ Instruction on use of cable TV, interactive

TV, Internet service, remote and on
standard VCR hookups;

Billing, collection and disconnect policies;
- & {ustomer privacy requirements;
s Complaint procedure, containiiig the City
or the designated agency to whom the

;(eemja&&lﬁ%s)) Comnlamta should be
~addressed;

o Useand availabiﬁty of A/B switch;

» Use and availability of parental
sontrol/lock- out devics;

s Special services for ((customers)) ;
- LCustomers with visual, bearing or m0b111ty
disabilities; §

o Days, times of opcration, and mgatlor*s of
the service centers: ;

requested information. $5.00 credit for
failure to provide.

£
&

[Provide ((eustomer)) Customer with the |

ICable {fe))Operators shall provide ((eustomers))

ners with written notification of any change
11 Taies, programming, or \,hannelq&at least thirty

(FiveDellars{$5))) $5.00 credit((-te
customer-aceount)) for each affected.

{(enstemer)) Custemer.

(30) days before the date of the change.
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ofﬁcers agents, and employees of the Cable
Operator, its contractors and subcontractors in
personal contact with the Customer shall-have a
visible identification card with their name and
photograph and shall orally identify themselves
i %WQIst contact with the Customer

((M&Beﬂ%s—@é}—ereé&t—t&e&s&emef
account:)) $5.00 credit.

All CSRs shall identify themselves orally to callers
immediately following the greeting during each
telephone contact with the public.

aeee&ﬂt—)) $5 00 credxt

Each CSR, technician, or employee of the ((eable
operator)) Cable Operator in each contact with a
{(eustomer)) 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 ((eus—temef))
Customer with an oral statement of the total
charges befors terminating the telephone call or
before leaving the location at w}uch The woxk was
iperformed. . : S

( (Fﬁ%—DeHafs—@%—ePed-}t—t&e&s%emef
aeeea&&)) $5.00 credit.

P

Tor any violation of DﬂV&C‘y per SMC

i ~ CUST@MER PRIVACY
§ et it : ({(The-eustomerhas-the-choice-of cithera |
checkfor-atdeast-Ons Hundred-Dollars

(&L@@}—e%ﬁeéﬁ-we&&teﬁ}e%%%{—m
the-same-amount:

The Customer has the choice of ¢ither a
check for $100.00, or a credit to

21.60.820F of the Cable Customer - Bill of Rig

DR S W T
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§ . SAFETY

‘When the ((e&b}eoeper-a-ter)) Cable Operator

receives notice that an unsafe condition exists with
respect to its equipment, the ((eable-operator))
Cable Operator shall investigate such condition
mmmediately, and shall take such measures as are
necessary to remove or eliminate any unsafe
condition.

At least Twenty-five ($25) a day for each
twenty-four (24) hour delay in
responding to ((e&s{emer)) Customer
safety concerns.

7

SATISFACTION GUARANTEED

Cable ((e))Operators will guarantee ((eustomer))
Customer satisfaction for every ((eustorner))

Customer who requests ((basic-er-expanded-basic
eable-serviee)) new or upgraded Cable Service or

The ((custeomer)) Ci ‘Customer will have the
opportunity to cancel ((basic-orexpanded

serviee)) any.new or upgraded Cable
Service or @ther Service within thirty

Other Service.

1(30) days ((after-activation)) of receiving

the service at no charge.
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Section 2. This ordinance shall take effect and be in force thirty (30) days from and after its approyai by the

Mayor, but if not approved and returned by the Mayor within ten (10) days after presentatior{;.;-fi shall take

#
#
N
/

effect as provided by Municipal Code Section 1.04.020.

Passed by the City Council the day of ,20 agdi signed by me in open

session in authentication of its passage this day of , 20 ___

President of the City Council

Approved by me this day of ,20

Mayor

F1led by me this ] .day of , 20

City Clerk

(SEAL}




STATE OF WASHINGTON - KING COUNTY

~=~88.

N
144746 ([ No.120775 \
City of Seattle, Clerks N ) %

Affidavit of Public ation\"\ S

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 newspaper in Seattle, King County, Washington, and it is now
and during all of said time was printed in an office maintained at the aforesaid place of publication of this
newspaper. The Daily Journal of Commerce was on the 12 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

CT: RESOEUHON (Srdinance_

was published on

5/14/2002

/ Subscribed and sworn to before me on

5/14/2002

- 7 P F .
fve b flrprn
Notary public for the State of Washington,
residing in Seattle

Affidavit of Publication






