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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 City 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

WDEREAS, 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 ((eable opefat ) Cable Operator shall be permitted option and autonomy to first resolve

((eustonwef)) Custome inquiries and complaints without delay and interference from the City.

Where a given ((eamplaint)) Complai is not addressed by the ((eable oper-atof)) Cable

Operato to the ((euAomef1s)) 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
Lip

to $500.00 ((wil4)) may be imposed to

encourage compliance.

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

Cable Operator shall be relieved of any obligations hereunder if it is unable to perform due to a ((regien

)) force m~jeure event affecting a significant portion of the franchise area. The

eable oper-at ) Cable Operator is free to exceed these Standards to the benefit of its ((eustoffle

Custo-mers, and such shall be considered performance for the purpose of enforcing these Standards.
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These Standards are supplementary to any ((ewAefn~eef)) Customer service requirements in any

existing franchise agreements between a ((e--'.-I.e eper-a-ter)) Cable Operator and the City. The provisions

contained in ((the or-dinance 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 puToses ) the

reguirements for riiaintaining in-City service centers as specified in SMC 21.60.820B, the privacy

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

Schedule A ((hene4o, the provisions of this subehapter-e~)) of this subchgpter, shall control over M
incor,,sistent franchise provisions.

21.60-810 DEFINITIONS

When used in these ffetistemer- ser-viee standards 4he "standafds") ) Customer Service

I

Standards fthe "Standarq~n, the following words, phrases, and terms shall have the meanings given

below.

"Cable Operator"

s4 eeiitraetor-s ))shall have the meaning set forth in Section 602(5) of the federal Communications Act.,

47 U.S.C. § 22(5).

"Cable Services" shall mean (a) the one-~y~a transmission to Customers of video

programming, or other -pro -~-,ranirning service, and (b) Customer interaction, if
~Lny,

which is required for

the selection and usc of stil-h 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. § 5ZZL71.

"City" means the City of Seattle, Washington.

"Complaint" shall mean M 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 ((of any so or Other

Services from the ((eable oper.-or)) Cable Operator.

"Customer Service Representative" ("CSR") means any person employed by the ((eable

opefat,ff)) Cable Operator to assist, or provide service to ~(eustemer-s)) Customers, whether by

answering public telephone lines, writing service or installation orders, answering (~eustemef))
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Customers' questions, receiving and processing payments, or performing other ((eustemff)) Customer

service related tasks.

"Other Service" means M wire or radio communications service, including, but not limited

to, Oy interactive television or Internet Service, provided through the use Of aa of the facilities of a

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

"( I ~on standard insta4lektio ) Non-Standard Installation" means any installation of cable
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services that requires the installation of facilities from a point more than one hundred twenty-five (125)

feet from the ((eustomef's)) Ctistoiiier'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 CIJI~TtOtSin a dwelling unit; or (5) a

commercial installation.

"Normal ((business he )) Business Hours" means the hours of ((ei&amp;)) 8:00 a.m. to

((seven)) 7:00 p.m., Monday through Friday, and ((fline)) 9:00 a.m. to ((fwe)) 5:00
p.m., Saturday,

excluding legal holidays.

"Normal ((oplefat-mt, e-efiditions)) Operating Conditions" means service conditions within the

control of the C((c-))able 0((e))perator. Those conditions that are not within the control of the ((eabIe

opefate ) Cable Operator includc, btit are not limited to, natural disasters, civil disturbances, power

outages, telephone network oilita-ges, aiidl severe or unusual weather conditions. Those conditions that are

ordinarily witHn the control of the &amp;able oper Cable Operator include, but are not limited to,

special promotions, pay-per-view events, rate increases, regular peak or seasonal demand periods, and

maintenance o-I.- upgrade of the ( eable syste ) Cable System.

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

service to the ((eustewiefls)) 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 er-1111-
I

-If ,

s)) Customer s property up to one hundred twenty-five

(12 5)_feet from the ((eustemef!-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 oper-at ) Cable Operator shall be courteous, knowledgeable and

helpful and shall provide effective, timely and satisfactory service in all contacts with ((eustemer-s))

Customers.

B. Accessibility.

The ((eable oper Cable Operator shall provide at least one (1) service center for each

seventy-five thousand (75,000) ((eustenwfs)) Customers served, located at a safe, visible site within ((i4s

wniee the City of Seattle, that is hand"Icapped accessible, and located along mass transit routes.
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offerin,g the following services to ((eustonwfs)) Customers who come to the service center: bill payment

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

((ei&amp;)) ((())8:00(0)) a.m. to ((seven)) (ffl)7:00(())) p.m., and Saturdays from ((nine-))((0)9,00(())) a

to ((five)) ((())5:00(())) p.m., excluding legal holidays, and shall be fully staffed on-site with CSRs

fjfl'L-ILIIdiiivihe ability to provide change and Custon-~c equipment exchange, processing of

chzin-e of service requests, and response to ((eu_q&amp;nwf)) Customer inquiries and requests. The City may0

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

aeeess. ) The ((eable oper- ) Cable Operator shall post a sign at each service center advising

((etts~s)) Customers of its hours of operation and of the addresses and telephone numbers ((at

whieh)) to contact the City and the ((eable aper Cable Operator if the service center is not open at

A(4he Posted ) other than Normal BLi~~iness Hours. The ((eable opera )) Cable Operator shall

provide free exchanges of faulty converters at the ((eusteffie~)) Customer's address.

CSRs will be available to respond to ((eustome )) Customer inquiries during ((Hoffflal business

ho:ufs)) Normal Business Hours. The ((cable operat ) Cable Operator shall maintain local or toll free

telephone access lines that shall be available during ((nefmal business heufs)) Normal Business Hours

for service/repair requests and b i
1:

1 1 n inquiries.

The ( eable epefalef)) C~ible 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.

The ((cable operat ) 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)

4
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minutes. These standards shall be met no less than ninety (90) percent of the time, measured ((menth~y))

on a qu,,irlerly basis under ((fiefffia4 operating eenditi Normal Operating Con.ditions.~ Con,,pliance

with.this standard shall be reported on a quarterly 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

((niofith )) on a quarterly basis under ( nefina4 operating eenditi )) Normal Operating Conditions.

The Cable Operator.5.11,ill also retain sufficient Customer Service Representatives and

tel c
p,

h-one line c4pacijy to ensure that a Cu stomer s.12qll make contact with a human being within five (5)

minutes.

C. Responsiveness.

1. Guaranteed Seven-day Standard Installation and Service. The ((eable Operatef)) Cable

Operato shall complete all ((Stavdafd installations)) Standard Installations and Service Repairs

requested by ((ettstafnef s)) C ustomers within seven (7) business days after an order has been placed,

unless otherwise requested by the Customer. This standard must be met ninely-five perce

(95%) of the time under Normal_Qperating Conditions measured on a quarterly basis. If the

((eu4oinef)) Custome requests a ((non standard installatio ) Non-Standard Installation, or the ((eab4e

epefa4o )) Cable Operator determines that a ((non standard installa4i ) Nion-Standard Installation is

required, the ((eable opefat ) Cable Operator shall provide the ((eustffi*ff)) 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 three 3 rom the initialLIcalendar weeks f

installation, or at a time mutually agreed upon between the ((e_able Opef-a"Of Cable 0 erator and the

((eusteffief)) Custome
.

~

2. Residential Installation and Service Appointments. Customers requesting installation of

cable service or KMair service to an existing installation may choose any available four (4) hour block of

time for the installation appointment during ((normal businesa-liows)) Normal Business Hours. The

Cable Operator may sehedule serviee ea4is and other ins ta4lation aetivities

r-))shall provide

Customers the option of service or installation qppointments weekdqy evenings until 7:00 p.m. and a

minimumof four hours on Saturdqys at the request of and for the convenience of the Customer. The
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((eable oper- ) Cable Operator may not cancel an appointment with a ((eustoffle )) Customer after

((fi:ve (5:00))) ~.00 p.m. on the day before the scheduled appointment.

The ((eable apef ) Cable. Operator shall contact new Customers by telephone, mail, e-mail

)) or in person within two weeks after
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installation or provide a self-addressed gamped response postcard to all Customers in its installation

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

mtzintain records of a reasonablo s~e_Of C.,listomer responses,.

The ((eable opefata )) Lable Operator shall be deemed to have responded to a request for

service under the provisions of this sloction when a technician arrives within the agreed upon time.((~

a*4;4)) Lf the ((eustome ) Customer is absent when the technician arrives, the technician ((lea-ves

time, and a eop-, -f
.7

__ that notifioation is kept by the eable

operator-)) shall verify the VTointment ~,Njth his/her dispatcher by telephone while at the Customer's

door and leave written notification of tji-,iely arrival. A copy of that notification shall be kept by the

Cable Operator. In such circumstances, the ((eable eper ) Cable Operator shall contact the

((eustemer- ) Customer within forty-eight (48) hours. In the event that a technician arrives without a

p!iora pointment, and the Customer must be present for service to proceed, and the Customer is absent,

0. shall not be deemecd t at the Cable Opcrator has responded to a request for service.

If a ((eable operat )
Cable Operator representative fails to keep an installation or service

appointment for any reason, the ( eable ePe.-a+.--)) Cable Operator will contact the ((eustemer-))

Customer before the end of the scheduled appointment, and reschedule the appointment at a time

convenient for the ((eustemef)) Customer.

3. ((Residei-Aial Sefviee lpAeffupfians.)) Outages. In the event of system outages (loss of

reception ((on all chamiels)) of sound or -%.T-'deo or interactive television, or failure of Internet or e-mail

connections) 1, s0ting from ((eable 2+ator)~ Cable Operator equipment failure affecting five (5) or4_1C ap~

more &amp;u4offwr-s)) Customers, the ( e"le oper-at ) Cable Operator shall ((eaff eet sueh-failufe))

within two (2) hours after the third &amp;u4efaef)) Customer call is received. All

C Li s t oni ers who call the Cable Operator to report an outage shall receive credit for the entire day on

w.1 i I
cb Ole outa~ze occurred and for each additional day the outage continues. The Cable Operator shall

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

of its Customers.

6
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The ((eable opefateT)) Cable Opera',or Fliall ((eeffea)) initiate repairs to all other service

interruptions resulting from ((eable operat )) Cable Operator equipment failure within twenty-four (24)

hours.

A Cable Operator shall initiate repairs to Customer reported ((AR)) ((Serviee)) outages and

service interruptions, for any cause beyond the control of the ((eable opefater)) Cable Operator, ((shall

be eoffeeted)) within twenty-four (24) hours after the conditions beyond its control have been corrected.

4. TV Reception and Cable Nfodeiri Tnternet Conrlection. ((The cable operator shall provide

elear- television r-eeeption that meets oi- eNeeeds teelmieal standards established by the United S

Federal Commtmications Commission (K ) The signal qualily provided by the Cable Operator shall

meet or e-weed technical
...

shed bv the I

'I
li ited States Federal Communications

Corarnission (FCC). Cable i-~iodein hiteniet connect~icjnsstiall meet performance specifications

Lldvertistzd by the CLAble 0 erator. The ((eable operatEw)) Cable Operator shall render efficient service,

make repairs promptly, and interrupt service only for good catise and for the shortest time possible.

Scheduled interruptions that the ( eab4e opemt )) Cable Operator anticipates will last more than four (4)

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

durlrig periods of minimumuse of ti-ic system, preferably between midnight and((-six-"-))6:00a.m.

S tic! i rioti Fication of a planned outage niav take the fi)rm of a door hanger, a message or insert into the

moiit1-Jvb]J1, a telephone call, or su2p1cgicated with on-screen messages announcing the planned

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

If a &amp;u4arAer)) Oistorner experiences poor ( Video or audio feeeptioi+))signal qualij3T or

interruptions of Ca-He or Other Service aIL'tributable to the ( eable oper-at )) Cable Operator's

equipt-fient, the ((ea-bte~~t4ot)) Cable Opera-,or shall respond and repair the problem no later than the

day following the ((eustfflnef)) Custoi-tier call provided that the Customer is available and the repair c

be made within the allotted time. If ali appointment is necessary, the ((eustemer-)) Customer may choose

a four (4) hour block of time during ((normal opefating houf s)) Normal Business Hours. At the

&amp;ustomefLs)) Custonier's request, the ( eable aperat ) Cable Operator shall repair the problem at a

later time convenient to the &amp;ustemef)) Customer. The Cable Operator shall provide Customers the

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

(4) hoLirs ori Saturdqys.

5. Problem Resolution. ((The)) A ((eable oper-ater2-s)) Cable Operator's CSRs shall have the

I

authority to provide credit for interrupted service or any of the other credits listed in Schedule A, to

7
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waive fees, to schedule service appointments and to change billing cycles, where appropriate. Any

diffictil ties that cannot be resolved by the CSR shall be referred to the appropriate supervisor who shall

make best efforts to contact the ((ewstemef)) 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 ((eustome

Customer and the ((eable operatef)"; Cable Operator.

6. Billings, Credits, Refunds, and Deposits. ( Cable eper-atef)) Customers will receive a clear

and concise bill every month. To be e.o.n.si.dered clear and concise, due dates shall be required, and a bill

shall be issued. The ((eable operatef)) Cable Operator shall respond to a Customer's

billing inquiry, general question, or compientmade by telephone or e-mail within forty-eight (48) hours

((andA-a- a YTitten billing inquify within two _eMiig4t-,)) The Cable Qpqrm~Iprshall

responci in writing to a written b i Il in~), inq uj ry. general question or comment within two weeks of the

date of receipt of iie letter. The-C-able Operator shall provide the option of a mailed bill and pUment to

Custon-iers
:qpon rc_q~test.

The ((cable oper Cable Operator shall allow at least thirty (30) days from the beginning

date of Llie applicable billing cycle for pa-,Incnt of a ((eu4onwf2-s)) Customer's service bill for that

period. Tf a ((e*st&amp;mef!-s))CListomer's service bill is not paid within that period of time the ((eable

opef4e )) Cable Operator may apply an administrative fee to the ((ettstemer-'s)) Customer's account. If

the ((eustemefLs)) Custonier's service bill is not paid within forty-five (45) days of the beginning date of

the applicable service perilod, the ((eable Oper-Avaj--)) Cable Operator may perform a "soft" disconnect of

the ((ewAeffwFLs)) Customer's service, If a ((eustomer-'s)) Customees service bill is not paid within fifty-

two (52) days of the beginning date of the applicable service period, the ((eable operator)) Cable

Operato may disconnect the &amp;u4omt-i~ls)) Customer's service; provided, it has provided ten (10) days

notice to the &amp;ustonwr)) Customer that such disconnection may result.

If a &amp;w4enwf)) 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

&amp;ustomef)) Customer shall not be responsible for ((eable ser-viees)) Cable Services delivered after the

request. The ( eable eperatef)) Cable Opera! or must refund any credit balance owed the ((etfsteffier-

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

&amp;ustemeiFls)) Customer's billing cycle following the return of the equipment and request for

disconnection. The ((eable operator)) Cable Operator shall issue a credit or refund to a &amp;ustemef))

24
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CustoirjerAdthin fi-fteen (15) business days after the close of the billing cycle following the return of the

equ I-nitent and request for disconnection.

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

service, the ((eable eper-atef)) Cable Ope-ator shall repay any deposit with a statement showing accrued

interest tco the ((eustoffiieaf)) Custom
,

less any sums owed to the ((eable eper-a ) Cable Operator,

7. Treatment of Property Owner's Property. Trees and shrubs or other landscaping on a

((eustomer's)) Customer's property that are dania,(,,,ed by the ((eable oper- ) 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 replaced. Trees and shrubs shall not be

removed without the prior permission of the owner ((E)f lega4 tena ))of the property on which they are

located.

The &amp;able oper- ) 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 inltijted. The ((eable operat ) Cable Operator shall repair, replace

or con-,pensate ((a))all property owners for &amp;ny)) damages resulting from the ((eable eper-atefls)) Cable

0 -,erator's inistallation, construction, service or repair activities for a Customer.L

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

number of ( tibseizibers)) Custonjers, the )f)) Cable Operator shall give reasonable notice

to prop&amp;3` owners or tegal tenani's 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, o,. any other property, where such right to access or entry

is not otherwise provided by law. If damage is caused by ( eable operat ) Cable Operator activity, the

&amp;-,,4"perator)) Cabjl q 0 erator shall reimburse the property owner one hundred ((0")) percent

(100%) of the cost of the damage or replace the damaged property. For the installation of pedestals or

other maior construction or installation proiects, 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 ((e4b4-e-&amp;pefateF))

Cable 0 i)c rator shall attempt to contact tlie 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 operat ) Cable Opcrator shall clean all areas surrounding any work site of debris

cx_ised by the Cable Operator's activities ~Iffld ensure that all cable materials gre disposed

of properly.

D. Services for Customers wltb Disabilities. For any ((eusteme Customer with a disability,

the ((eable epefat ) Cable Operator shall at no charge deliver and pick up converters at ((eustemeitls))

the Customer's home((s)). ((In the ease of a malftme4ianing eeaveAer-, the teehnioian sha4l pi:avide

Fj_ - 6 and shall r-etufn the defeetiveanother eenveftef
,

hook it
tip

and ensufe that it is wo.-n-L, Pfeped~

eem,eFteF to the cable operator-.)) In the case of malfii.net-ioning Nuipment, the technician shall provide

and install sub%titute equipment, ensure that it is working propeft, and return the defect i ve equipment to

The ((eable opera )) Cgble Operator shall provide TDD/TYY service with trained operators
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who can provide every type of assistance readered by the ( eable opefat Cable OperaTor's CSR for

any hearing-impaired ((ctistotneF)) Custon,,er at no charge.

The ((eable oper-atof)) Cable Operator shall provide free use of a converter remote control unit

to mobility-impaired ((eustefner- )) Ct~stomors.

Any ((eusteme )) Custoiner ~vlifli a dis,-ibility may request the special services described above

by providing the ((eable epemt( )) Cable
...

Operator with a letter from the Customer's

I-] I-,,TS i Clan statilig the need, or by making flie request to the ((eable oper-atar-'s)) Cable 9I
I

__p~rator's installer

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

E. Customer Information. Upon LD_instaIlation_- ((, and at any tifne the eustemer- fna~

e-
-I,-

fequest, the _pt ~ _1_11 provide the follev,-ing infer-mation, in elear-, eoneise vffitten ))L20

annually; and Q) at M time the Customer requesti, the Cable Operator shall provide the following

info nni afL ion, in clear, concise written form:
............

I

Products and services offered by the ((eable aperataf ) Cable Operator, including its channel

lineLin. Thirty (30) dqys prior to the Ca"He Operator changing its channel lineup, the Cable Operator

shall provide subscribers vvjt~, tbe revised cliaruiel lineLIP;

The ( eable opefat )) Cable Openitor's prices and options for programming services,

conditions of subscription to programming ind ( other- ser-vie ))Other Services, and policies

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

Tlnrt~~ (30) days prior to the Cable Operator changing gny of the above, the Cable Operator shall provide

,s.tit)scjjj
tiers wl,,h the change ;

10
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annual dissemination of the standards to cable modem Internet Customers;

Installation and service maintenance policies, including the Customer's

responsibilities for equipment;

provided to.Customers at lnstallat'~op md aiii-iu,,_i1kT; ati on-lin, C~ version shall be considered acceplable

These ((-s))~,~tandards, with Schedule A, and any other applicable ((eustoffi )) Custome

service staridards. A Co-ov Of t11eQe Stalld~-~rds or a suniniary gpproved by the City shall be

Instruction on flie use of cLable TV service((s)), remote control and on standard VCR hookups;

Instruction on fl,Ae use of interactive tcle%Jsion if Provided by the cable operator;

Instruction on the use of cv~hle niodem service;
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Billing and ((e))Complalit, t procedures, including the address and telephone number of the

((eable opefatof!s)) Cable Operator's offices, the ((eable opefatorls)) Cable Operator's policies on

deposits aj-,d credit balances, re', wrne(I check charges, refunds for disruption of service or poor reception,

and "clephone numbers aiid descriptions of services of the FCC and the City's Office of Cable

Communications;

Policies concerning protection of (fe+,istemef)) Qiisipme privacy. The (~q' eol Operator shall

include a postage ml id self-addressed maj I back postcard for opt-out purposes;

Use and availability of parental. control/look out device;

Special services for ((eustomefs)) Customers with disabilities including M other discounts

required by the franchise;

Days, ((times ))hojjn~ of operation, and locations of the ,.,;~ervice centers;

A sample of all not4ces provided to the ('Lrstomer shall be filed (by fax

acceptable) concurrently with the City;

The ( cable operatef ) Cable Operator shall provide ((eustonwrs)) Customers with written

notification of any changes in prog.vamming, services or channel positions as soon as possible in writing

and, when it becomes technologically feasible, through announcements on the ((eftble-syswlem Cable

System. Customers shall be given a description of the changes, their options ( (ine
1

4A
A~

I difig for

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

((emast-emer-s ) Customers a minimumof thirty (30) days in advance of such changes if the change is

within the control of the ((eable oper- ) Cable Operator. In addition, the ((eable oper-atef)) Cable

Operato shall notify ((eustomers)) Customers thirty (30) days in advance of any significant changes in

11



the other information required by the preceding subsection. Channel lineup changes that result from a

Cable Operator's rebuild of its Cable System are exempt from the thirty (30) day
2

notic.- requirement;

3
All officers, agents, and employees of the ((eable aper-at ) Cable Operator, its contractors

4 and subcoiitractors who are in personal contact -,A,-I"Lh ((eab4e)) ((ettstamers)) Customers shall have visible

5
identification cards bearing their name and photograph( as approved by the Git-y)). The ((e"

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

6
((eableepera ))Cable Operator used Ifor pro,~Jcliiig services to Customers shall be clearly visually

7 identified to the public as working for the ((e-able-operata )) Cable Operator. All CSRs shall identify

IApprove-clean,doc

(Ver. 8)
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public. Offlcers-,a~cn-tsand einplm cesof the (able Operator, its contractors and subcontractors shall

themselves orally to cal [,--rs immediately follo\~,,Ing, the greef ing during each Le'leplione contact with the

identif~, theiiisckes to the Custoiiier vdicii niakM~2 a ser,,ice call or installaIR)II:,

All CSRs, tec1hi-ftlat-,s atit"i cinploycos of the ((eable e-perat ) Cable Operator in every contact

with a ffeustomer-)) Customer shall state the estimated cost of the service repair or installation orally

prior to delivery of the service or before aiy work is performed, and shall provide the ((etislefftef))

12
Custoiiwr with an oral statement of the tofal cl-harges before terminating the telephone call or before

13 leaving the location at which the work was perflormed;

14
All promotional materials advertising cable services shall accurately disclose price terms. For

non-automated orders, the CSRs shall -luake clear the price of pay-per-view and pay-per-event

15
programming before an order is taken, The ((eable epefa )) Cable Operator shall distribute

16
1

promouonal iuaterial in -nulti-unit buildir-gs only with the approval of the building owner. The,((ea~4e

ope-valoOl C able Orcrators.hall not condition the provision of ( eable se,-viees)) Cable Services on the
17

~
:

- --------

receipt of such approval;

18
The ( eable oper-atof)) Cable Operator shall not charge &amp;ustewiei~s)) Customers for any

19 services they have not affirmatively requesteci: provided that, this subsection shall not prevent a &amp;able

21

22

23
1

24

Q)pgrator from adding programming to an existing tier.
, -_

F. Cable Customer Privacy. ((The cable operator- sha4l not manitor cable television signals to

detefmine the iadividi+al viewing pattems OF- Pfftetl- Mthout prior- vffitten-eense-PA

ie applieable franehise, and by fede-ral law. The

12
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epefate~ts eusteraer-s- Ingddidon to coMplying with the requirements in this Subsection, a Cable

O)erator shall fullv cornpiv AA~th afl, obligation-sunder 47 U.S.C. § 551.

1. Del-initions

"Afflliate," for purposes.of this Subsection F, shall mean gLny person or entity that is owned or

contn0fled bv. or under common Q'~,ITnershir or control with, a Cable Operator, and provides ggy Cable
------ - ........

Sel' ~T~ C- or Other Service.

"Necessan,," for purposes of this Subsection F, shall mean required or indispensable.

"Non-cable-related pqMose." for pLiMoses of ihis Subsection F, means pny puKpose thit is not

Neces'sp., , torender. or corduc, a legitimate-bus-iness activity related to, a Cable Service or 01her

Nfarlct research, tclerr~qrketing, and other

marketin,,q of services or products shall -he considered Non-cable-related purposes.

meansspcc ic

infonnationabout o Customer, Including,, but not be limitQ-d to, a Customer's (a) login informatima, (b)
.............

vvim, of video programiing oi- Other Services, Cc) shopping choices, (d) intercsts and

Op.mions. (c) cncr,,~y Uses, (Ic') me-clical, information, (g) bxnkinc data or infonpation, (h) web btowsinq.;

activitics, or (i) an~' other personal private inf'orniation. "Personally Identifiable Information" shall

not mean aggregate infor.i.i.i.q.tion about Custoiners ~vhich does not identif~ particular persons.

2. kienti5ablelliformation

(a) A Cable Operator shall lot use the Cable System, to collect, record, monitor or observe

Persoiiaily Wen-tiflabic Information ~vdhout the prior affirmatlive.written or clectronic conscill, ofthe

CLI'StOMCI- unlcs,~ and onk" to the '-xtent that sucli In fori-riationis: (a) used to detect unauthorized
- ------- ....... ..................

rec.,~,non of cable compaunicatiorts. or ("h) Necessga to render a Cable Service or Other Service

ploviftl b~, the (Able 0 -,maior to 1 lie Customler.r _--.

Lb) A Cable Operator shalt tA-c such act; ons as are necessary to prevent ggy Affil 1,atg from

vi,,ing the facilities of the Cable Ojperator in any manner, includin,~,. but not limited to, sendim-, data or

c sh nals.ttirough sucli facilities, to th~- ex+t,,- t such use will permit an Affiliate unauthor-zed access

to j'IC,-SOjj.jjj~T I nformation on the computer or other equi ment of a Customer (regardless o
.. . ........ p

,xhether such, equipment is owned or leased by the Customer or provided by a Cable Operator) or on g@y

of the facilifies of the Cable Operator that aivused in the provision of Cable Service. ThisSubsection

13
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F.2 (b) shall not be inteEpreted to prohibit an Affiliate from obtaining access to Personally Identifiable

Information to the extent otherwi~Mermiftcd by this Subsection F.
.. ........

(c)
...

A Cable Operator shall take such actions as are reasonably necessm to prevent a person or

cutfty Other than Affiliates) from using the facilities of the Cable Operator in ~Lny manner, including, but

not limited to, sending data or other signals through such facilities, to the extent such use will permit

such person or entijy unauthorized access to Personally Identifiable Information on the colnputer or

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

Customer or provided by a Cable Optratod or on gpy 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 oftlic Customer, except as follows:

(a) A Cable Operator May dis.~~Iose for a Non-calile-vel cited pMose the name and address of a

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

provided by the Cable Operator if the Cable Orerator has providcd the Customer the opportunijy 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:

I
.

A Customer's extent of viewing of a Cable Service or Other Service provided by the

Cable Operator;

2. The extent of ppy other use by a Customer of a Cable Service or Other Service provided

by the Cable Operator, i i ic
I tiding, 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 m4y onl

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

3. The nature of M transactions made by a Customer over the Cable System of the Cable

Operator.

4. The nature of progammjRg or sites that a Customer subscribes to or views (i.e., a Cable

Operator mgy only disclose the fact that a person subscribes to a gener tier of service,

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

A minimum of thiLty (30) dgys prior to making My disclosure of Personally Identifiable

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

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

disclose 11' n ror-mation 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 relatcd pLiMoses. The notice to Customers may be included with or made a part of the Customer's

monthly bill for Cable Service or Other Setvice 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

opportunitv to -orohibit flhe disclosure d Wfortration in the future. Such o ortuni shall be given in
........ ... .

12P tY

one of the following f6rnns: a p)stage pald, ;s.cl [~-addrqssed post card provided by the Cable Operator; a

box that mqy be checked, by the Customer on the Customer's monthly bill for Cable Services or Other

Services-, a toll-free number that the Customer mgy call; or such other equivalent methods as mqy be

gpproved by the Office of Cable Communications.

Additionally, \,~ lthin forty-five (45) days after each disclosure of Personally Identifiable

Info r:1 iation of auny Custo m

writin&amp; !he Office of Cable Communications and each Customer (that the Cable Operator has disclosed

infonnation about) of the specific in I-ormation 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 mgy be included with or made a part of the Custoracr's monthly bill

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

is giver, to a Customer, the Cable Operator also shall provide the Customer with an o-,portumi~y to

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

fol I O"Ving forms: a postage paid. sellf-addressed post card provided by the Cable Operator; a box that

MCI hle Checked by the Customer on the Customer's monthly bill for Cable Services or Other Services,

toll-free nUmber that the Customer mqy call; or such other equivalent methods as mgy be qPproved by

the 011-icl- of Cable Communications.

(b) A Cable Operator mgy 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.

(c) To the extent required by federal law, a Cable Operator mqy disclose Personall

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

goverpmental entity.

4. Access to Information

15
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Any Personally Identifiable Infonnation gathered and maintained by a Cable Operator shall be

made available for Customer examination within thilly (30) dgys 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

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

information is inaccurate, a Cable 0 )crator shall correct such information.12--

5. Privacy Notice to Custor-aers

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

consistent with 47 U. S.C. 5 5 1 (a t at the time_XI), and shall provide a Customer a copy of such statemen

the C,-bIe Operator enters iDto an agreement with the Customer to Drovide Cable Service or Other

Service. The written notice shall -be in a clear and conspicuous format and be printed in ten point 13Te o

larger.

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

following regarding the disclostiro of Customer information: "Unless a Customer affirmatively consents

electronically or in writi Ac disclosure of personally identifiable infonnation, gLny disclosure of

person,illy identifiable information fou~urposes other than to the extent NecessMy to render, or conduct

a le6timate business activitv related to, a CaNo, Service or Other Service, is limited to:

~i) disclosure pursuant to Pt Subpoena or valid court order authorizing such disclosure, or to a

governmental entily, but oniv_'L'o the extent rNuired by qpplicable federal law,

Ci -) clI _-disclosure of the name ar
j

iddress of a Custopier to M general programming tiers of

servioe and other cateunries of cahlcand 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 providgd by

the Cable Operator,

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

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

parfi.c.ular..viewingy 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 mgy only disclose the fact that a person subscribes to cable

modem service)~ or

(C) The nature of gny transactions made by a Customer over the Cable System.
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(D) The nature of prggramaiing or sites that a Customer subscribes to or views (i.e.,

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

of service, or a package of channels with the same jype of prowamming)."

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

and addresses in accordanc~~ with Subsection (b) for Non-cable related pLiMoses. This opportunfty will

be presented in the fonn of bath a toll-free telephone number and a postage paid, self-addressed pgst

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

~dqressasprovidocl in Subsection F.3(a or this Subsection, such prohibition against disclosure shall

remain in eff-ect permanently, unless the Customer subsequently notifies the Cable Operator in wrifing

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 Cily required by SMC 21.60.83 OD

information summarizing:

Oa

I
.

the ~3Me of Personally Identifitable Information that was actually collected or disclosed during

the reporting period;

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

sufficient to demonstrate that the Personally Identifiable Information collected or disclosed

was: LA) collected or disclosed only to the extent NecessM to render, or conduct a legitimate

business activi1y.rellated to, a Cable Service or Other Service provided by the Cable Operator,

(B) used only to,the extent Necc,~saryto detect unauthorized reception of cable

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

g vennnental entity to tbe extent required by federal law, (D) narnes and addresses disclosed

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

identifiable information of parf icular subscribers, but only to the extent affirmatively 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 gpny court or govenupental entj~y to

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

federal law;
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(b) Descril-'e measures that have been taken, or could be taken, to prevent the unauthorized

access to PersOTIL111Y Identifiable Information by a person other than the Customer or the Cable

Opgrator, including, among offier things, a description of the technology that is or could be ~!Pplied

by the Cable Operator to prohibit u~tiqufhorizcd access to Personally Identifiable Information by

any means.

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

Personally Identifiable Information to the extent not prohibited by section 631 of the Communications

Act, 47 U.S.C. § 55 1.

8. AU aggrieved person mqy commence a civil action for damages for invasion of Ddyacy

against gLny Cable Operator.

9. Destruction of Personally Identifiable Information

A Cable Operator shall destroy, within ninety (90) dgys, ~Lny Personally Identifiable Information if

the P~:rsoiial Ideiiiifiable liifon-nation is no longer NecessM for the pLuMose for which it was collected

and there are no peud i qgy requests or orders for access to such Personally Identifiable Infon-nation under

Subs,--ctioa 3 of this Subsection, purstiant to a coLirt order, or pursuant to Section 631 of the
............

Comr-1.1unications Act, 47 U, S, C. § 5 5 1.

10. Rulemaking,

The Office of Cable Communications shall adqpt such rules as it deems necessM or advisable to

iplplement these privga plovisions ofthe Customer Cable Bill of Rights.

G. Safety. The ((eable eperaloT)) Cable Operator shall install and locate ((i-s)) 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 opefateT)) Cable Operator receives notice that an unsafe condition exists with respect to its

equipment, the ( eable opera )) 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 epef ) Cable Operator shall guarantee

((eustomff)) Customer satisfaction for every ((eustenwf)) Customer who requests new installation of

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

programming service to the ((eeste~)) Customer's cable subscription. Any such (~eustomef))

Customer who adds ((ba4e-ef)) expanded basic or other higher tier of video service, interactive

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

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

.shall rccl-ive a credit to his/her account in an amount equal to the pro rata charge for the remaining dqYs

of service f6floNNi-ag the request to disconnect. If a Customer subscribes to a service under a promotion

that provides firee service and chooses to di:--connect during the promotion window, there shall be no

char~4e of any kind for the service or for disconticetion of the service. ( shaR r-eeeiv a efedA to his,thef
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diseenneete ))

21.60.830 COMPLAINT PROCEDURE

A. Complaints to the Cable Operator. The ( eable operatof ) Cable Operator shall establish

written procedures for receiving, acting upon, and resolving ((eustomer- eomplaints)) Customer

CoMpLaints, and crediting ((eustof.,tef)) Customer accounts in accordance with company policies or

Schedule A, "Credits to Customers", ("~A~hieh sehedule is ineeEpor-ated )herein, whichever is greater, and

shall publicize such procedures through printed documents at the ( eable oper-ator-'s)) Cable Operator's

sole expense. For violations of Ulis QrdinLince, credits shall be made to the Customer's account. In the

event that the Custom c i- no 1

on, cer receives Cable Service or Other Services from the Cable Operator, the

Cable Operator shall issue a check to the Customer within thigy (30) dgys of the resolution of the

Complaint.

Said written procedures shall prescribe a simple ((w.-mnef)) process((4n)) by which any

((eu4emff)) Customer may submit a ((eow44aint)) CoMplai in person or by telephone, electronic mail

or in writing to the ( eable operatef)) Cable Operator ((giat it has violated aff)) regarding an alleged

violation ofAny provision of these ((eustomer- serviee stai+d ) Customer Service Standards, any

terms or conditions of the ((eu4offwi4)) Customer's contract with the ((eable oper- Cable Operator,

or reasonable business practices.

gation of a eustomer complairA, btA
i

eustemef of the results of its investigatieft and its proposed aetion or ere The Cable Operator will

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

hest efforl -, to redirect to the Cable Operator all Cable Customers who have contacted the Cily first with

a Cable or Other Service illquiry, concern, or Complaint. Within fifteen (15) calendar d4ys after

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

19
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and its proposed action or credit. If the Co-nplaint is in writing, a written response shall be sent to the

Customer within two (2) weeks of receipt.
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The ((eable oper-atef ) Cable Operator shall also notify the ((eustefaer)) Customer of the

((e+tstemef?s)) Customer's right to file a ((eemplai ))Complai with the City inthe everitthe

((eustome )) Custome is dissatisfied with the ((eable oper-at Cable Operator's decision, and shall

((thor-01-1-1- )explain the necessary procedures for filing such ((eomplainl)) Complai with the &amp;ity

))-ci-ty.

The ((eable operator's eemplaint)) Cable Operator!s Complaint procedures shall be filed with

((aad appr-oved-by)) the City prior to implementation.

B, Security Fund. Within thirty (30) days of the effective date of these ((5))atandards or the

effective date of any franchise granted by the City, whichever occurs first, the ((eable opefat ) Cable

Operator shall deposit with an escrow agent approved by the City a security deposit of fifty cents(($.50)

per ((ettstame ) Custo iner. 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 aper-a ) Cable Operator at the level of fifty cents

($.50) per ((e-as~)) Customer per year, and will be replenished within fourteen (14) days in the event

that amounts geate'll-
t1lan ten percent (10%) of the reguired fund axe 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 ((eable operatef ) Cable Operator of all its

obligations under these ((eustomer- ser-Viee sta-adaf )) 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 ((ewAfflnef)) Customer who is dissatisfied with any proposed

((dec-isiea)) disposition of ((the)) a Complaint by a ((eable oper-atof ) Cable Operator or who has not

recC13
-

, 7ed a decision within the required fifteen (15) day period ((as4equir-ed)) shall be entitled to have

the &amp;efftplaint)) CoMplai reviewed by the City.

The &amp;wA-&amp;~)) Customer may initiate the review either by calling the City or by filing a

written ((eewplai ) CoMplai
,
by letter or in electronic form, together with the ((eable eper-ater-ls))

Cable Operator's written decision, if any, with the City.

20
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receipt of the ((eable oper-at ) Cable Operator's decision or, if no decision has been provided, within

thirty (30) days after filing the origliial ((eem+plaiPA)) Com lai with the ( M,1- -
12 -peF-"+L&amp;F)r) Qable

Operato

If the City decides that further evidence is warranted, the City may require the ((e"

oper-a4a Cable Operator and the ((eustemer-)) Qu sto-mer 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 opef ) Cable Operator and the ((eustemer-)) Customer shall produce any

additional evidence, including any reports from the ( oper-at.00) Cable 0 erator, which the City

may deem necessary to an understanding and determination of the ((eaw44aint)) 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 eomplaint ) Customer's Complai is valid and that

the ((eaNle operat )Cable Operator did not provide the, complaining ((eustomer)) Custome withthe

proper solution and/or credit, the City may reverse any decision of the ( eable epera4eO Cable Operator

in the matter and/or require the ( eable oper-4of)) 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 ((etistomer- ) 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 oper-atef)) Cable Operator shall maintain, in a

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

file of (1) any and all ((eomplaints)) Complaints regarding the Cable System or the ((eable epeFatof2s))

Cable 0-perat-or'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 opera )) Cable Operator contacts with

((eustowtefs)) Customers after installation, and (5) Customer privacy information as per SMC 21.60.820

(F) (6).

I the above infefmation. ))Rerorts detailing co~pliance with the standards herein shall be

((The eable operator- shall-p
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provided by the Cable CompaLiy on a quarterly.basis, within 30 dgys of the end of the quarter and shall

be in a fortnat co.n.si.st.ent Nvitli the output cj1pabilities of a Cable Operator's call tracking technolog

sufficient for the Cily to monifor the Cable Customer Bill of Rights. If the Cable Operator fails to

provide such reports oii a tiniely I)asis. or if tlicy -,ire-ijicomplete, monelga sanctions of
Lip to $500.00

4',00.00 for the third consecutive guarter of noncompliance, and Lip to $2,000.00 for all subsequent

for the first quarter, up, to S 10010M fo Ir the second consecutive quarter of noncompliance, 0 to

consecutive noi,,-conipliant quarters may be imposed to encourage compliance. The ((eable oper-a-t-er-))

Cable Orci,ator shall. perinit thc City to review and audit the information at any time during ((nefmal

business he Normal Business Hours upon reasonable notice.

E. Overall Quality of Service. The City may evaluate the overall quality of

Customer service provided by the ((eable oper-atei ) Cable Operator to 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 ((eustemer- eemplaints)) Customer CoMplaints received

d"Ircctly by the City or reported by the ((eable oper-at )Cable Operator in its quarterly reports.

Violations. ((NeneemphaneeiN4th 1.
..

i of these standards is avielation of these standa )) Lf

the..0tv bas reason to believe that the Cable Operator has failed to coMly with M of these Standards,

or has failed to perform in a tirnclN~ nianfler, flie CIty may require in writing that the Cable Operator

remedN~ the alleged nonconin.11ancl- and pr vide an OPPOTtLiflitY to cure. If the alleged noncollipliance is

denied or not cured to ihe satisfaction of -LI)e Ci1y, the City mff iMpose moneIM sanctions or follow

other procedures set forth it, indMd~ial fi-Linchise 8 reements.

G. Proeedtwe i ons. If the City has reason to believe that the eable

agreements.))

((14))G. Notice. At the City's request, the ((eable 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.

22
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At least annually, the ((eable eper- ) Cable Operator shall notify its (~eustaawr-s))

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 ir. this subehapter and the remedies and procedures available to its ((eustewiefs)) Customers.

Cable modem Internet Customers rmay recek,c sutch iiotification via e-mail if the Customer does not

receive a written bill.

Schedule A - Credits to Customers

10

I I

12

13

14

Standards of

Customcr Sei-~,ice

H "Pe fneiiClh% kno~~,,Iech,eable aiid 1--clpf0l (f, H

CA118 oper-, toy,~.) L~blc0~)eraw~)r employees

servic

R LSPONSIVEN 1:`~S'

Guaramccd S~cNcji (7) Da%, Residentitil 1wtAlMion and Ser,,icc

(-ia-ndard installations) S.I.Luidard Instatlatioris and 7--rvice, if the fee has been waived for

,4-4e- eper-ateir-)) Cable Operators shall coiuIplQte ! ree iiistaii lation, or one (1) month's basic

serNice requested by a (~etistonier) Custon-ler promotio.tial. reasons, for a service

x tli'n cven ft I I(7) business daNs a er order 1,,asbeeii vjojation, S-10 credit

p,laced.

15

16

17

18

19

20

21

22

23

24

I

tt~-o~-, tof).) Cajhle 01~erator sli'all provide

CLIstoiners seekitig
(-jflet--

standard

Non-Staiidard lristalla[loi,.s with a

iotal Histallatioji cost e~tlmate arid' ai, estiin,~ted

late o-~'coiiipletio,,i.

J'o 17)) cal-en&amp;r f~ ftom the iiist, at'or.all, i

mlj,~eted in no more than -three (3) ((werkiag

,"m twelve (12) inches deep and work shall be account)) $5.00credi

Minimum Compensation

For Noncompliance

((114-,,~ Dk ~ 4atb-i-'-V 5) er-edit to E- asteniL~-r

$5.00 credit

iiistallation, or one (1) month's I-)asic

I ce, if the fee has been waived for

ror iotional reasons

Underground c-ib',,.- klh,ops sh,-,J!~ehiil'lod no ol-i.NeDellar-s($., -r-editteeustamec

Residential Installatioii and SerNjet .-kj)j)ointmcMLs

Cable Operaor Teil WC)jjafS(S eustofnef:J
,

`(

,CListoiners wanting Histaliadon of c:.Jole or service
...........

$10.00 credit

ii-,a~ .;Iioose any available four (4) hour time block

ng ( normal businea-44iours)) Normal Business

Thc~,,oableoDerqt 1) C:iK,~-, mav not Ten Do! ~ffs 410) er-edis to cit,~oifteF

23
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an appoin i

i i ~,I, i
~I

i aeeetmt. $ 10.00 creditor the guarantee

toiaeraf`,c~ j
/,.

uCfered by the ((eable,(~4_~Lt ,

I-,.m. on the )) Cable

I,A OCIOrC -,C11,'C_IU.ed appom till c: It. perator. vvhicheverLs cr

if a (-'able Operator cannot make 10) C! edit ti)-casteme

a i i appoinLinent fo r any i eason,
i lie $.10.00 credil# in addkien ,~

t

Cable Operitor shall contact the or. the guaraiitee((&amp;)) offered by the

Qtsioiner before the end of the (6--ble eper-aaer-)) Cable 0 erator,

lieduled appo i nfi, ient and resclieclute at tj

,onvenience of the '(e*4 iiei-H- Customer.

10

I I

12

13

14

15

16

17

18

19

20

2

22

23

241,

(,(cable openita-0) CaNke Ot eraLor techr. 1,-11

.1i ves nl,,"ii tl-.e agreed Lipon tiniel. and the

,1~

Customer is abse-nt.. thc technician

i
iliall leave written notification of arrival and return

~

ij
~',

~
,,
, and the ( eable ope ) Cable Operator

H
shal'i contact the C~istoincr w'~J~ _n

t ( 8) hours fo reSClICdLIJC.4

i

I
i

~ e-4), A4,ifc- (S5) ef edit te c: 1

~-, 111-1-KI-lef

aeeetmt. ~5.00 cred-It if the custorri,.-r is

not contacted within forty-ei. g,ht L48)

111iours

viee Interruptions)) Outages and Service Interruptions

Systerri outages resulting firon, ((cable operat(-~F)I

Cable Operatoi equipi-nent fan'Ure affecting five (5)

01" more 0'61istoilwl.s)) CLIStoialers. the CI-Me

Operator slial I ((be-e~- lnit~Atenq lairs.

~.V~itl-,M (21) hour~ ~ifter the thfird

o-~ n ex c a! S t~dl.

.~epairs Slhall .no i 'oratl WAW) otkier

I iterruptionsresu, I ~ing froin
&amp;-ab

1 e op eFataf))

Ale Operator eQUipment failure be

i lLee~)) within twenty-four (24) hours.

i:~ Lite rq----
iairs for aii('(,k4i i) sser,,icc nutages or

:nterruptWns heyond I cs~!-Ilrol

0q,-fftt0+-s)I Cable 0perqtors((4_i,41I`~ 4be

-ofr I-eet Nvithiii m~cnt~v-FoLjr (24) hour-, after the

opei-ato Cable Operator regains control.

One (1) &amp;ry's I'l-ce serxico ft)r each

ur- dela
Iy foF affe.-ied

day in which there is an

outage for each Customer who reports an

One (1) day's free service for each

((tvienty-i'oar houf delay for- aff-eet

eUlAoffiefs)) dgy in ich there is an

outa~ze for each Customer who reports an

OLIta~40

Otic (1) day's frcc sonice i,';.)r f_,,ji

0,
110-L 1 F de4y fo F-i I ~,eW

e-t+,~O dE in whi ch- there i an

otitage for eac'i Custorner ~vjjo an

0 U ta LI C

'TV Reception Difficulties and Cable Modern Internet Connection

Cable Onerators shall make

_i_,]-airs I-)romptI.N. and interrupt service only f6r

~)~,~,j ,:atise. dLiring periods of mininnim use of the

and for no =re tliaii ,~ventv-fc)Li~ (24)

~M ", excc!"I vchcre una-voldable.

~
\ I I (; cable Opefatc)-r-)) Ca"Ible Operawrs shall

Ae clear television reception that meets or

_1,\I:eeJs FCC technical standards.

011c d ~ 1 1
'!
'

C C 'Ci for eacl~

c,&amp;,4ofne~)) dgy in which there is an

ou-tagc ror c-ich CListomer who reports

oufllg~),

One (1) day's fr,:,~ service for each day in

~7_-hic`
' _~e~ fb~ (24) houf p

diat)) reception falls below FCC
~,avdards for ((affeeW~)

24
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I

Ali

Id-vertised f6i hitvmci,

al! specitications

Customers ,\Ilo r"p ojjtrq~ce i ~,,)n that does

10

12

13

14

15

16

17

18

19

20

21

22

23

24

t: LtAenlef 0* Video

_4 ~i,Uulio recepti(kii d
I

'Lie to all

.)perator equipmeiat. the ((cable opei -
-atof',) Cable

01--m-ator sliall repair the problem no LIM- than tli,-:

~,Iext day, unless otherwise agreed to with the

;, 0-atFAlanw,f)) C ,: L~ t ~
) ~Tlcr.

:,,fi ~-iee FePFeSetAatiVeS)) CUSLOMer SerVilce

ei) r,,,.
sentat ives shall be able to provide ;I-rcdA,

fees, scheeule appoiwircrits aj-id change
bill ii-ig, cycles. Any difficulties that ca-tinotbe

N SAved by the Customer service representatives

i-.;
- -ho shall Make~

ho !I be referred to a supervisor ~,,

best efforts to contact the Customer v,71'flun twenty-

four (24) li3urs.

c-7-, ~-i'diffic-Lilties tha; ~:af-jj,,Ot be ieS, 1--,-.4L

iii-ake--b-c-st--el'forts-to--cont~icL tlie

;

III
-

(4) hoLirs arldiste'lle!)) Ctistoiner \vIt' ir, t6ui

res-ol-ve the Probleni vvithin fortv-ei-lit ~'48'~ hours

or ~,.-],,hin such other tMie Jritre as is acceptable to

the(("Custom )) CLI.Sloi-lier and the ((eab4e

able Opqrato.-.vefator,,t) C,

n')! 1~ieell( C ~,Iliadards

Urie
I-

1

1) J-,1%
",!'I ~,Lseirvlce foreach J,~~ irl

,wh'cli m\ ,civertised specificajoij i, !~,,t
........

I I - -

Illet I i: ~ I I I ecteci C Listorl)ersLU

One (1) day's free service for each

citstomers ) dqy after the Customer has

i
I led and the problem remains

Uncorrected

((Five Dolkir.,

SS.0.01-credit

zwz~~ ;

qFive Dollaf S (~ j) er-edit to eu f, Hie

$5.00 credit

Billin2. Credits and Refunds

~Custoillel-s shall

clear and coi-icise bill motitfily. The

'(cable eper-atef)) C 11 respond to-4~QL)eraLor shal

I ((ettstamef's ) Custoiper's b,"I ling incIttiry made
Inv telephone or e-mall ~N lthl--i f0rtv-,--i,,]A(48)

kin~irs, and to a "ATittenbilliril, itiquiry xithin two

-Cccipt Wthe'2) week -s ((art-cT n2, f 'i
1 C,4), Of]

J1 I
, )jjTa b I c 0 perators sha! ~

-hirty (30) days ftorri drie
bt:g1i-tii1ii,,

date of the

~ipphc~tble billing cycle before imposing an

adrii ~

iii strative fee. If the bill is not paid within

forty-tive (45) days from the beginning date of the

InDhcatic
~

- service D,:riod. the ffeable oeer-atef))
Z Z=-

-

e d, 4 ~,) eU,,:,-qReT

~teeouiA-.)) $5.00 ci eJ

((Five Dollars ($5) efedit to eustame

aeeount, ) $5.00 credit

25
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10

Ile Operatco- 1-)~_
r I I' 't "'o!":', ~"isconn_~~

Cahle Operato may disconnect the i
'

Castonicr's service, but only upon showing that it

the,applicable service period, thle apefatef))

,(customeF',--)) Customer's bill not pai (,,Five

\,k~, diin Ili!-, -two (52) days (if the be-inning, date of aeeetu#-.)) $5.00cred' it

has providcd ten (10) day's notice to the

ef)) Customer that such disconnect may
res 1, 11

close of the ((oustomeFs')) custorriel's billing Cycle

~i,~ ~ omer, equests disconnec f ioi

I'
~_tn'N~

or all servi-_-~~s, blifing for affected s,-r~dccs

erid on the same dLn', or oil the future date for

which the disconnect is ordered. Afl ('(eable

~-F)) Cable Operators shall Issue e~ credit or

re 1"and wj thin fifteen (15) business d ays after the

I
I

toflowing the retum of the and request

for disconnection.

Dcposits shal" accrue HUCI-CSt at Lt I'LlIF 111"IFLCt rate.

Within ((fi:4een (15) huskiess)) ten H 0) davs after

termination of ser-vice foram, reasori. the

olqerat4 ) Cable Operator shall, repay anN deposit

~vlfl, a statemcnt sho,,%ing accrued interest to tho

( (iHi-4ow-ef Customer. less all'i SUMS owed to the

Cable OL at(

11

f'(.~Five dollaj, S-5 00

art"D or re

-
1

,
7 d if the

Customer's account has

"losed

J~~ C] ~2dit ((ta

or refund if the

Customer's account has

,;.Closed
R

I I

12

13

14

15

16

17

18

19

20

21

22

23

24

Respectful Treatment of Property
W W

"_'able 0('(o)1jPeraiors shall replacc any,,recs or O'en Dollars 0.00 crc,Jit DIUS

shrubs danlaLed cluring am, installation or re, dcl: onal re-,)air-_ or reimbursementxi i r a ny, a it;,

,((oti tlie eustamer's 1:~'thc Cahle Operator fails to replace or

pair thcdmqqge

''J)"e -)crators snall restore any daniage'-

1)! q-ertv to tho sayno coudition it was before

_Iai aa-e occu:

j_10. 00 credit plus

an~, add*t'onal repairs or reimbursement

i~~ Cable Operator fal"ist, ~_:-gptace or 11

d)le Oo))Operatci ~, ~,61 I

i ~ e no~ to propern Doll_ar-sA-I~o $10.00 cre "'t i~_the

''V'~Icrsbeforeentoringpi -.111ses'specifyin'L, the 1)

-

k~ Operator fajls to pro II -Ode no~`ce or

~Vork to be done. In the eN,ent of an eniergency. the cilters 'Ses~N' perni
.

ss'OP. D-ithout I lus

il
cable eperatef)) Cabl, c (),,)crator shal I attempt to L-t i iy additional repairs or reinfibursernei

contact the property oNvner or leoal tenai-,t in

!,-)erson, and shall leave a door h-anger noflce in t

2~~ent personal contact iiot rnade.

,All

Shall cl'_.'[1'~ ihe area S~-H-Foundin~_' ~) J':1)r'
,

is

caused Iv, J,,,,
~ il Al "~ \\

-1 effDellafs ($10))) SIO.00 cred.`Lpius

uiy additional repairs)) clegilup and

vosal of debris

26
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1~vn lcc,~ Fm, ( ustmiler, NN i1h Dls~lhilliics

All: Cable Operators ~~Illdehver -edit to eus emef-,) er t

and pick tip com7erters at fl-ic hoinc of aoeeunt.)) $5.00 credit

act(CA,-SAE)1ReFS)) Custon- -s -,~ ~fli d*sab'1't'cs. In the

s,ase of a malfanctionin,-, converter. the technician

,dial 11 11 provide another con-v,crter. bookitup and

~-iisure that it is working Pruefly, and shall return

the defective converter to the ~,(cRble orer-ator-))

a --ble 0i)erat-ir,

All ((eable operatoi-')) Cable Operators eredit

cc thro~iuli traii-,ed oi-)erators v.1 c) acooTD D 'TYY servic n $5.00 credit

," ~-l

-

I I 1~ai~ provide any assistance re(ndurke a,,~i'hible from'

~ a CSR at no

Lible I i, ~slall at no charge ((FiV )har-D
,

. e E S- I
~

:

~Josed captlonh-q; de\,ice pLirchased b%, a hearin- $5.00 credit
Z:" I :n

10
Mr

wil i rovide I' ee 1 :1le U erators I (04ve Dollafs 00 dit
`

tpb p cre ( ( o

I
converfer rernote control l"i ti airedi-nobjii t~ - Mi J i i fi p , E~i rrov s ono

c "IsTe M ("Llstorilers. re"note cont-rc-1 unit

12 CUSTOTMER INFO RN-JATION

I

.

11,-,!,~[Iiation, or,-i i Neustonier's)' Provdde (( e-q Custorrcr w,~t~ the
13

,

LIStOnier's request, 0- Cable reqiiested information. $5.00 credit for

Operatoi-s will provide the follovving requested llaj lure to Drovide
14

5

.

P, il* n-forniation and credit i~ 0 tiation:

A'. Products and services offered;

16
Fi. Complete range of service options and

!:

-,
~ ices;

17 Customer service standards;

18 Instruction on use ol"cable TV, interactive

Internet servic~~. ret-note and on standard VCR
19

:

I (1ups;

20 Billing, collection and disconnect policies;

21
F. Customer privacy requirements;

22

-T Complaint procedure, containing the City

or the designated agency to wL,-.Im the

23

mpl,-A+As,))CoMpaintsshoul~,lbetddressed;

241
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10

I I

12

13

14

15

16

17

18

19

20

21

22

23

24

H. Use and availability of A/B switch;

1. Use and availability of parental

,-ontrol/lock- out device;

J Special services for ((ewst&amp;~))

Customers with visual, hearing or mobility

disabilities;

Days, times of operation, and locations of

L`i~: service centers.

least thirty (30) days bci_~)re the date of the chaii~,,,

a'l Provide ((C-U- $5.00 credit((
'

4o
Cuswiners aM [he CI'lIv,,0th iiotificat~,~ii o' t:tt-ti edI Ll .4i'tef aeco for each affect

ariv chanoe In rates. P-ocTrainniu-ioz:I Z~
-

~~-
or channels at LiAemer- ) Customer

Ole Of Cable operalors i ii eoiitact, F ive Doll C~USt")Hle

with cu'4-orn $5,00. credit
I ' '

d phetegFaph,") All

~)fficers, aggits. apd employees of the Cable

Operato, .
its coptractors aiid s Libcontractors in

Tersolial contact ,\~Ith th'- Custorlier shall have a

-
i lble 1, L I,, s leii-iFical'on card Nv'th their naiiie and

)hoto,2ra,ph and shall.oral I y I
detiti A, theinso'k,7es

-st cont, -~NT! -ncApoll fu act th the G.istoi r.

W

.All C'SRs stiall ldentlf~T tj enisches oralk, to c,;Hers oFive Dollal-7S 'Al"H

JO"lo-,,~T*jj(' the greet duriiig cachI I
__

I
__

ai~c-aufft-.)) S5.00cre(iit

telephoiae cotitact vvith the p~iblic.

F'ach CSR, technician. or eniplo~
T ee of the e4b!'-

CaHc Open or in ed,ch coiitact ith a~L_

1-*L;, e Dollars ~ 1~
-) ":

$5.00 cn:d"It

CListoinl-r shall -state thec-stimated

'2osi of flW- SCI'V~Ce~ repair, or-iristallation orally

liprior to dclk~ery ofthe service or "Pefore any work

is pel _)j I
i

-fi -med, and shall provid- the ((eustofne

Custorner with an oral statenient of the total

i_-hav~,es before termiTial.'Mg the lelej)boue call or
z:: -

i -c leaving the locatioii li~ iiieli the work was

~

-, c i Fo r me CJ..

Ct S'I ONIER PRIVACY

JGE.Ne 0 Ael"'?Aer-s will 4The eustenie

te~4-~Ion sigiials to ck2ekfar atleastOne Hundl-ed Dolliff-Sq

2Y-ivith&amp;utpfier-wi4ieii uas~___iei- )rse-rt-. q-W), or- a er-edit to eustemef aeeount in

I same amount-.
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Cable oper-atefs will Hot sell of Fia'ke availa

eustemef list of othef personally ilde flable

euslemer- infer-m&amp;Aion ot-hiOr 1-h-an as -Npr-essly

~fu~i led, ~in a -.1'r.-nehise agfeement.

711.60. 8-10F o "flie Cable Cusioiner BI 11 of

or any v olatior, of Pri-vacy -per ST\4C

rl,:cessan 1,

Cabl,2 Operato shalfl M-vestigate sLicli coidjtior~

aml sliall i,ak-c st,-Cli iricasures as are

rcspecL to its equipmem'. dic i (eable apeFatef))

recci~lc~~ iioti~,-ethii~ aii Linsafe coii&amp;,tioii existswith

OP

mm~i:c, ain,, unsafe

ve Dollars ($5)efedit to eaeh aff-eete

~,
C: t i 4efftef-.))

- Customer has the choice of eithe- a

e.be.01-1 f6r S 100.00, or a credit to

Ustoriier accoLim in the sanic gnourit.

1 cL~, t Twenty-five Dollars ($25) ,i day

ea&amp; twenty-four (24) hour delay in

responding to ((eustemef)) Customer

safety concerns

11

sA rist-Ac, riON GUARANTEED
Ic (03))Qpc rators uarant~~e (

"

u-~tJ~C_

,

Ofller))

ustonier satisfaction for eve.r~, ((eustomer))

'vvho requests ((j,", ~_-
~~able sefviee)') new or up,_,ractod Cable Service or

Other Service.

Tile Custon-ier vvill have the

~rtunity to cancel ((basie of eNpanded

gp,,,-.aded Cable Scr~jce or

0U,_,.,r Service within thirl,,' (30) days
III

~~f recLivjj~g_jhe

.i~_,rvice and receive a pro rai--a credit in an

~a-iiotint equal to the pro rata Lhatge for

j1he 1'eiiiaining dgys of service being

~Ohl,Sconiiectcd if the Customer is

lid i
ssatisfied with the-se,1vice, excep

i
ivjiere a free promotion has been offered,

k~ nd for

the service or for discomiection of the

IrVice ((

I

-A fio ch-arge)),

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

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 to other parties or circumstances.

29
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5

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

preseriatioii,, it shall take effect as provided by Municipal Code Section 1.04.020.

Passed by the City Council the _-LaL--6 day of

~rj
session in authentication of its passage Pais-!2,~day

of
I

2002, and signed by me in open

resideril of the City Coun'

Approved by me this ~~4 day of

10

I I

12

13

14

15

16

17

18

19

20

21

22

23

24

Filed by me this3M-day of

Seal)

~I 30



City of Seattle

ry J. Nickels, Mayor

Office of the Mayor

March 26, 2002

Honol able Peter Steinbrueck

Seattle cltY, Council

munic-i lx~', Building, I I"' Floor

Dear Courcil President Steinbrueck:

I am 1--artsir: i tting the attached ordinance for Council consideration.

The --)ropose,,J lorlation an iends Seattle Municipal Code Chapter 21.60 and enliainces the Cable Customer Bill of

Rili~hts bv addressing clianges M technology andincorporating the experience gained sirice the Bill of Rights was
adopted in 1999. This Ord'I'M InCe PrODOSeS I-0:

1) Prolhlb~~ cable coni-pariles, fron, colleaizig or disclosing any information regarding the extent of any individual

subsc,ribcr's viewing 1-,abiis or pu-c`ia,~,es niade over the cable system without the prior affirmative consent of the

subscribert or a le-Itimate busii-,ess pu-poserelat-d to the service.

2) Require cable
compal-J."Ics to fully alld conipletely d-isclose customer rights and the limitations imposed on a

cable operator's collec-lon, use, and disclosuie of personal u-1-formation in clear Ian- ~a-e.

3) ReqUire cable companies to provide stanipedli, self-addressed post cards which CUstomers can mail in to have
their mirrics and addressed retnoved frorn any lists vdilch the cable companies migbtuse for -purposes other than

direcf P. I I I
-ov sioti o~',serv-ce to those r-

4.) Estabhsh .v'lhout amb-iguoy that a customer, once "opting out" of the cable company's mailing list, is

iperinanentl~, reniov%,~d from that list ~.fflcss that customer sub-set uently requests inclusion on such list.I L 1 1

5) Provide for $100.00 crecit I.o a custoner per violation oF.any privacy provision by a cable operator.

6) 1:11posc monetary sanctions of $500.00 ocr occurrence on cable operators for violations of their reporting

reclum--ments.

'17hank yo; 1 your consideration of this legislul lo-ii. Slould you have questions please contact the Tony Perez,
Office of Cable Conimunica tions, Department ot'l-ni format, on Technology at 6-0070.

GW-,G
Nj~('J&lt; ~1~11S

May"r
,

f
seattli-,~

700 Fitth A%
eiruc,

39`1 Floor, Seaide, WA 98104-5065

Tel: (206)684-337S, FAX: 1206~6S4-3620, E-nl~iil: mavorelect.nick--2kfi-
iW.seattle.wa.us

An equal employment opportunity, Acconrnwaidous for peo: Ic ~ ith disabilities provided upon request.)4 X
!



Fiscal Note Template

Each piece of legislation that is financial in uature reoutires a fiscal note. The fiscal note should

be c
it
.

1-Fted ~y department st, fand shoL0d identif, L:1

I

a ft
-,,, operating, capital, revenue, and FTE impacts

of t-he legislation. Aftcr preparation by dcpartlnicnUil staff, the City Budget Office will review

and rnaW necessaryrevislofls before transrnittal to Council.

Departnient: Contlict Person/Phone: CBO Aaalyst/Phone:

Inforniation Technolog r "0Ton~ Perez/6-001 Lee Belland/3-3778

Legislation Title:

AN ORDINANCE related to cable services, amending SNIC 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 amcnds "he existing Cable
Custoll-aer

Bill of Rights (Ordinance 119402) by
addressing changes ni technology and incorporating the experience gained since the Bill of

Rig,hts was adoptc-d in 1991). The legislation strenuthens privacy protections; clarifies that the

Cable Custoiner Bill of Rights (CCBOR) applies to cable services as well as other services

de'livercd over the cable systeni,sskich as Mieractive lelevision and Internet; imposes monetary

sanctions f(-,,.- violations by cable operators, and i-nore cleiirlv defines a complaint, thereby.

clarl f~,in- reporting reqttireiiierits and rnak-ing cable operators more accountable.

Backgrotind (Include ication for the legislation and funding history, if applicable):11~1

Justir

With advances in iiiteractive digital techi-toloUY. Stich as -111te-raCLIVe television, the potential to

create nevv, convenient and ~~xcltlng personalized services to cable customers also presentsthe

poten-t1,11 for L1nWaJTa11tCd invasions of Custonjer privacy. This le(gislation. seeks to protect

Seattle's citizens' expectation to privacy and to provide choice in permitting Customers to inake

infon-ned decisions about the deg-ree oflirivate infon-nation they are %villing to relinquish. In

addition, since the Cable Clistomer Bill of Rights, a strong conswner protection ordinance, was

adopled in 1999., the 0tv has learned ~vliat provisions of the CCBOR warranted reconsideration.

Carrently, 1he-re Is no defini6ort of coniplaint, wlitch has lead to, incomplete reporting by cable

oper'.1tors v,71fli resithing dirninisfied abilltv to Monitor conipliance. Similarly, lack of monetary
sanctions has nitinn-ilzec' the City's ability to gain compliance. In addition, the 1999 legislation

denwas s I
t on whether the CCBOR applied to Internet and other cable services.

Public Private Partnership Review Status:

Is the ofo ect re-fie-renced In the legishation 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
beer, hcld to date?

No

Fiscal Sustainability Issues (related to grant awards'
None

Evdinated Expenditure Impacts:

FUND (List # and/or Account)

TOTAL

One-time $ 0

2002 2003

On-going S 0

2004

The Proposed legislation is not anticipated to increase City costs as compliance monitoring will
be performed by exIstilIg staff wid 1hroagh customer notification.

Estim ated Reven tie Impacts:

FUND (List 9 and/or Accounti 2002 2003 2404

('21ble FrUlChiSO Fee Subfund U E D TBD TBI)

L TOTAL, TBD I BD TBD

One-time $ TBD On-goiAg $ TBD

The revenue impact of the proposed lelaislation i-S unknown. at this time. Fines will be levied at

$500 per ~,Iolatlor, with flie ftmd depositcd ijito the Cable. rrcilic' ise Fee Subfund per City policy.
I ~1

ToU revciiue will
clepejiCl oti coi-111-11ance with cable rel-gillations and identification of violations

by the City. It is believed by Calite Office st~lflf'fliit imnimal Fines will be levied, as cable

coil-lp,aiiies Lre expected to comply -Mith the terms of th~,, new regulations.

Estim ated FTE Impacts:

FUND (List4and/urAccount) 2002 2003 2004

T OTAL

# Full Time # Part Time # TES

The proposed legislation is not anticipated to increase City costs as compliance monitoring will

be perfon-aed by existing staff and through customer notification.



Do positimis sunset in the future? If yes, identify sunset date?

N/A

Other Issues (hicluding Iong-term implications of the legislation):

The long tenn Impact of" the leglisillati~m will be to slrerigtlien consumer protection for Seattle

citizens.



Margaret Carter - titles

From: Lee Selland

To: Xlen, George

Date'. 3/27/2002 11:49 AM

Subject: titles

ism12AQ
//41(/

, -
Aftb

f ArN 3 4AP

comp't.0,
IV

Page I of I

INk

George -

Here are the titles for the two pieces of legislation as amended by CBO. I will do what
i can to get the legislation through the Executive review process

as soon as possible, but the second Ordinance needs some significant work.

Lee

AN ORDINANCE
relating to Gable services; amending SMC 21.60 by amending the customer service standards for cable Customers, known as the

"Cable CLisomer Bill of Rights."

,--7N-6kDl',,'ANCF- relating to CaNe Franchsie Fee Revenues; increasing the appropriation of the 2002 Budget of the Department of Information

Techno~ogy; transfering Gash; creating positions, some of which are exempt, all by three-fourths vote ofthe City Council.

file:IIC:\Doc-aments%20and%2OSetti-p-as\CitvDlo2OEmnlov,--e\T.ocalOln2O,'~efting,-\Te,m-n\CTWI V9.7/?nn?



Mar,,~~aret Ca%&amp;~, - Fix,&amp; titles

From: George Allen

To: Carter, Margaret
Date: 3/27/2002 12:59 PM
Subject: Fwd: titles

Please include these on referral calender.

Thanks

file:IIC:\Documents%20and%20,Settingq\Citvlll~?.OF,-m-nlnvf-,t-,\T,nc-,niOl~?Oq~-,ttinc,Q\Ti:-rn.n\C,WI I/`)7/")AO')
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ORDINANCE

AN ORDINANCE related to cable services; amending SMC 21.60 by amending -i~e Customer service

standards for cable Customers, known as the "Cable Customer Bill ofiights."

WHEREAS, pursuant to federal law, a franchising authority such as the Cil;y~', of Seattle has established

and enforces Customer service requirements on a Cable Operatpf/; and

Communications; and

WHEREAS, the City currently monitors Customer Complaints throuof its Office of Cable

WHEREAS, the City has detennined that amendments are in ord to make the Cable Customer Bill of

Rights more responsive to Seattle citizens; and

WHEREAS, technological changes have occurred which warrant updating consumer protection; and

WHEREAS, the City has an interest in ensuring greater pinvacy for its citizens; and

10

t2

13

14

17

19

20

NOW, THEREFORE,

BE IT ORDAiNED BY'rHE MY OF SEATTLE AS FOLLOWS:

I

Section 1. SMC 21.60.800 tbro~.tgh SMC 21.60.830, known as the Cable CustomerBill of

Rights, is hereby amended as follows:

21.60.800 POLICY

eable eper-atef)) Cabte Operator shall be permitted the option and autonomy to first

IV Customer j,"reso' e ((at-&amp;k)4 i4quiries and complaints without delay and interference from the City.

Where a given ((eefflplaint)) Complaint is not addressed by the ((cable eperatt,+)) Cable

0Te~ator to the ((eustomer's)) Customer's satisfaction, the City may intervene. In addition, where a

pattern of, or unremedied, Do,ncompliance with the Standards is identified, the City may prescribe a cure

and establistt a thirty (30) day deadline for implementation of the cure. If the noncompliance is not

24
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cured within thirty (30) days, monetary sanctions of Lip to $500.00 may be imposed to encourage

compliance.

These Standards are intended to be of general application; however, the e-able eper-atef))

Cable Operator shall be relieved of any obligations hereunder if it is unable to perf6nn due to a region-

wide natural emergency affecting a significant portion of the franchise area. The ((eable oper-atef))

Cable Operator is free to exceed these Standards to the benefit of its ((eu-loffier- Customers, and such

shall be considered performance for the purpose of enforcing these Standards.

These Statidards, are supplementary to any ((eusteme-F)) C6stomerservice requirements in any

existing franchise agreements between a ( ent,
I

..e OperaatoF)) Cable' erator and the City. The provisions

this subcbapter andin existing franchise agreements should be

20

11~1

4z'

23

Y'A

franchise agi~eetnent are inconsistent, the. provisions of~,die fraiichise agreement will control fot-purposes

interpreted consistently wherever possible. Where the DrQv'isions of this subchapter and any existing

of assessIng fines, penalties and compliance with tho'City's fi-anchise; however, -f-r- Purposes-e-0) !hq

i-cquirernents.for maintaining iii-Cijy sen~i as Tecified in SMC 21.60.8,20B. the orivacy

inc.ons'stent franchise provisions.

I provisions of SMQ 21.60.830F, and for assessih credits, refunds, or other specific remedies under9

Schedulc A ffljere'- Otis O'(71"His "'.4behapt-a~90131---ol )of this subell4pter, shall control vera-p-M

I

I
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21.60.810 DEFINITIONS

When used in these ((eustemef serviee sta-ndafds (the "stan4aFdsL))) Customer Service

f

~~D, the fStandards (the "Standard ollowing words, phrases, and terms shall have the
4~,

anings given

below.

"Cable Operator," ((mea-ns afty pe-Fsen py-eviding eable s w-,A'*a-PA to a franehise

sub een4aetefs-) shall have the meaning set forth in Section 602(5) ofthe federal Communications Act._,

47 U.S.C. §522(5).

"Cable Services" shall mean (a) the one-way transmisSion to Customers of video

10 program iing, or other programming service, and (b) Custoif
.

ier. interaction, if any, which is required for

the selection and use of such video proRramming, of oth!
,

F"progamming service.

"C 16 System," shall have the 11jea
.

ntn fiorth in Section 602(7) f the federa Ig set.,

Cormin-i-nications Act, 47 U.S.C. § 522(7).

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

"Complaint" shall mean any issue -aised by a Customer that is a violation of the Cable -

171

i8

19

20

21

22

24

Customer Bill of Rights.

"Customer" means any person who lawfully receives Cable Services ((of a-Ry so pf Otbcr

Services froti~ the ( e-able, Cable, Operator.

"Customer Service Repre,,,ontative" ("CSR") m.eans any person employed by the ((eab4e

epefat-Ew)) Cable Operator to assist
.

or provide service to &amp;ustenwafs)) Customers, whether by

answering public telephonei lin4, wiiting service or installation orders, answering ((eustometz))

service relatc-d tasks)

Customers- ~ruestions, receivin...'9 and processing payments, or perfoiming other ((etistome )) Customer
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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-facilitie's of a

Cable Operator that are-.used in theprovision of a Cable Service.

I lon standard installation)) Non-Standard installation" means any installation of cable

7

I

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

excluding legal holidays.

feet from the ((eustemef'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..'.111

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 ((basiness hei )) Business Hours" mealls the hours of 8:00 a.m. to

((seve4)) 7:00 p.m., Monday through Friday, and ((* )~ 9:00 a.-in. to 5: 00 Tmil., Saturday.

"'NI-ormal Operating Conditions" means service conditions wifh~n the

17

is

191

20

control of the C((c-))able 0((o))perator. Those coilditions that are riot within the control o IL the ((eab4e

epemtef))~ableOpcrato include, but are not jimited to, natural disasters, civil disturbances, power

outages, telephone-network outages, and seye're or unusual weather conditions. Those conditions that are

ordinarily within the control of the ((eable-apefator)) Cable Operator include, but are not limited to,

special promotions, pay-per-view events, rate increases, regular peak or seasonal demand periods, and

maintenance orupgrade of the ((eablep yste ) Cable System.

"Standard ((i))Installation"ji,,eans (Ofor an unwired dwelling unit, an installation of cable

service to the ((eu Custom" er'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 (I)oatlet sufficient to

4
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receive cable services; and (2) for a prewired dwelling, the installation of cable service to the federal

demarcation point located on the ( s4ser-ibef's)) Customer's property up to one hundred twenty-five

(125)-feet from the ((eusteffter-ls)) Customer' property line, sufficient to receive cable servipes and

Customers.

B. Accepsfbilfty

where the prewired equipment will allow the Cable System to meet all Federal Commullications

Commission (FCC)technical requirements.

21.60.820 Customer service.

A, Courtesy

All einployees of the ((oable oper- Cable Operator shall he!~'courteous, knowledgeable and

helpful and shall provide effective, timel and satisfactory service iin all contacts with ((eustefaefs))

ator shall movid- at least one (1) SCTYiCe,-,eWer:Cc;r each_p

8:00 a.m. to ((seveq)) 7.00 p.ai.7 and Saturdays from ((YtkiL-))9:00 a.m. to ((five)) 5:00 p.m,,

,ervi~~"fea)'_the City of Seaftle, thatis handicapped accessible, and located along mass fr; I'outes.

Except therwise approved by the City, all service centers shall b-I open Moiiday through . Friday from

severty-fit-vc, thousand (75,000) ((zitslomo-efs))) Customers served, located at a safe, visible site within ((44

I -i
I I

excluding legal holidays, and shall be fully staffed on-site with CSRs offering the following services to

20

c liam nt ~h,e and ClAstorie,7 Legeip~ts equiptije exc ange, processing of change ofservice reque~sts, and

#v-stomer-b)) Customers who come to the s.r-.rvIce center: bill payment (including the;qbilijKtUDrovide

response to Custome inquiries and requests. The City may approve alternatives for service

centers that Drovide substqt I'v alent serv'ces. (`(ofPar-ing le!

its seff-4--e- affela, ff" .
"

.

__ees__ ) The (~eable epeFatef))

!~Wg OpeiL hall post a sign -at each service cetiter advising ((eftsteffieefs)) Customers of its hours of4oT s
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operation and of the addresses and telephone numbers to contact the City and the &amp;able

3 1
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epefatef)) Cable Operator if the service center is not open at ((the times posted ) other than. Normal

Business Hours. The ((eable opera )) Cable Qperator shall provide free exchanges of '~tulty converters

at the &amp;ffstemefls)) Customer's address.

CSRs will be available to respond to &amp;u&amp;temer)) Customer inquiries during ( flomial business

houfs)) Normal Business Hours. The ((eable opefatof)) Cable Operator shallImaintain local or toll free

telephone access lines that shall be available during ((nofffla4 busiffesshol~~ Normal Business Hours

for service/repair requests and billing inquiries.

The ((eable opef Cable Operator shall have dispatchers and technicians on call twenty-

Tine capacity to etassure that.telephone calls ser,~ice/repair and.billing inquiry lines-ar

aaswered by a CSR withlin thirty (30) seconds or less, md that any transfersare madr-within thirty (30)

under ((neFmal oper--i c-o4ditiefls)) Norrrial_Qp~~r Pn§.-9PMPjjgP~ge with this standard

§~,LaLl be j:q dLorte on a quarterly basis.

'LlStO.nlef shall be able to speak a 't:stomer Servi~RWresgntative within fiy2,15)

ir-inutes. These standards shall be met no less than ninety (90). percent of the time, measured monthly

ne C&amp;Ie Opcratorsfi,,ifl also retain sufficient Customer Service PWrqsentatiye,; qqd

'10MI ', oip.-cavacity Lo eris..!re '~.it a Customer shall make coulact with a human being within five (5)

6

~bur (24) hours a day, seven (7) days a week, including legal holidays, for ernergency purposes.

under ((non:nal operating eenditians)) Nonjjal ~Oera~tinQondifions.

The ( eable oper-.-to,"Y aj t tives.,
Cable Operator shall ret in s~:fficient Customer Service Representai

'lie totai ,iumb 71,er of calls recei)~'iig basy-signals shall not exceed three (3) ptr~;cnt of the total

Aephoii,~calis. This standard shall bc,,riletTlinety(90) percent ormoreoft'liefime, measuredinonthly
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minutes. In addition, the Cable Operator teigplione line shall provide Customers placed on hold with an

roquested by ((customers)) Customers within seven (7) business days after aTi order has been placed

unless otherwise requested by the Customer. If the ((eusteffl ) Customer requests a

automated message informing them of the gpproximate hold time.

C. Responsiveness

1. Guaranteed Seven-day Standard Installation and Service. The ((eable oper Cable

Qperato shall complete all ((standard in4a4atieffs)) Standard Installations and S6-rvice Rppairs

than twelve (12) ificbes, and within no more than 1~yo 02 calendar weeks from the initial

ap-e~)) Cable Opci-ator shall provide the CustorneE in advance with a total installation

,cost estimate and an estimated date of completion.

~

All underground cable drops ftomtbe curb to ,'whoino sballbehuriedata depth of no less

Ron AtaffidaM installad Non-Standard installation, or the ((e~ki.e epefatef)) Cable..Operator

determines that a ( non standafd installation)) Non-Standard Installation is required, the ((eabie

Misr_flatio,t, c)ratatirf,,,emtt~Li,~iilyagreedupor, ~e ~,ve,~n the ((oable-apei-- ~,))~QLbLeQqgiLatq rdtht~jq

ffeustotftf)) Customer.

Residential histallation and Sen~icc Appointments. Customers requesting installatioti of

cable service or jMaij sen ice to an existip.,2 ~'nsta'_'Uation may choose any four (4) hour block of time for

1)

the installation appointment during ((f

opefatef)) C~;blc Qperaallf ff
' , sebledule setnAl-e-Oa n-alls and

. . ....... . .... .

) shall provide Customers the

o f service or i nsta 1 lat i on_~!pgqi 1)41taicuts weekday evenings until 7:00 m. and a minimumof four

hours on Saturdays~ at the.[gqjjest ofand for the oonveriience of the Customer., The ((eableoperatef))

7

)) Normal Business Hours. The ((eah4e,
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Cable Qperator may not cancel an appointment with a ((ettstome )) Custom after ~~.00

The ( cable apey-atef)) Cable Qperator shall contact new Customers by
. ~9,fcphone, mail, e-mail

.m. on the day before the scheduled appointment.

installation or provide a self-addressed stgmped response postcard to alL-Customers in its ins~.,-.,flatlon

materials to assure overall Cusiomer satisfaction with the work copialeted The Cable Operator shall

maintain records of a reasoi ~abie sample of Customer rcTgnstLs.

The ( cable eper-41of)) Cable 0 erator shall be deemod~ to have responded to a request for

service under the lyrovisions of this section when a tecimician' arrives within the agreed -upon time.; ((3

4wJ,-tf-)) If the Cus tomer is abserit -iAthen the'f~clmician arrives, the technician.

door ai)d 1cave writteii Tiotificaijoji of arrivai timc:w~dreiurn time. A.-My I_gf th -iot'fication sb.-?Il beat i

144 itrA~-'i7-t ~Py-B-f the.4 14 6 t1,11516ob.0-ft

P 9~iafl yea he appointment with his/her dispdIcher b0j4-,F':ktf-)f )" y lqphone while at the Customer's

k 2- -spt (~~ Lhc-C-able 0 eraLtqr. in such
circumstaigbes, the ((cable operator-)) Cable Operator shall contact

letl-~'Itomef)) QisLom~~f withinforty-eight, 48) hours. In the event that a tecl-mician -arrives. without a

1~rior amointment and the Customer Ls abs(*Ajt shall not be deemed that. the Cable Operator has

Cabl~~_-Qj~ oT ropresentali ve Eails to keep an ((appoit i Rient:A~

i~c~.))-installation or service appointrftent for any reason, the ((eable Cable OD . ator will

to a request for serv--ce.

Customerbef6re the -,nd of tlae scheduled ap ointment, and reschedule thr,p

at a timf,, convenjent.for the ((eustemef)) Customer.
I



RSE:I.B
0311-1-11,02

cabid) I: ol`:-:~4o'~LB. doe

(Ver. Tv'er. )

3. ((Residential Sefviee Outages. In the event of system outages'..(foss of

reception ((oii all eharm )) of sound or video or interactive television, or failure of Intern' et or e-mail

conriections) esulting from eable eperatof)) Cable Operator equipment failure
aff1p, ting five (5)or

More qewAenwfs)) Customers, the eable oper-at Cable Operator shall correct such failure within

two (2) hours after the third &amp;wAeffief)) Customer call is received. All Cust6mers who call the Cable

per?0 tor to rgport an oatage shall receive credit for the entire day on which the outage occurred and for

each additional dqy the outage continues. The Cable Operator shall notify the City of any outage of

The ( el-b-Ife Cable erator shall correct all,'other service interruptions resulting

least Ifo g (4) continuous hours that affects at least ten percent (I 00/arjof its Customers.

from ((eable opefalkex-~)) Cable 0 erator equipment failure within twenty-four (24) hours.

Al I ((ser-vi e)) outages and service interruptions..-for any cause beyond the control of the

Cablf,- 0 erator shall be corrected wi~hm m~.nty-fouj- (24) fici Lrs after tb~-, zonditions

j
beyond its control havc been corrected.

4. TV Receptiou and (7,able MO(jeTjj T t-~-net Connection. ((T4i---8abId Opef
I riA~n., PfffWX5

elear televisieff. that -t--ex-eeds
tk

IlLe signal guality provided by the Cable Operator shall

nicet or exceed technical standards establish6d by the United States Federal Communications

iission (PCC). Call"Ic j
oodern Internet connections shall meet speeds advertised by flLe Cable

op':-atol- and S:I'kfll be alwa-ys on. The ((~~Ie opefat 1) Cable Operator shall render efficient service,

make.repairs promptly, and interrupt sef:vice only for ood cause and for the shortest time possible.1 9

Sch--,duled interruptions that the ((eabj operat ) Cable Operator anticipates will last more than four (4)

hours shall be preceded by at least twpnty-four (24) hour's notice, and shall occur during periods of

uw of the system, prefera~lybetweeiimidnight and((-,i*-". )))6:00a.m. N.g.t.ificationofa
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planned outage may be by an insert into the monthly bill or by telgphone, sLipplemented with onzscreen

messnes announcing the planned outage. Cable modem Internet Customers m4y receive q6tification by

If a ((eusteffiff)) Customer experiences poor ((,video or- audio meeptio )sfgnal quality or

Y

interruptions of interactive television or cable modem service attributable to the*Ak_el~~))
I

Cable Oporator's equipment, the ((eable ope+ Cable Qperator shall respQ4
11

d an repair the problem

no later than the day following the &amp;wAemer-)) Customer call provided that
I

the Customer is available.
i

If an,-,ppointment is necessary, the &amp;*stemef)) Customer may choose a'four (4) hour block of time

during ((normal open-Aing hotws)) Normal Business Hours. At the Customer's request,

the ( eable oper-at ) Cable Operator shall repair the problem at a.,later time convenient to the

omCustomer. The Cab!e erator shall provide Cust
'

ers the option of service or installation

poil 14, q-ients_-_weekdqy_evcqj n,,s j, in. and a mini~-iap um of four (4) hours otiSaturd-a

5. Problem Resolution. ((The)) A ((eabje epef-Atff-s)) Cable Operator's CSRs shall have the

authority to I-novide credit for interrupted service or
'

of the other credits listed in Sche&amp;jle A, to -

I aTVY

waive fees, to schedule service appointments and to,~, change billing cycles, where appropriate. Any

difficulties that can-not be resolved by the CSR shall be referred to the appropriate, suporvisor who shall

ope-r-ate )) Cqble Operator.

((eti-~)) Custom.er within fourj(4) hours and resolve the problem within forty-eight (48)

Hours or 'within such other time frame asis Roceptable to the ((etisiem )) Cuscomer an(l t1w ((eat"7

6. Billing, Credits, Refunds, and Deposits. '((Cable operator)) Customers will receive a clear

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

-14all be issucd, even if the Customer Hs a zero balance. The ((cable epefator-)) Cable Operator

10
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shall respond to a ((e*stemef?s)) Custonicr's billing inquiry, general question, or comment inadeby

question or comment within two weeks of the postm~ arked date of the letter. The Cable Operator shall

provide the option of a-mailed N11 a_rid paMent to Customers ppon request.

after- reeei,~4~.)) The Cable Operator shall re~pond in writing to a written billing inqui!:~, general

telephone or e-mail within forty-eight (48) hours
((;

The eable oper-atef Cable Operator shall allow at least tbirty,~(30) days from the beginning

date of the applicable billing cycle for payment ofa ((e*stetflt44si)) Customer's service bill for that

period. If a ((eustomef's)) Cus-torne-s service bill is not paid withi~ n that period of time the ((eab4e

or.efatof)) Cabl_~Gpei-atorriay apply an administrative fee tothe Customer's account. If

fhe((e-~H-s~, QisioMcr's service bill is not paid withfiv~fbrty-.five (45) daysof the b--girining date of

the ~?.ouh~able service period, ~he eible eperalor-)' Qab1-,-__q QM~ ator iav verfoi.70 a "soft" eliscou-nect of

two 1,5 ~Jays of the beginifing date of the applicable service petiod, the -epeir-atef)) ~:able

0-1c f (-_-H4opaer- "'I Custemer's service. If a ((%~,- h Y-~
J,

Cwqorpet's seivice bill is nnt:,aA,, fift- -

~Lato~ may disconnect the I(eustemef's) Cg~tomer's service, provided, it ha,~ provided ten (10) days

lc,~ To the ((etFAo.mff,)') Q'istoiner that sucki discomiection may result.

if A ((e*stemer-)) Customer requbists disconnection of any or all services, billing for affected

s end on the _-ant;~ day, or Ob. the fulture date for which the disconnect is orkred. Tho

eustaff.le.mCustom shall not be rQ'Sponsible for eable services)) Cable Services (,Ldivered after the

request. The ((eable opefat ) Cable Qperator must refund any credit balance owed the ((effstei:_Rff))

Cqstoi;l,.,~r, less any owed or dispu.ted amountE, within fifteen (15) business days after the close of ffie

O\ Custoiner's billing cycle ibllowing the return of the cquipmetit and request for

dl:~;conncctioa. The ((eable ape r- Cable Qperator shall issue a credit, or reffind to a ((ettstome

I I
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Customerwithin fifteen (15) business days after the close of the billing cycle following the return of the

service, the ((eable eper-Mate.- ) Cable erator shall repay any deposit with a statemen
.

t showing accrued

interest to the ((ewAoniff)) Custom less any sums owed to the ((eable eper-".)) Cable Qperator.

7. Treatment of Property Owner's Property. Trees and shrubs or otl-ier landscaping on a

((eustom,e,~')) Customer's property that are damaged by the ((Oable. op -4,4)) Cable Operator, or any

Deposits shall accrue interest at a fair market rate. Within ten (10) days after tlertnination of
I

Is I

!1

equipment and request for disconnection.

employee or agent during insta I I ation or construction for the Customerbr in the process of sendng

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

10 i rcuovedwithoulth prior permission of the owner of the prope1

11

e
rt,

- on which they are located.,,

~_dul_Qperg.o.r shall, it its own cost and expense, and in a manner

0i IOVIAby -1he property owne, nn(f the City, restom any pT
.

operty to as good con C, I tio i-i Ps beflore the

1VV01k such di%tujb~jjjce,,vas initiated. The ((eaWepefatof)) Cable Ot)erator s1iiii" replace.

~nstallation, construction, service or rep4fir activities for a Custoraer.

G(,11'rjPC11S~'.k_"0 -0)all property owners for ((any)) dwn'ages resultin"'Y `rl-an, the fk4j'10f:2-S)) cattle

Except in. fie c-ls,~ .-,F;ii1. emiergency invOlving public cafety or service interniption to a large

n Limber -of ((subset4btT-,i)) Customers, the oab~e operat Cable Operator shall give reasonablenotice

to piopeirty owaers o,c le-at tenaats prior to exilering upon private premises,and the notic-, Shall specify

j.

d ~c~ worki-,o be perf6rined; provided that, in the case of construction operations such notice, ghall be

delivered or provided at least twenty-fouT (24) hours prior to entry. Nothing herein shall be construed as

aufl,,ori/Jn1Y 11ccess Qr entry to private property:n .
or any other property, where such tight to access or entry

is. ncit o, i-kt-cwise provided bylaw. If amage is caused by,( eable aper-atof ) Cable Operator activity, tbce

j~gbble Op_g~ptor shall reimbuise the property owner one hundred (((4")) percent

12
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(100%) of the cost of the damage or replace the damaged property. For the installatiou of pedestals or

other major construction or installation projects, property owners shall also be no
I

hed by mail or door

T- 9.1 -- ---- - fp
e4'fH+g--ejWV-,4- -11 C C U s t o mer's home((&amp;)).

hanger notice at least one (1) week in advance. In the case of an emergency, the ((eable eperatef))

Cable 0 )ei~alor shall attempt to contact the property owner or legal tenantilli person, and shall leave a

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

The ((eable eperatoT Cable Operator shall clean all areas surrounding any work site and

ensure that all cable materials have been disposed ofproperly.

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

the ( eable aper-at ) Cable Operator shall at no charge deliver and pick up converters at ((eeslemefls))

shall ;~etttm the-d~-Aeeti-ve

In the case of ii-, al-Functioning eqWpment, thg technician shall wovide

aiid install substitute equipnwiit. ensurf~ that it $s working properl
,

and return the defective t~ U' Taent tQUP- -
,the 1-able Operator.

The((eableoperet Cabl~- Operator shall provide TDD service with trained operators who

can provide every type of as,,istance ~-,-Aered by the I(eable opefa4or-'s)) Cable Operator',7, CSR for any

hearing-impaired ((eustefn ) Customer at no charge,

Ti~e 0111,1- A.c .,al unitCal erator st, I provide ftee use of a convertcr remote control

to MOb'Llity-impaired Customers.

Any ((ewAomef)) Customerwith a disability may request the special services described above

by providing thf,- ( eable opeitatef)) Cable,Qperator with a letter from the Customer's

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

physician stating the need., or by making the request to the ((eable opefatefls)) Cable Qp~erator's installer

13

J
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E. Customer Information. Upor. (Rinstallation~ ((3

-er A-11
ofmation, in eleaf, eeneise U2request, the eable opera+ PFOvide t ellowing inf

annually; and (3) at any time the Customer requests, the Cable Operator shall provide th~ fbllo~v ~n

14

in clear, conci se written form:

Products and services offered by the ( eable oper-at ) Cable Operator, including its channel

lineup.... Thirty (30) dgys prior to the Cable 0 c nnel iillegp, the Cable Qperator changing its ha perator

shall provide subscribers with the revised channel lineup;

The eable apefat io for programming services,peEgqj~ pilces and opt' n-18

conditions of subscription to programming and ((other- servie ),,other Services, and policies

information

concerning changes in services offered, notification of chang,~-s, disconnection and sen/ic,~~ dc,~v;igrades.

~W_Q~perato-r 0~ , r in, -,Lny of the above. the CqbleQpera.,.,,-)i ~JNA vrovide

st',hic-i-A)ers xviFfli

k wrhfen,~opv of diese ~Ouid i-ds or a summary a roved by the City shall be

p,-ovided to Customers at installation ai-id anrwil 1y; an on-iine version shall 4o~ considered accgptable

-1-11 ic,~e Rlg)),*idards, -with. Srbedule A, a-Ad any -other applicable

Lm-inual di'ssi~.mjnqtiori of the standards to cable niodcn-i Internet Qw-Agniers;

hastallation and service mainto.~`riance policies, including the ((eustemefls)) IZustorqet-_

,

I

-

~ 11 7"1
~ !.SPC -11 [:ties for

eciuji)LI Jk:~ U;

L r,~ ction on t-he usc or 2~f hie TV service((,-)), remote conti ol and on. standard N/ CR. hoo

N-isti-tiction on the.-u.se of. I riteractive television if provided by the cable operator;

Taslruc_~'oii on the use 0-f-cab.le modem service-,

((CAhqfl+w, i- I--
-

~
Y

f- P fugfafiffn~,))

j

I
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Billing and ((e))Cornplaint procedares, including the address and telephone number of the

((eable opef Cable Qperator's offices, the ( eable oper-at Cable Operator's policies on

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

and telephone numbers and descriptions of services of the FCC and the City's 0ffice of Cable

Communications;

Policies concerning protection of ((e*stofiwr)) Custome privacv. 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 ((ewAomer-a)) Customers with disabilities including any other discounts

re ranchise;

)hPLW; of operation, and locations of the service centers.

A sample, ofall notices pwv_'ded to the Customer shall be filed

accepta,; cc, n-urrontly V,,'ith the City,

The ( e
"I

e;4pefatef)) Cable Ovc,-ator shall Provide Customers wA 1,vritten

2

of the C&amp;,-__~erator. In addition, the ((eable opefat4 ) Cable Operator shall notify

((:e~,efs)) Customers thirty (30) days in advance of any significant chauges in the other informatiWi

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

q~ddha~ a fee .-or cli i in ~crvi
.

ces as ares;i1t of above notice. Noticemustbe given to ((eust~, -S))

cliail.g.iiq, servic,~s they re,-elve, pb,oilc ~!Lnnber for questions and effeciive date. Customer-, shall not be

v-stem. Customers shall be given a Aesc.tiption of the changes, their options (((ineIud1ftgC-OStS))) for

notification of any changes in programming, services or channel positions as soon as possible in writing

and, xvli,~n Ii-comes technologically feasible, through announcements on the ((eabk--,ystem)) Cakle

15
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required by the preceding subsection. Channel Iiiieup changes that result from a ((eable eper-at"))

Cable Qporator's rebuild of its Cable System are exempt from the thirty (30) day notice req- rement.

All officers, agents, and employees of the ( eable opffatar)) Cable Operator- its, contractors

and subcontractors who are in personal contact with &amp;ab1e)) ((eustefa )) Custoniers shall have visible

epeFatef)) Cable Operator shall account for all identification cards at all tfines. Every vehicle of the

identification cards bearing their name and photograph(( as approved by the f"044M). The ffeab4e

identified to the public as working for the ( eable epere4 Cable Operator. All CSRs shall identify

((O-I-le opefale ) Cable erator used for providing services to Customers shall beclearly visually

themselves orally to callers immediately following the
greetii-, LI during each telephone contact with the

public. Officers, agents, and.gMployees ofthe Cable Operator, its contractors and subcontractors shall

4

,~

ide iv! selves to the Customer when making a service call or installation.

Ali CSRs, techniciaas and employees of; tie ((eable oper- Cable ODerator in every contact

(tqrAemef)) Customer shall state'LlIC esttiniated cost of the service, repair, or installation orally

p6or to delivery of the service or before aw~ worlz is performed, mid shall provide the &amp;ust&amp;me~r))

Custom er with an oral- statement of the tqt

.

41 charges before terminating the telephone, call or before

Lhelocation at which the work was p6rfon-ned.

All promotional materiAs,advertising cable services shall accurately disclose prrice terms. For

on -.tuic aiated ordeus, tbo CS-Rs sliall make clear the price ofpay-per-view and pay-per- event

pro,g,uti3iiiiing before. an order takei. The ((eable opef Cable Operator shall distribute

prortiononal material in
mult,]

-unit buildings only with the approval of the building owner. The((eaWe

Cable OD ereltoy- sl i ~I H not condition the provision of ((eable setN4e )Cable Services ontbe

pproval.
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The ( eable opera4 ) Cable Opera= shall not charge &amp;wAemers)) Customers any

services they have not affirmatively requested, provided that, this subsection shall not
Tir

.

event a ((e"

operator)) Cable Operator from adding programming to an existing tier.

~~ I'doe
~

I

F. Cable Customer Privacy. ( The eable operator- shall not moffiter eabie television signals to

I Without P!40f writteff eonse

from t4at eustomer, exeept as oth itted by the applieable ffanehise, and by federal I~x, T-k--11. -_

i

ej_3ftA__et, a
I -

if++ate-b~~sii:kess aetivity related to a eable serviee of ather serviee pfavi ed by the eab,4e

e.- tor to .. .....I~Offlffs. ) jLrLaddition ~o corn-plyi 11 -Cr witfi, -the requircm-ents in this Subsection, a Cable

Qp e Ily comply with y" obli,,a6gris under 47 -U.S.C. § 55 1._t~Ac~r sli a, I fut
__ _ _ __ .. . . ..._

U

I I I) C)f Ci'rcp.,iinnor, o,vnersl ~_tnol with able 0 oL, and pi~( i iiv CabJe

Service or Otl-r-r Servt'ce.

~'_kff -1 I'ate~" fbr_pu cs ofihis Subsecri,~,n F. shall mean wiv person or entkv that' is owped or

-r~
~,Ocjkde," for vurposes of this SubsectionT, shall mean a data file or other data collection,

Mol jtOn,-.,_ or recordini~, dcVice, e I eflt~ facilitv or software that is used to collect,I WA) _~qioiqitor, record or

obsetAchrsonallv Ideralf-Labl-I Warmatio-n on the coLnputer or other gqyjpMgnt of a Cus~torher

~S 01AMe d or leased by the Customer or Provided bv a Cable

,w_oii ~aiv cf',he 1`1611'fle~; of a Cabie 0-peratorthat are used inthe Drovision of Cable Service.

"Necessary," Ibr puKposes of this Subsection F, shall mean required or indi~pensable.

-forpuTposes of this Subsection F, means anVD ose that is iiot

-to render, or conduct a Mi_J~imate busilliess activitv related to, a Cable Service or Other

I -)r to a Custonicr.ice orovided by the Cable Opgratc

17
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"Personally Identifiable Infon-nation," fo. purposes ofthis Subsection F, means §pccific

Collection and Use of -Sonally Identifiable Inl'ormation

(a) A Cable Gpera~,or siiai I iiot use -
,,
I ie Cable System ta:~~

I

6ollect ..record, monitor or observ--

informatloii about a Customer, including, but not be limited to, a Customer's (a) login ififormation, b

exlepl.or viewing of-vicloo Lropyamming or Other Services, (c) shopping choices, (d) Jnterests and

opinions, (e) energy uses, Q) piedical Mformation, (g) b~,n.kiug data or information, (h) web browsing

activities, or (i) ~Lny other personal or private irifomiation. "Personally Ideii-tifiable Information" shall

not mean aggregate information about Customers which does nolidepti f~L~cular persons.

rcceplJoil "A'ca b1c commurications. r -Ncccs,~-arv lq rert (I er-a-Ca-ble-S-er-.vicQotO-th-er Serv Ice

1-10

C.UStOITICC uilless, and pril to the-~~N.,~~,-nttha~t~uch ~nfonTiqoqn is: (a) used to detect unauthorized

Personally Identifiable Information yvilhout the prior affinnative written or electronic consent of the

-)peraior shall Affiliate from using Cookies to ffic cx cent -3aCh

"0 the extt"IJ cAllet wise -permitted by this Subsection F.

er.

w
2ei-iiii,, ati ,

fl'cite unmutho6zal ac-css to Per onally Identit abiAnformation. Thiss III
~

df I
----

I --l s I

Subsection F.2(b) shall not he iiAcMretcd to prohibit an Affiliate from obtaining access to Personally

(cl A. Cabll- Ope,-a or shall take Such actions as are reasonably necessary to D eve-ft 4_Mr~on gr

)isclosure of Personally Identit"lable Informatioh

-,ce3s lu Pcrsot~allv Aentiflable Information.

othL~r ! hati A fti I late-;) front u sipL Cool ies to the extent that, such Cookies will ermit such V(!, sqnLp

Cable 0-ocrator shallpot disclose Personally Identifiable Information without the nor

aMri'll UVL- ~,,rolc;norelectrooic copsentofthe Customer, ,-xcgptas follows:Ll-lcI

~. ..... .... . A.-

18
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)

perator mqy disclose for a Non(a) A Cable,O -cable-related pLmose the name and address of

Customer to any
~ .

general programming tiers of service and other categories of Cable and Othpv§ervices

provided by,thc Cable Operator if the Cable Operator has provided the Customer the oppoftunity to

prohibit or"unnit sugh disciosurg 1 ri accordance with this Subsection F and Section 63 1 of the federal

Communications Act. 47 U.S.C. § 55 1, and such disclosure does not directly or indirectIv disclose:

A Customer's exfent of viewing of a Cable Service or Otber Service provided bythe

Cable Qperator;

I
I

I he extentof apy other jise by a Custopie, of a Cable Service or Other Service provided

by the Cable 012erator, inchiding, but not limited to a disclosure of the particular viewing

selgctions by a Persoti subscribi-ng to a Cable SQ,--vice or Other Service, or the particular

web sites visited by a Custon-ier tO cable niodem service (i.e., a Cable 0 erator may only

disclosc iiie fact that a Dersnii stibscribcs to cable modem servLc-- I ... ....... -e)Lor

hne WITUr

-!) ci~ator.p2 --

~
I

R~-A-e"

perator may disc I q se,X Cable 0 Personally Identifiable Infonnation.only to the extent that

ecessarv fo render, or conduct glegitimate business activity related to, a Cable Service or Other

010 ,,
~ded by the Cable Operatof tc. the Customer.

To O-Le cxtcit recigired bv ~,-dgrql law. a Cable Operator may disclose Personally

-pldcii~ffiable Inf6-m-tatiou )ursuan', to a si.l'[)'poena or valid court order authorizing such disclosure, or to a

gtL'oCjrT-r, I I C 1-" t a I cnt .-- jjY

.\c.-css to.Infonyiation

19
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An Personally Identifiable ffifo-n-nation gathered and maintained by a..Cable Operator" shall be

made available for Customer examinatioa withiii thirty (30) days of receiving a reque~t by-_~ Customer to

I

City deslgTated by the Cable Opera'or. Upon a reasonable showing by the Custotrier tl~at the

cxanifl.-ie such information at the local offices of the Cable Qperator or other conveniclit piace within the

infonn-iation 11
'~

~ inaccurate, a Cable Operator shall correct such information.

5. Privacy Notice to Customers

Service. The- wtittcn notice sliall be iii a clear and ~q ~,smjqjjo ~

us format and b e
,

printed in ten Point tN pe or

f4) A Cable Operator shall.ai iji Li ally mail a smarate, written ppivacy statement to Customers

coasistent Nvith 47 U.S.C. § 551(a nt at the timeJ(_I), and shall proy'de a Custonic-, a cqpy of such stateme

the Cable Operator enters into ai,.- W51ement with the Customer Io provide Cable Service or Other

personalhy, j dc-1-it'i I'] ab I c inf6m-iat i o ii for utposes other than to the extent Necessary to render, or conductPMR-02S,

_q, 0ic-d"SCIOSLirCC)~'(-'ttStOnICI:i
~ itrafion: "Unless ~ Customer affinnativelv consents

tothe dsclostire of pqsgi-Aiv identifiable inI

i fon-nation, anv diszjosur(. of

itiniate business actlylty-clated to. a Cable Service or Othef Service, s limited -to:

f iLdLlsdio sure pursLiant to a subpoena--gr~, alid court order authoiizing such disclosure,or to a

o,',:i! i i
iiental entity, by iLp_Qpt onlv to the oN tent requit-ed _plicable federal law.

disclos-ure of the naj ae ~iiw address of a Customer tQ-Aq -amminy g-pneral progi -&amp;-tiers of service

other categories of cable aiicl Other Services provided.by the Cabl
....... ....

e Operator that do not

or indirectly disclose:

stai-cmet.1-t Ycq-uired-by ~ uhs,,~~-,tion F.5(a)-. a Cable Op.erator shall state substantially th

) A Customer's extent ofyiewing of a Cable Service or Othe-V Service provided by

20
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cc. )

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

provided by the Cable 0 6sure of theperator, including, but not limited to, a discl
'

particular vie"vimz- selections by a person subscribing to a CabIc -'~)eyice or Other

Service, or the part I cular web sites visited by a Customer of"C'abIo modem service

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

~C) The nature of any trwisactions made by a Cu to over the Cable Sy-s mer

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

RSETB
-7,

and addrosses in accordance with Sub~,qctio-n (b) for Non-cabla'ielated pMoses. This opportunity will

~c ireseii t,~d in thc forlia.ofq postage paid, se I F-addressed pos le ODL- ---- t card, provided by the Cab, erator

NV itl-I fl-te j)rj','TZjC , fj~jt' if a- ---- - --V ---- nce-or other mannei- acgeptab'le to th,~ Office of Cable Communications.

L~ipfiibltjon ac~,,aMsL disclosilin.- shaH remal'11 iii effect Permanently, unless the Customer ubseQuentIv
. .........

. .

CLIStonlei extrcfses its j ight to pmhib4 th®r dISJOSLIre eisonally identifiable inIbp-Ijqt tog,_ ~ugh

tp_d's,,Aos, P,:,onally

Thu-Cable Coerator-sball ii-Mude in its uarterly report to the City required by SMC 21.60.830D

m1rom-lith,oi-i sanmiarizing:

1. the type of Personalty Iden(ifiable Inforg,lation that was actually collected or disclosed dp~ ~n

r

ca -h 1)~pe of Pei-soiially Identifiable Information collected or disclosed, a statement

su Fficient to demoiistrate that the Personally Identifiable Information collected or disclosed

21
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was: (A L
collected or disclosed only to the exten~ Necessary to render, or conduct a le0itimate

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

(B) used only to he extent Niecessga to detect unauthorized reception of cable

communications; (C) disclosed pursuant to a subpoena or valid court 00-der or to a

g vernmental entity to the extent required by fe(leral law
. (D) nam. es and addresses disclosed

in compliance with Section 3 (a) of this Ordinance, or (E) a disclosure of personall

identifiable infonnation of particular subscribers, but only t6 the extent affinnatively consented

to by such subscribeTs in writing or electronically.

the narh.es of all entities to whom such Personal1v Identifiable Information was disclosed,

,~,Xflept that a Cable ODerator need -,-tot -provide. the narne of ~!ny court or governmental entity to

,Yhjc'1 such disclosore was lpaiI- i f such (1'~,clqsurp would be inronsisl.ciit amlicable

cDescribe measures that have been tak.~6, or could be taken, tp_prev_ent the unauthorized access to

s~mjLy 1(kjAflable b-iformation:by a person other than the Customeror the Cable,Q perator,

~-x I'Lldiag~ among other things, a -dese rii)tion of the technology that is or coul~Lbe applied by the

1,:: 0j)erator to I Iprohh, ti iatithor zed access to Personally Identifiable lpfo iation, including

,Ip.i-aill-lable Infomiation to t, t: cxtent not prohibi"ed by section 631 of the Communications

7. Nothing in this Suhselctim F sball be construed to prevent the City from obtaining

to ,ach PL-soijaflv Identifiable Infonnation by the use of Cookies.

22



8....Any aggrieved person pLay commence a civil action for damages for invasion ofprivacy

qgainst gny Cable Qperator.

A Cable Operator shall destroy, within ninety (,,'-)0) days, any Personal

1
~

,
'

Identifiable Information

9. Destruction of Personally Identifiabic Information

if the Personally IdentifiabIQ TnRgniiajor, is -no longer Necessary for the puroose for which it was

col"ected andthere are no pendig _g,
re uests or orders for access to stieb Personq!ly Identifiable

In fonn-lation under Subsection 3 of this Subsection, pursuant to a court order, or pursuant to Section 63 t

of the Communications Act.47 U.S.C. § 551.

G. Safety. The ((eable oper- )CgbleO)cg-- iall install and locate its facilities, Cablej ator st

Systein, and equirii-ient in compliance with all federal, st~Ae, local, and company safety standards, and in

ch rpatiner as 'Sliall riot unduly iritc-i-ferf-, v,ith or end a ii
gf,-,r persons or property. Wheneverth (-, &amp;"

Cklc Operator receives notice that jii -m,-ife condition exists with respw to it~; codipment,

C D
I , I

I

,
.

liro-~,;, 1-,ite such condition immed'ale'y, an,f ~ kail

,ncasLnvs ..is are. Necessary to removf, or ellir miatc% any tinsafe zondition.

Satisfaction Guarantee 1. The ( eable eper-4of ) Cable Operator shall Pwarantee

(--tste-nw)) Ctistomer satisfaction for c,Vcry ((ottiAaR-tef)) Custom who requ-.sts new installation of

Cable Son.'Ice. video, interactive tekvi!i1on or Cable modem hiternet or addsany additional

11111 mg ser"Tice to f

I

Ac Custcjgi cable subscription. Any such

Clu,stoiul-er ~v!-ic) adds ('bb c,~panded basic or other higher tier of video service, interactive

,or cable modem seMevision rVI cc to his or her account, and then requests ((diseefineefiefi))

"J~'SCOY-Itl 111', AiOn Of PICII
U11,1_11-

ded service within thirty (30) days, ( sMI iveeive a ~-- d4-t&amp;44,-,'he+

aioti4h's subser-iptieff e4afge for- tb -t-fh - I--- bem.

t4szert~aepfell) ", shall not be cliar2edfior 3uch Ppgraded service,

23
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21.60.830 COMPLAINT PROCEDURE

A. Complaints to the Cable Operator. The ((eable epefatef)) Cable Operator shall establish

Nv, ri tten procedures for receiving, acting upon, and resolving ((

Schcdule A: "Credits to Customers", ((w~ieh sehedule is ineofpefated-))hei-ein, whichever
is. greater, and

oil-jIllaints, and crediting ((eu4eff~beef)) Customer accounts in accordance with company policies or

S 1, la I publicize 3uch procedures through printed documents at the ((eable pemllof's)) Cabic Operator's

sole expense. For violations of this Qrdinatice, ergdits shall be madt~_~o t1le,Custonter's account. In the

event that the Customer no longer receives Cable Service or Offier Services frorn the Cable Operator, the

0-penil(Irsliall issue acfieck-othe Customerwithig fti 30~ -.1

qti~)- __~~J_ - __L ~t dAy~_ of the reso'
I _tj,~f tile

2MRk!0

f

S,11,1 Written Proce(hil-es "[1all )rescribe a sli-ople P_F0_Ces1,~_((_q1f)) 12Y w III,-: - W Y

0) C us', wnermavsubi vi It A 1 (eefP43WRI)) Coiii plain wnic mail.

_C_a-bk 9

y1olat'loji of m:Ly pwvision of these ( eustomer- sefviee standar-4s ) Customer Service Standards, any

6~nus or -c i
~di iions of the ffe contract with the ( ) C.3,t~ic Operator,kkeable opef

f !he cable operatof2s4ftvastigatieft of

~1, a"ta-vi- -~.

. .......

. .

.... .

44 ~',adoft and its Pi-oposed aetion of &amp;.)).Withi fifteen(15)er-e n

seii 1 `0 s [cw.-LeY within Fi fteen (I ) days of rec6pt.

'Ir Lla~,L; after reqei-vi~,-ig -or~ iidjit J- Cable Operator shall notify the Customer of the results of

it, iovestigal,'oq atid its proposed action or eredit. ff the CoMplaint isI 1i........
I - irt~ writing, a wfitten.response shall

24



The ((eable opef Cable Operator shall also notify the ((e*steffier)) Customer of
the,

&amp;ustemef~&amp;)) Customer's night to file a ((eemplai Complaint with the City in the event thqJ"

&amp;wAoniff)) 0-istomer is dissatisfied with the eable opefat Cable 012erator's decisiof
.

i,
and shall

((thofeughly ))explain the necessary procedures for filing such ((eoffiplaint)) CoMplai with the City.

)or Oustomef))-Custon-ier. The escrowed funds shall constitute the security funds for ensuring

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 epef Cable

Qperato shall deposit with an escrow agent approved by the City a security deposit of fifty cents(($.50)

The ((eable apermar-'s eomplairA ) Cable Operator's Complaint procedurc"s shall be filed with

and approved by the City prior to implementation.

an" with these standards, for the benefit of 1-~e Ci+y. ,,,,,The
escrowed funds shall be reviewed and

mlnilally by the ((eahle epefa"- Cable Operzitor at the level of fifty cents ($.50) p,-~i'

ar.10LI111' .2rcaLor diag ten percent (10%) of the req Ld
t
cd fiird are withdrawn.

ffeU-40 I-

-
-nor

I i
I

C

tisto! pet, year, and will b-, rep'
I co: shed within fourteen (14) days '!) Ih,, -,'ov ~~ ~b A

The security fund shall serve as securil Y for the payment of any penalties, fees, charges of

c rc-dits as providedfor herein and for the T)crform ance by ihe ( eable opem-11-ot)) Cable Coerator of all its

mider these(( ,*)) Customer Service Standards.

The rights reserved to the City %vith respect to the secunity fund are in addition to all other

of fli~~ City, whether re-ierved by aity apolicable franchise agreement or authorized by ~~aw, and no

action, proceeding or exercise of a rialit with respect to same shall in any way affect, or diminish, any

jit ~ fie City may otherwise havc.

omplaints to the City. Any ((e*steffief)) Customer who is dissatisfied with any proposed

V~ ition of ((tlie)) a ConjftLr,'iit by a ((eable epefatef)) Cable Operator or who has not

25
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received a decision within the required fifteen (15) day period (I(a&amp;+equir-ed)) shall be entitled to have

equirc th--2 ((t~~n-Fatof)) Cable Qpt~Lator to grant a specific solution as

26

the ((eeffTlaint)) CoMplaint reviewed by the City.

I

Tl-,,c ((eustemff') Custcj-~ier may initiate the review either by calling the City or by filiI ing a

written ((eemplaitA)) CoMplaint, by letter or in electronic form, together with ~fie ((eable eper-atof~ls))

Ib-1-c-Operator's written decision, if any, with the City,

Die ffeu4efaer)) Customer shall make suchfiling and notifloation within twenty (20) days of

receipt of tbe ((eable oper-at Cable Qperator's decision. or, if no
"

decision has been provided, within

1-hirty (30) days after filing the original ((eomp4aint)) Complai with the 4eable oper-at CAbk

Qperato

If th-, Cit~,- that further evidence is wan"anted, the City rna~ require the ((eab4e

op,er~-~) ~- arole upcna-tor- and the (~ewAomer-)) CustOrner to submit, within ten (10) days, of not'I

III fvcts andarg Agto -~ents i~i sapport of their respective positions.,

Cable Qp ptorand the ((eustomeF)) Customer shall procitl~,c any

idC11,--c,'-.1cjud1ng any reports froiji the )) Lkbje Qp-~Lnajor, ~~,hich 'Jie City

necessary to an understandii i L- and determination of the ((eomplaint)) CoMplain

The 1--ifv shnil issue a detenninat ion within fifteen (15) days after exi-linininq1--c materials

submitted, setting Conl~ d-le basis for its determination.

The City may extend the$`~e time limits for reasori able cause and ruay.Intercc(k, av!J attempt to

If the City determines that, the ((etistomer-'s eemplaiiit)) Customer's Complaint is valid and that

te "
~+b fe4N:w~,-)) Cable Operator did not DrO~7ide thc, complaining ((ou4offief)) ~~ustqmer witb the

Propel- ~O!IWOII jlld/oi, cr,~dit, ;he City may reverse miydecisior. of the ((eable--e~-,tef)) Cable Operator
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determined by the City in its sole discretio and/or any credit provided for in these standards;'

I

or the

Citymay provide the ((ewAeffwr)) Customer with the amount of the credit (as set forth
i .'

iri
Schedule A)

bym,eans of a withdrawal from the security fund.

file of (1) any and all ((eomplaints ) Complaints regarding the Cable Sy'kem or the ((eable aper-aterls))

D. Verification of ComplMince. The ((eable epefataT)) Cable Operator shall maintain, in a

manner consistent with the privacy rights of ((ewtomefs)) Customers, an z,td~curate and comprehensive

Cable 0
1perator'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~ifheir disposition; (3) service

((eustomef Customers after Mstafl'atjon,..and (5) C~Uistomer privacy~n n1jorniation.asj? er ~MC 21.60,510

interruptions and their disposition; (4) required ( e~111le ope-r4teaf, Cable Operator contacts with

_ocicipliance with de
'

idaL-ports detailfil~,; h "tal -rds berein shali be mov

j0t-WqR~V, 'CJLMfler v basis, wifbin '0 daysof ifie end offhe qKdiqLe~. IftheC-ble, T)e,-ator`J'!,-,-,o

,~~Oyi&amp;2
such rcpqrts oti a-fin~eLybasis or if fl-,e~ Lire )~--UO,00mono

for the first ggaiter.trp to $1000.00 for -die second consecutive quarter of noncompliance, up to

S ~00.00 for fhe fliird copsectiiive quartef oI, - -- - noncompliance, and pp to $2,000.00 for all ibsco-ieilt

pciuarters iiiaybe im- osedto encourage compliance. The((eabla-(~O)

Cable 0p,2i--aik-rsha-[IpeirrJt tl)i~ Cii0o reN-iew and auditthe im-ortnation atanytime durivg((ti

Normal BLisincss Hours Ljpon reaso3iable notice.

E Overall Quality of Service.
.
The City may evaluate the overall quality of ((e*stomer))

~C,% Provided by tjj~ opefa4of)) Cable Operator ((e*40mefs)) Customers, in,,eah!L

'-h any perAbrina-ace 5 oview provided for in the fra:.

27

achise agreement; or at any other time,
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2

at its sole discretion, based on the number of ((eustemef eomplaipAs)) Customer CoMplaints received

2

or has failed to perform in a timely n~anner, the City may require in writingthat the Cable Operator

Procedure for-Re.pledyin

_)) Lf

the City has reason to believe that the Cable Operator has failed to comply withany of these Standards,

Teiiiedy th-c Aeged noncompliance. If the alleged.noncoMpliance is denied or not remedied to the

directly by the City or reported by the ((eable eperat ) Cable Qperator in its quarterly reports.

0 4

A.,
has Feasei+ t~~e

.4- -AF-atef 4qs faileA lhat the laabk"Peffitof

4fflee Elf, e

_11--d- set forth itt

((14))Q. Notice. At the City's, request, the ((eable oper- ) Cable Qpci-alor shall include on

billiag statement, in aJear and conspicuO~us manner, information on how to contact the City's Office

satisfactio-iin-1-the City, the ItC*tv ina impose moiietarv sanctions or follow other procedures set forth in

d'ividl:al frajichise agreements.

of Cable Coiimunications. At the City's discretion, such information may include, but shall not be

11111"Led to ific addi es.-I. telephone munbl,&amp; and e-mail address of the Office of Cable Comniiinications.

A~ jcc-lst _-Ininti~dly, the ((
11 1

_Ii~ epefator-)) Cable Qperator shall notify its

Cristop,iers through a bill insert of ttite existence,, location and function of the City's Office of Cable

shall provide a st,,nwiary ofCable Castcmer Bill of Right~ ((the or-dinati

ii t ~ 1 s-1-ibehapter and
tfl V Jr;-, remedies and - oc edij res availak, le to its ((ewAewie+s)) Customers.

28
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Cable modem Internet Customers may rccci~,-, such notilication via e-mail if the Customer does not

receive a written bill.

Schedule A - Credits to Customers

'~,tandards of Minimum Compensation
Custmijer Service For Nwicompliaiice

COUR FV~ I,,)'

peratoreripioyccs (XFiva )14,tr,

1)rovide tMiclv services.

sliall be fficiWIv, ki-I-owled-cable a-,id helpfull ((J-jI aeotfflt

RFSPONSIV ENESS

S--

I -edit.

ri ii teed 7-Dav Residential fustallatioii ~iild !-,crvice

O~xrato-.-.-, shall complcl

Starl&amp;ird hislallations.-ad

scrv~cc rccji.iestcJ b,~, a f Q tstom. or

1 (7) da,.,, aflci- oTder ha~ !)cc:)

Operator shall pi o~)-dl-

(Cus-to-~+,s)) 11stonlers seek,H)" Qfied+ staft
n

liislaltafloiis %vith -I

'Jetal InstalfaLIOl Cost CS-Urnale ~~,,I-id an ~~:stfwated

~rja(e of coiqfletiori.

All
.

lergrowid cable drops shallbcbLirl,-~J m,

less thari t~vclve (12) iiicfics deepand \,vork, sh,,ill b~

caleiidar Nve,~ks Jf~oiii th--

Free Mstallation, or one ((l) month's

asl,~ ~ service, if the -fee has been waived

6, ,ironiotional reasoxis;.for a service

vi~LiLqioq, credl.t,

F vee install, if M(,;! 3 ["atun, or ei!,
`

/ .

~zvice, if' tlie.fee has, be,.-.,,i

-)Tornotional reasons.

+i~ e DAMS V15) or-edii

deeOUPA )~.O(Jcredlt.

Rcsideiifiai Nstallatitoi and Service ~1)1)t~inttnctits

kl, H ejible-~, Cable Operatoc (~eiyslwiiefs)) ((Teii: De44,

rriay choose aii-y-foLir (4)'notir Ilt-fic block- diiiingy

CLISLOIII~'!-S Wall',111g IIISUt]hItIOiI Of'C.~IbJC0r service at~eeupA)) S I Q. 00 credit.

Norii-fal ffits'rjc.,~,- Tjoiirz,

~:~ible Operator ill"IV not

aii ippoiritricm,,vith a qc-Lisioniet))

01stoll-ler J fler C!, Ii1c, d,,y be-fore the

jen DoU
i 10) e.f edit ~--ustotywer

S j (I.00 credit, addition to

J;~~

Ic. Orjcf-,Ito~.C

29
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IV,j

m

If 'a ((CA

Oil foi- aj-.v reasm., the

e,pe~ -atc-w)) Cab I e Opent I or s I -mI I coi,~tact the

CLIStomei-bef6ro the erid ol"the

ilf-eff Dollars 0,10' or-edit to eustt-m.--ef

$ 10.00 credit, in additioa to

J:'my guarantees offered by the ((eab4e

operate ) Cable Operator.

Sche(kilecl appoll, ritilielit aild reschetitile at the

I

-
th -c o-,~-i ve!i enc e, o I

- Ctistotiicr.

j

19

i

0

I I'a Cable Operator tecl-m-11cian T-4\ v-Dellaf
&amp;+$--5 0 0,-, * A M

afriVCS xvithii-i the agreed
Lipoii titrie. arid the aeee-u+~-)) $5.00 cred't ihe customer is

((CUStOMcf)) CLIS~011-10- is -110SCII-1, [lie 1cchilician not contacted within forty-p-i-kt J48)
s hdll lcaN.,(- N,,;r1ttcti lioti ftatioi,, ofarrival and return hours.

me, aml the Cable e ator
I

r

sha'A' cortact ---hc ((ev6+offK,+)) Oisionie- ,~ithi.'11

I'Orty-, I Qfit (48) hotirs to i-cschedtdc.

((Residelifial Set- e,4-n4erT-npf16n-s)) Quta!je,,

Svsteii-i oatages resLilting from ((eahle opemtof),)Z71
i0iie 01) dav's free service 1;

"Iffea- clim,ahl~-, Ooerator ,qijipmciit fal 1 fe 'i
~7~

or -,-] 1 C, rc c-a 4-o4i+er~O) CLis.'oiriecs shall be

correct,:ti -,vitimi !'v,,;o hoL,,i-s afier t1he th"l-(I

Ctistomereall is ,eccivc(l

0111e,-
Iter'-110ti, oils I z~Wfiw, 1, -)m-e Af,

7
f Cable Qoeia~or ciitapilic'a fiilure Stiall

da-v'M wl-itch t-hel-C Is all

owage for --~acli 'A+0 -cerv-w -m

Outage.

(t +Wenty hoti F de 1 a yJ~-

th-M., .9ft

otilage for each Oistomerwho rcoorts ar

sei-vic-2 otita-cs or 1.0-,cms lhevorid GIC 1": k-~ ~,,Tvj
I

C C, fo,

Cable--) 3
L), or- S[]~~Ij 'W"wenty t~ativ h

be, Col-reCte(I IATithin how-s after -y Iin-,,vh'ch there an.

[lie CaWe-O~)erqto regaills omage for each Customer ~N]-,o ivports an

co-P'Ll-ol. ~OUtqgc.

t

TV Receptimi Difficulties and C"able Alodem Intertiet Connection

shall make We 0
1) ulay's frec s,~~rvicc for cad-1

P1-0111~j)tl~, d1ld IMUI
LIJ)l

SCI-ViCe, W,11,~ for jwmelltf
';,Tood caiisc, dLIT-1111LI Pel-10dS Of 1-01'111MLIT1111S~' Of:.he et)sdtowers)) da ~~iclj there is an

SVIW'~-Q, ~JJW T01- !10 11-wre O'velity-Folli- OUt8~'C CL~Cll CL1sto1r1erI,0
i

-01 rOPOF-11

excowwhere tmavoldaNC2.

AM Cable Operatm-s shLd'
q

OTie (1) day's lree~service for.each

01,0vicb" i-lear teevisjon re-ception th~!t mcets or jt~\ c-nty-four (24) hour period that

rc'c' ~~,-,Clumc~-d reccnti(-,,Ti falls bc-lo-w- FCC stx-;&amp;rk1s

S all

Af-foctc ~! ((et4sto-ner~. i o
OiFforn,rq.

1) 11
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All Ca'hlq Qperator~; sliall mc~,L

,,advcrdscd for Tritertict servlCe~lm

a ((ellstom Customer eyT-w;

or audio reception due to

OP --

,

Per~llor elcitill-Ment, thek
,

i)

Operato shall repair the probleni no later, thxi flic

next day, wiless otherwise agr-ed ~o with tile

((C-~+40-mef )) Custollier.

-Ojict (1) day's fret service for each,

v~, enty-four (24), hour period fli, leedsat sp

fad-to nicet n-iini-Mirn. advertisLdA~~lca-lls

0!- ,1 ff"ected CustoTr crs.

(i) day's ii-,;C Ice loi Cach

f. lwenty4otff-l i uf do ay fe F affec4~-~d

ewAemer-s)) day after the 0.1stonier has

called to coMplain and the [--~.roblcm

remains uncorrected.

Probleni Resolution

-opt- ~~Opcrators ~(eustenae~All 1(ea4k

Representatives shall be able lo pro-, 'd,- credit,

vvaivc fees, schedule appointnionts and

"es.

$5.00- credi't.

Anv (111-ficiiiiies that cannot be resolNed hv the ~rftr

("a'stonlei, Serllce ves sl-,,all bc- refcrred aoeet-!ii!.)'S5,00 credlit.

- -- ---- gLi yisor wh-o shall con, ~,Ct
-

lhe Gis-oni.lli

(24) hotirs,

m tl-~ case of cfiffictilfies that cannot be rcsolvc

,1-10 ~~Upcl-,isor shall contact the

Ir J-11d the

Cab I e Op-!~rqtor.

Ctislonier withli-O'Dw (41 hotirs and rcso'vo the

bte-ni vvithin (48) hoLip orpro s \N ~h

,S-ach Ofl-wr urne lrviie c* is acceptable to the

Billin--. Credits and Refunds

('Listoxr-'rs shal 1 re-r--ellve a

'F~lle
(,( ea,41e-opterfttof,)) Cable Operatur -,licd

I

~cspond to a (eustoniei"s)) C',-istonici s billing

:nqUil-V nia6~- by te'ephoiic or c--niall

cl.~:Tt (48") hours, -ind to a ~vrltien I)HIML, hic"Illry

m e 'ell

(1-5) da-vs ofreceinot oftho i-nqtgy.

I

~ieeeunt.)) S5.00 credit.

usl't-ft-Fe-!
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= zz= z Z.=

~C

I

fort-v-five (45) da-vs from the be(ji-rnina date of the

adri-milstrative foe. ff the hill is not pi,,d within

applicable billing cycle before imposing an

thirty (30) days froni the beg"riniti,
1-1

1

~_
dale of the d1Eoe+mt--)) $5.00 credit.

All C&amp;c_Onci,~,ors shall allow ((F4-,xeDellar-s($5)efedit4,,.etistante

ti e Do! i_~O Ottsteffie

NV:1thM fiftv-two (5,'_~) days of the be-lriii~ii,u date c,,! ~~weeunt-.)) S5.00 crcdjt.

If a ,(et"Storlier_~S)) Customer's bill Is riot pai

7
iCable Ope-rator rnaN pcv!orin a "soff' discon)ICC11.

applicable service period, the

~ the appliclabic si-orvice period, the ((eable opefatk-w))

has provided ( 10) dav-s notice to the

'C-L.1sionjel'S SCrV'Ce. hUt 01111~7 i1pol- I, I __ I
I

I s! owing that it

lCable Operator triav disconncet the

Customer that sucb discorinect may
rcst!IL.

CUstorne-c requests disconnecti0i

I
,if

ari,~ or services. N111,11" Fol ;_IH~octc(! servlcc~,

~11-tl 1 eiid or-., the saaic day, or on tile ftftUre dq1C f,

-oiinc, leflic dis, ci is ontered. All ((effbi

Cable shall issue a Crodif oi-

refund wiiflhiffl fi ileeii (15,1 days after

Jlic ck-~sc oftho Custoricl
S,

o'll,
i in

1C -folloovinz -ii oFt] quipment aodMe reati III'

A-equest discol-Irtectwil.

Deposits shall ~x-_rue ititeiest at a falr niark,~_,.t ,ate.

W;tbin (en
f

01 -Ja 's ~-,,ftel,

ternmial,ori ofscrvic-c foi- any reasoti, the ((cable

ope-Fatof)) Cable 0 )eijtto ,
all repay any depositsb

,vvlth a sfaterrient showing accrUed linterest to the,

(I &amp;H-Aqn-ff ~astQin less awv swiis c-wed to 11 w
Cable Operator.

durin~i. ariy iiistallatien or repan ~tl,lv ackfitioual rc:j:~airs or r(~~fl

(Five dellaf ($5) efedi S5.w cred !t

or ref,
I Id th,~;

il(e-~-totnef's ) Customcl`s "acca-t1i.1.1 has

21 o s ~-,d.

S5.00 i'

c-fstomef-aeeeia~)) or r e fi
-, i id i

I eu4enwp1s)) Customer's account has

I

~1' 1'osed.

Respeetful Treatinent of tl("stomerls)) Pr9perty

(T I

I`
-
,

ibL- Oi`(&amp;))pcrat; -rs shall roplace ativ trees or S 0. 00 Crc(];,L

CaNe ((o))Qperators shall restore arty darii,~~_,cd T, en Dallai-7s $ i 0.00, (:,red i i-

Q
;:,

property-10 ffic same 'cond"Ji-Clis it wasbel'~,[,,
.1~!',y

additional repairs or reinaburs;-.ment.

k
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CIA"Ork Lobe done. In the eN, of at i cmen-vency, i~~

C-11,11C Operator slial
I attempt io

:con-lact tl-ic property owiier o- IcLial teriant irl

versmi~ arid sliall Icave a door 'ham-)er notice in tl-,.-

k,,, ~:nt nersonal comact is not niade.

I

All Q~ihle01?~agoj persomic" .((TP-R4)o4ar-s4$I-G)))$j -creditp'::.~s

sli;lll clean Lip the area surroundiffiu, a \vork site o~~d ~lay additional repairs.

dispose c~tble materials,

Services For Custoivii-~v,, NN ith Pisabilifies

i f rei+41,,)IIar-s ($10))) $ 10
-

00 credit -plus

,iit~
additional repairs or reimburseracat.

~((Tive Deflars (S5) er-ed

S5.00 credit.

t(eLj-4OFHOFS')) Customersxith chsabilities. In the

case of-~i malfunctioll'ing coiiverter, the technician

shal I

p.,
ovide another converter, 'hook it tip and

Pa iati k$5) 6fftlit

'I tr,
I

011--r-ators w1io catiTDD seiwic,~ tln-ou-, amed Ree4a"17)) $5.00, credit.
H

le ai,,,,i ~,,ssislancc t-eLn; k rlv ~iva'!~ibl- I' om a,

CS R t no cl-iarue.a
in,

d,-,FcCtI'',e COO~,Crte-r Olt eal)le, Ovel.ato-O',

I Cab-le Onerator.

'Cab I c o r S-0)0,,)crators ~,vfll In'stall, at no cliarge, any ere&amp; t, ,u

~(,.Iosed captioning device purcl-I'ased ',-,,v a hearing- ~aeeetffl-t-.)) 5_5.00 cLedit.

((c--+stome )) Customcr,

i

-1 1

I

I

Cable ((e))OPeratorswill give nolice Io piuperty

owricrs beforc mtering premi ses. st)ecil~vim-y the

ai,d T)Ick up converters at t1ju homeof

All ((eable opemtof)) Cable Operators will defiver

ens-are tha, it is ~N,oikm,- propedy, and sliall retun).

"Cahle ((,,4))Operators \vik provide free use of a I -'I -, e4)eIhw-,-,-f $rS))) 5,5. 0 0 c re, h:

~COII'Vcrter rer-Hote Control unit to mobllltv-limp~t' m)J
t),ro-,,'s on,

Con 0-C41 .11-,!
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CUSTOMERINFORIM kTION

-)Ic OLwhep the Cal -jerator Pruvidicquastome)), Customerwaft

:;t ~)jpropose~ chaliges 'to n1tes Or. th-e cliatinel requestcd information. $5.00 gre.:'
~

~) Customer'o i- ~i t alyj~~Li S failure to provide.

reqLicst, Cable Opei-ators I

provicle the folllovJng req~icsted niformation

and CTCdjt illf'ormation:

Products and services offered;

Customer service standards;

Instniction on use of cable TV, interactive

TV, hiternet s rvice, remote and on

standard X17CP hookups;

"I
Iilling, collection and. disconnect policies;

ciller J)nvacy requirements;

olylp]al,11.~)rocedulo (,.)t1ta:iniiig the City

oi- the (lesigmAcd Li-acpcI-y
io wbom the

Comt)Ijilit'; qlinAd be---L- I-

~ a-~ i d a vi'l Jabli I ity o f A/B switch;

Use and availability of parental

ov e, ~' C

Special services Bor ((eustemers))

~~ustomers,~vithvlsu 11carhm~or, -tiobilit
'

,

'il J,-I-
-

~1")a MAIUZ~.~

ays., times of op,:'ration, and locations of

tae service centers:

)1-1,1tOI-S provide

k -i vN~rl L L IVitl 0;2-- iiol ificatioii o f wiy change

)ro-grapirn aQ. or atleast thirty

ciays before f L; the chaii-c.

34
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Fiw T)o Ilars (s~))) ~~ cred ii ((4o

,'asteff-w+-aeeeuFA)) for each af.,xted,

Customer.
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cab! u1milohights]LB. doe

L I
.

7 VM

1--Nt~ry of eable -opera tort-, In eoft~a I

All

officers, geuts arid emptn-,,ces of the Cablea, ~ ----
Opcrator. its contractors subcomractors irl

12t-msorial contact witli the Custorrier-sha-11 have a

visible lde-mficatior~ ca-rd witli flicir 11ame and

L)hat )h and shall grali v identi themselves

pon first coi tact -Mtli d e C-,'ustomer.

Afl! C'SRs slialt idem1f,., ibemselvcs orally to ~~ ~i ~Iers

jeleplioric co-litact ,%J'th the publlc~

I

Fach CSR, techiiilclati. or employee ol ',.hc t ~&amp;aWe

Cable Operatoil in each contact ivido a

(,(Ieu--,,-
~--~

-)) Customei shall state the estimat,'-d

cost of tfie service, ropair, oi installation orally

~r to 1C very oFtlie or before any work

Is performed., Pi-id shali provide ~hc ((o*stonw-r))

'Ous-lomer Nvith aii orall sta"ernerit ofthe total

lai-es L-efor. tfic tclepljo-ne call or
I

ot,~116rc lieivlng tbc locatim a~ A,11.1ch flie
wort,,.

-, s' T, -I

perj"'11110~ ~

Five Delius ($ 5) efe(I 44, ~ -e~-,+Pet

,aeeouril.)) .$5.00 credit.

Ofedit tO etlStO

'ICO Ocu~.)) $5.00 credit.

t he C1110 i Ce C,

Is to d eien Y' i

-.r iaa,,~e amajlame~-Ia~qperator-~T v.,411 +iot iell

e4istomer 446fl-t-jation otbei- dian as texpfessiy

r,oc N:olaboii of-Rrk,-~i.-~y-per!~MC

?.1.60,8Nl'- of dic Cablp.CUStomier B'11 o
.. ........

H

35

0 0) ,
oF a efedyf- t~-j - e, --i,, -eo 1 mf-iff

tlie same ameutA.
-

The Custo j i i c r has the choic,: of cither a

check for $100.00, or a credl-11 to

'ustortier accolfult i'll the Sart-te aro-Ouri'L



~Vct. 7',Iel.
1;

FIN'beri the Cable Op erat, ~AA 11c;ist Tweaty-l'i ks-~

-
-
-
,
) a dfiv 601 cac I

receivesnoticc tha'~' an tmisafe midition exists -with ivventy-four (24) hour d,~ Llay in

respect to its equippictiL, t

,

he ((eable oper-atef)) ~..-sponding to ((ewAemer)) Customer

Cable shall Hivest;(,ate sucl-i condition iisafety concerns.

1 RSE~LB

I-,:I;ofrightsLB.doc

,

.

I
Iimmcchatclv, wid sliall take stich j-iieasures as are

neclessai,y to, remove or ehmitiate any unsafe

coilditio"I,

,

~? ,
-) )

-

, ~ it F h thCable
('- )j0per.Ttors ~,'I; J:arantec Tile f 111,2f CU:,h~i[~~,fJO -1 k -e

IIQ~istomcr satisfaction !'I ~i c~ --~rv '(, ~)pportunity to e aii c e 1 ((b as j e ~R -,Npande-d

VUStOll-ler v.lio requests ((basie eF expan(4ed basie sen4ee)) any new or gg---,adeJ Cable

new or nvraded Cable Service or Service or Oiher Service within thirty

Oth,--r Ser~ ice. 11(30) days vin~q~

36
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(Ver. Wer. )

~ghtsLB.doc

03/27/02

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

Section 2. This ordinance shall take effect and be in force thirty (30) days from and after its approval by the

cffect ~is provided by Municipal Code Section 1.04.020.

Passed by the City Council the day of_ 20 and signed by me in open

session in ~ndhcntication of its passage this __ day of 20,~f

President of the City Council

Approved by me this day of 20

Mayor

Fffed by me this day of 20_
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STATE OF WASHINGTON - KING COUNTY
--ss.

144746 No. 120775

City of Seattle, Clerks

Affidavit of Publication

The undersigned, on oath states that he is an authorized representative of The Daily Journal of

Commerce, a daily newspaper, which newspaper is a legal newspaper of general circulation and it is now
and has been for more than six months prior to the date of publication hereinafter referred to, published in

the English language continuously as a daily 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'h day of June, 194 1, 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: 011~80-fl _fJON 0rA4-Lo-nc-v-

was published on

5/14/2002

9
5114/2002

Subscribed and sworn to before me on

Notary public for the State of )kashington,

residing in Seattle

Affidavit of Publication
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City of Seattle

ORDINANCE 120775

lui;' 30

'10 17- 4

fl

40111', A

W
;no

A,N 01U)NAN-Ct ;.,-~aicd ~o ~aDie Sorlocs aznicnding
'MC ~ 1 .6; b, the C.~,s~,:ncr

B

,
.

lhe
C&amp;I,

ofWHERFAS, po,~Qan! w la"! q fmncfz:~iog auno~~y as

and tnf~ mico veT.,iivmc;,tsoti a CaW, Oo~rzw; na
-rccs custor"

-W,-HEPEAS, Eli, C~ty -n~eimlv mun~lo-.,4 Custom~, Conip'~,"j-s'jwcwh :~5 off"". ~t

(~omniurricalp.s; an't

WHFP,,EAS, '~he Qit~;has demmined tlaat are in ~'r&amp;r jo mak~t fl~c C'Swio~r adl of

~U,gh~s mn~c oc~pons~v~ ~o Scaul, cit:zens; and

W'14ER-EAS, have occumd nch ~:ph,~,ng ~ons,~rner

WH.EREAS, the City h~s westm cns,~m:,g gre.1,ter
cv.,ac-, fo7 its No,,

PF IT ORIWI~Nf:f) BY THEC-i-rY OF 5EATTE,E AS Folj,u'vS.

5~ticoo. 1. 514C '))roug~'
"Mc 830. r:iol' Eli:; of

R,gbu, is hrehy axa~"ded as

23.6fllsil() YOUCY

-,-h, -~Iafl bi~ pmiled u'd to firsz 'tsolv~

ftz

QRT!gs~[ to Lhe C"~' my mtmcnc. Lq 0'de-~
-~

sati'facfi~q

Ah -~w C~(' ma~" a Cure
~r mncopnplizm,'t

the Sw,6,,ds is i-dcnfifi,~,

Cured ""I'vu:
N: tl-~~ 43"'. 4.,Ys, mozetan, sancliom ~.f_ z_'Sw 22i,~_be =.posc8 w

encowage eoropiiance

'(-eo-)) r2a-stvmer and wmz!aints ws!ho"'l dela~' 'od ton~zfer~= fr~n. ~"c 0

is mt ~'ddre~d LY '-he
gi,c%

1~~ F,-e Z, 1.J
nt Zffe-G~jj? a ~4 -.J;Cqqt PO'-~Vn ofth~,' &amp;anc~-Se arlc~

4

_~tq[
is fle to CXCee4 th bie

)41 =d such sh.H be for tht 3~,"osc ofecf&amp;~,mg thm Staada~Js

M T)M' cW

Age

~'~Znt of the -I

Ne"idt"d or

or

"hese
to any

:n any

confained in

:

56lig

o.15imwiY possibl~.
~Vileie su~~hap~'~"

~-"i wl~w dx

avt~mcp! 3-,c :ncoo.'iszcnt~ Lite P'o'isioos 0, tl~'e ag'~c'nxx
M~t P.ooLm-"' fc~ P~~Toes

fir'~S' p'aa[*,;1zs and compiimce
ith tht C,Ws oo'~vt"

of ass~sin-g

'47 3' 'Q~u,
-

M~n"~_
n---'gzy_--ce tc~~2s

2 6~LL z:c-~a'
-M~nicr-fot r'3.

__t'r

S-6cd.le A

~s- zoa-!mm-

,Qrdsz~ cs, ard ,czrj, snail lia- th- me=ngs gi,er,

~mds'-'~ the fb~'~G,ioq

Whcq ~'~ ~n lhcsc

belo

-Caw'~ operator,

Sabie~5-cm,ts~
mex 'neis Di

-?

Ag

;d,

-Lqm~w~

J -4

aV or fi,

pur"-, Boms, Under

qg jo ;c ,

("'ry CQLnci! finds erq_
,rj ;3ond

""Pts con ;ncd Thert~M M

-n!

zn"'e
I,

Folio"i'g

c
t-Z;~Rt'On or removal, clic Djj~cto7 oj

'a'kc

411k WJIM in the soie

Y,to th,

vor'tj'c'-
I

"'i

~'e! With 'he nev,

!,I bc ej-n-
,

Ba"k o st

MeCiatei

42Y, 2002 "'d ZitV)EA b
day of MJ'

Y, 2002.-

le'k

tie

~Elttle, May 14, 2W,,,

544(144799Cq~

ot

ofS~an'e l'as

Q:;Uo

jI, Cable Cti$bDmLr Bill

~rW~nce fjo, the
C~t'.

!c

~J~ ~qe C~N ,a' 111,b,

th,
no-ftlo"pt;

.

aoc~ Qz

th'

"ab,

p"fom due toa., 'e&amp;"

tl~gss

a-96 nec Y Tiic'q'.~

OnDch3pte" "d an

er" "i~~ control
'ro

, , s

X~ffic 'e~'cjj' j_d-

.

"
~

i*ra~es. aj:,1, sha:


