
SECTION 10-96. CONSUMER PROTECTION AND SERVICE STANDARDS. 

a. Except as otherwise provided in the Franchise Agreement Ordinance, Grantee shall 
maintain a local office or offices to provide the necessary facilities, equipment and 
personnel to comply with the following consumer protection standards under Normal 
Operating Conditions: 

1. Cable System office hours and telephone availability: 

(i) Grantee will maintain a local, toll-free or collect call telephone access line which 
will be available to its Subscribers 24 hours a day, seven (7) days a week. 

(A) Trained Grantee representatives will be available to respond to customer 
telephone inquiries during Normal Business Hours. 

(B) After Normal Business Hours, the access line may be answered by a service 
or an automated response System, including an answering machine. Inquiries 
received after Normal Business Hours must be responded to by a trained Grantee 
representative on the next business day. 

(ii) Under Normal Operating Conditions, telephone answer time by a customer 
representative, including wait time, shall not exceed thirty (30) seconds from when 
the connection is made. If the call needs to be transferred, transfer time shall not 
exceed thirty (30) seconds. These standards shall be met no less then ninety (90%) 
percent of the time under Normal Operating Conditions, measured on a quarterly 
basis. 

(iii) The Grantee will not be required to acquire equipment or perform surveys to 
measure compliance with the telephone answering standards above unless an 
historical record of complaints indicates a clear failure to comply. 

(iv) Under Normal Operating Conditions, the customer will receive a busy signal less 
than three percent (3%) of the time. 

(v) Customer service center and bill payment locations will be open at least during 
Normal Business Hours and will be conveniently located. 

2. Installations, outages and service calls. Under Normal Operating Conditions, each of 
the following four standards will be met no less than ninety-five percent (95%) of the 
time measured on a quarterly basis: 

(i) Standard Installations will be performed within seven (7) business days after an 
order has been placed. Standard Installations are those that are located up to 125 feet 
from the existing distribution System (as provided in federal standards). 



(ii) Excluding conditions beyond the control of Grantee, Grantee will begin working 
on Service Interruptions promptly and in no event later than 24 hours after the 
interruption becomes known. The Grantee must begin actions to correct other service 
problems the next business day after notification of the service problem. 

(iii) The appointment window alternatives for Installations, service calls, and other 
Installation activities will be either a specific time or, at maximum, a four-hour time 
block during Normal Business Hours. (The Grantee may schedule service calls and 
other Installation activities outside of Normal Business Hours for the express 
convenience of the customer.) 

(iv) Grantee may not cancel an appointment with a customer after the close of 
business on the business day prior to the scheduled appointment. 

(v) If Grantee's representative is running late for an appointment with a customer and 
will not be able to keep the appointment as scheduled, the customer will be 
contacted. The appointment will be rescheduled, as necessary, at a time whch is 
convenient for the customer. 

3. Communications between Grantee and cable Subscribers: 

(i) Notifications to Subscribers: 

(A) The Grantee shall provide written information on each of the following areas 
at the time of Installation of service, at least annually to all Subscribers, and at 
any time upon request: 

(1) Products and services offered; 

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

(3) Installation and service maintenance policies; 

(4) Instructions on how to use the Cable Service; 

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

(6) Billing and complaint procedures, including the address and telephone 
number of the Town's cable office. 

(B) Customers will be notified of any changes in rates, programming services or 
Channel positions as soon as possible through announcements on the Cable 
System and in writing. Notice must be given to Subscribers a minimum of thirty 
(30) days in advance of such changes if the change is within the control of the 
Grantee. In addition, the Grantee shall notify Subscribers thirty (30) days in 



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

(ii) Billing: 

(A) Bills will be clear, concise and understandable. Bills must be fully itemized, 
with itemizations including, but not limited to, basic and premium service charges 
and equipment charges. Bills will also clearly delineate all activity during the 
billing period, including optional charges, rebates and credits. 

(B) In case of a billing dispute, the Grantee must respond to a written complaint 
from a Subscriber within thirty (30) days. 

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

(A) The customer's next billing cycle following resolution of the request or thirty 
(30) days, whichever is earlier, or 

(B) The return of the equipment supplied by the Grantee if service is terminated. 

(iv) Credits: Credits for service interruption will be issued no later than the customer's 
next billing cycle following the determination that a credit is warranted. 



Sec. 10-100. Technical standards. 

(a) The grantee shall construct install, operate and maintain its system in a manner consistent 
with all applicable laws, ordinances, construction standards, governmental requirements, Federal 
Communications Commission technical standards, and any standards set forth in its franchise 
agreement. In addition, the grantee shall provide to the grantor, upon request, a written report of 
the results of the grantee's periodic proof of performance tests conducted pursuant to Federal 
Communications Commission standards and guidelines. 
(b) Repeated failure to maintain the required technical standards after notice from the town of 
the deficiencies shall constitute a material breach of the franchise entitling the town to utilize the 
procedures of section 10- 108 hereof. 
(c) All construction practices shall be in accordance with all applicable sections of the 
Occupational Safety and Health Act of 1970, as amended, as well as all other applicable local, 
state and federal laws and regulations. 
(d) All installations of electronic equipment shall be of a permanent nature, durable and 
installed in accordance with the provisions of the National Electrical and Safety Code and 
National Electrical Code, as amended, and as may from time to time be amended. 
(e) Antennae and their supporting structures (towers) shall be painted, lighted, erected and 
maintained in accordance with all applicable rules and regulations of the Federal Aviation 
Administration and all other applicable local, state and federal laws and regulations. 
(f) All of grantee's plant and equipment, including, but not limited to, the antenna site, headend 
and distribution system, towers, house connections, structures, poles, wire, coaxial, cable fixtures 
and appurtenances shall be installed, located, erected, constructed, reconstructed, replaced, 
removed, repaired, maintained and operated in accordance with good engineering practices, 
performed by experienced maintenance and construction personnel so as not to endanger or 
interfere with improvements the town may deem appropriate to make, or to unnecessarily hinder 
or obstruct pedestrian or vehicular traffic. 
(Ord. No. 96-6-2410-5.2, 5 1) 


