
GO COMMITTEE #4 
October 10, 2011 

MEMORANDUM 

October 6, 2011 

TO: Government Operations and Fiscal Policy Committee 

FROM: Dr. Costis Toregas, Council IT Adviser 69"'" 
SUBJECT: Quarterly Review - Cable Television Issues 

Expected to attend: 

E. Steven Emanuel, ChiefInformation Officer, Department of Technology Services (DTS) 
Mitsuko R. Herrera, Cable and Broadband Administrator, DTS 
Richard Wells, Cable and Communications Advisory Committee (CCAC) Chair 
Joshua Bokee, Director Governmental Affairs, Comcast 
Tom Steele, Vice President and Regulatory Counsel, RCN 
Briana Gowing, Verizon Maryland 

Summary of staff recornrliendations fot action: 

1. 	 Receive cable franchisee summaries regarding their new initiatives. 
2. 	 Discuss cable operator performance concerns arising from 2nd Quarter Score Card of 

201 1. 
g. 	 Focus on improvement of "systemic" weakness areas: 


}> Customer service 

}> Restoring residential areas after installations 

}> Recovery of service after major storms 


4. 	 Discuss potential Cable and Communications Advisory Committee contribution to 
"systemic" weakness resolu'tion. 

S. 	 Provide desired outcomes for future sessions. 



Franchisee Reports 

The three cable providers (Comcast, Verizon, and RCN) will update the Committee on major corporate 
program initiatives that impact the community. 

Score Card Review 

The Cable and Broadband office provides a quarterly Score Card that rates each operator against both 
Federal Communications Commission (FCC) defined standards of performance and internal Customer 
Service outcomes. The 2nd Quarter 2011 Score Card was distributed as part of a broader eReport (see 
©1-13 for the entire report). 

The Score Card indicates broad compliance of all franchisees with the federal customer service 
standards. There are two areas of County-defined outcomes that deserve comment: 

)i;> 	 Timeliness of complaint resolutions on ©2 shows that only 64% of residents thought Comcast 
resolved their problems in a timely manner, and only 62% for Verizon. RCN had a 100% rating. 
The low percentage of satisfaction for Comcast and Verizon deserves discussion and 
interpretation. 

)i;> 	 The data on complaint process and performance on ©4 shows that once a complaint has been 
lodged with the Cable and Broadband Office, it is resolved, on the average, within 5.4 days, 
down from 17.4 days in prior reports. Yet, as the Administrator observes, these complaints 
should be resolved in a speedy manner without the intervention of the County. Accessing and 
reviewing internal company Customer Service Representative (CSR) logs would go a long way 
towards understanding this lagging indicator. 

The Cable and Broadband Administrator will provide answers to Committee questions regarding this 
report. 

Pervasive Weakness Areas in Customer Service 

Complaints for customer service now come into the County via the MC311 system. The current volume 
is 152 information calls and 1,200 complaint calls over the 9-month period from January through 
September 2011. © 14-17 describe the major categories for these complaints and show the responses 
that trained MC311 Customer Service Representatives provide to each caller. The text of these 
responses is very instructive and should be publicized to County residents more broadly. 

In addition to MC3Il and the Cable Office, calls also come directly into Councilmember offices asking 
for resolution of complex or unresolved issues. These calls tend to cluster around three areas: 

1. 	 Poor customer service (unable to reach responsible managers, missed appointments for service); 
2. 	 Restoring residential work areas and subpar work performed by franchisee or subcontractor 

crews; 
3. 	 Delays for restoring service after major storms or other disasters. 

In order to explore the systemic issues behind these perennial concerns, staff has suggested that the 
Cable and Communications Advisory Committee (CCAC) become involved, understand the manner in 
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which these issues are currently resolved, and provide guidance and suggestions for improvement. Its 
chair, Richard Wells, will be available to discuss their current program and interest in this area with the 
Committee. 

The CCAC creation is documented in the County Code, Section SA-30 (on ©lS-19), and its current 
composition is provided on ©20. The membership of the CCAC is drawn from a broad cross-section of 
the County and is broadly representative of technology areas. In addition, the CCAC is to provide 
advice and recommendations not only to the Executive branch, but to the Council. Therefore, this 
exploration of systemic complaint issues is proper for the CCAC. 

An additional issue identified early on by the CCAC was the energy performance of set-top boxes and 
options that may exist to reduce energy consumption in residences through wiser management of these 
devices. An update of this program could be provided on request. . 

Future Discussion Items for the Committee's Consideration 

The next opportunity for discussion of Cable issues will be at the November 14th GO Committee 
meeting, when an early look at the 2013 Cable Plan and parameters for its development will be 
discussed. In addition, one of the major franchises is up for renewal in 2013, so the process of renewal 
management and the Council role in that process will be reviewed in November and subsequent 
sessions, as appropriate. Finally, the Public, Education and Government channel group (PEG) is 
undertaking major discussions regarding an all-High Definition format for programming and will be in a 
position to share some of their goals and targets in a future session. 
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~ ,} Office of Cable and Broadband Services 

CUSTOMER SERVICE"REPORT 

Updated 2011 2nd Quarter Customer Service Et Conlpliance Report 

In preparation for the October 10,. 2011 GO Cornrnittee meeting, the Office of Cable and 

Broadband Services is providing this update to the previously distributed 2011 2nd Quarter Customer 

Service and Compliance report. 


The previous t-eport included all data available as of August 12 .. 2011 for cotllplaints 

received in the 1 and 2nd Quarters. Ho \"'·/e veri since August, of the complaints that 'tAle 

received in the 1st and 2nd Quarters, tllore of these complaints have since been resolved 

and add i tiona I sat i sfact i on surveys have been rece i ved. A th ird quarter report will be 
distributed in tTlid-f\)ovember 2011. If you have further questions please contact Margie 
vVilliarns at (240) 777-3762 or cable.broadband@o-Iontgomerycountymd.gov, 
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'Customer Service Score C a rd 

Download Custolmer Servlic e Scor e Card 

AlI'three cabtle provider s are in comJphance with the FC C Customer Selly jce sta n d a rds 
fo,- the 2:011.. 21iMIl Qua.rter:" 

On a rnonth Ey bas is the Cab.le ~ and Blro'a d.b a nd office s ends a f o II 0 w '" up lette.~ to aU 
Co r1surne~s ¥lh flJl h a v e .re·qu iested a~si s1:.a) rtlce f r o I'll ,ou r office~ a n d fo r IN h Q m tlh e cab .e 
op e r ata.,... rep o rts t he .. oOn")lp tai trt h as: been r e'solv e d . Ove r 97%. of th e r-e s pon den ts ,are 
~ at1 'sfied with ,t h e. a s!;i$ta'l'I'Ilce tha ·t the C:aJb~e a nd B,roa d b a n d Offic e p'r ovided ·t o get thei 
co,m pla lnt re$:o~v ecl. Howev..el"~ o n ly 75'.01'.0: of th e ,r espo ndents a g tree d that t he c.abre pro 'iftder 
r e solv e d their ceo m p l.a int lin! ';a rea$on~ablea'm 0 wnt , of tim e and onll y 74 0.10 o f d1e responde r\;'\ts
~g ne ed that·t h eir I$: su e W laS r esolv e d . 'A b r e a k (;) ut o f this info rma tion i s p ,,.,ov ~ded in the 
~tt~clledr :score c~iI"d. "Th:e Cable~ and 8ro'adb e ~d o ffice ~aff win b e m eeting w ith eaeh of 
t h e three proV' ~de r.:s to ~oIdl"'leS's the n~~d to r es o l v re the cus-tomerl's compJ e~nt in its en'tlrety 
b e f ore clo s;in g OlUt' t He is slue w ith 'the CoonrtY . 
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Montgomery County Maryland 

2011 Cable Operator Customer Service Score Card 


FCC Compliance Statistics 
Based on data lepoded by cable operators, measuring alloatil and scheduled appointments. Data;s nof independently verified. 

Telephone Answering Service Installation 

Answered in 30 5eoonds T raIIsferred to Agent in 30 Sees Service within 24 Hours Installed within 7 Days 

Minimtm FCC standard 90% 
.tt 

I.liru'num FCC Sf.at1dard ~ ~FCC standam"", 

'l1li QlMI IMIQlMI .,.QIl.u <IIlI\QlMI .1tQtr..U :l!ndQll..t. lRI ....u 
__ 

'MQlt-lt -Q."" aM Q1r.111 _Qlr-H 1.0«"" aM QIf·tI MlQIr·1I ....Qtr..11 

COMCAST 9B.O% 00.0% 94.7% 95.0% BII.8% go.8% 00.5% 9B.6% 

RCN 95.3% 95..3% 111.7% 93_3% 99.7% 99.7% 100.D% 100.0% 

VERlZON 100.0% 100Jl% g.S.D% Q5.2% BUI% 05.7% 94.3% 9B.1% 

Customer Service Outcomes 
Based on Cable and Broadband Office GOIlected data, mealUring customer safisfact.ion among complaints 

,.fetTed 10 the Cable and Broadband Olb for assistance and repaded by the cable operator to have been ,.,solved ... 

Cumllll.llatiwe 
SI.II'¥e')' 

Response Rille 

Agree That Complaint 
Was Resdved 

Agree That Complaint 
Was Resolved in II 

Reasonable Period of Time 

...Q!r..11 :l!ndQlt-H IRIQlMI -.... 

Satis....aed with 
Outcome of Complaint 

Satisfied with 
Cabfe Office Assistance 
to Resolve Comptaint 

l.oQIt-l1 :ntIQlr-U MI.n ...Qtr.UtMt,W.lI IMIQIr·H IIIIQlI-U _Qlt..U .._-It :endQlt·tt aMCIr-t. _.11 
COMCAST 62% 80% 92% 70% 64% 87"4 94% 94% 100% 

106/171 56110 33t36 49110 23136 ~111{J 34136 66170 36136 

RCN 56% 75% 100% 75% 100% 50% 100% 11l0"4 100% 

419 314 tit 314 1/1 214 1/1 414 111 

VERIZON 5B% flll'4 81% 81% 62% 81% 85% 94% 96% 

621107 25136 21126 21NS6 16126 29136 22126 34136 25126 

TOTAl. 60"4 76% 87% 74% 63% 64% '90% 95% 9S% 

1721287 641110 54m2 81/110 40163 92/110 56J62 104'110 61M2 

& After a consumet' has been unable 10 resolve an iSSUE! diredl;' with '!he cable opefillor. the Cab'le and Broadband Office will provide assistance. Alter Ihe providet' reports that '!he 
issue has been resolved. 1he Cable and Broadband Office will send a cusmmer salisfaction survey. Customer satisliictiDn among consumers who have a complaint teSllh.ted 
direc1:ly by lhe cable operator wihout asssistance by the Cable and Broadband Office is nol inctI.Ided in this data :set 

las. Updated: Ottiler3..2IlU 
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Days to Resolve Consumer Complaint 

After Filed With Cable and Broadband Office 


DO\hlnload Complaint Resolution Report 

ver the past 18 months} the average nUtTlber of days it takes for the cable providers to 
resolve complaints filed \h/jth the Cable and Broadband Office has dropped dramatically, v\/e 
are pleased I....lith the providers} improved performance in resolving complaints referred by the 
Cable and Broadband Office but continued emphasis needs to be placed on more timely 
resolution of complaints without) or prior to) having to be referred to our office, 

17 ..4 

1st qtr 2010 


10.4 

2nd qtr 2010 


9 

7.4 4th qtr 2010 


rd 'qtr 2010 r"'azft 6.2 

1st qtr 2011 


5.4 
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Montgomery County Maryland 

2011 Cable & Broadband Complaint Resolution Report 


1st Qtr-11 2nd Qtr-11 3rd Qtr-11 4th Qtr-11 

Comeast Ok Resolved 86.4% 93.0% 
Received 110 114 
Resolved 95 106 
# of days to Resolve 5_6 4_9 

RCN % Resolved 100.0% 62.5% 
Received 10 8 
Resolved 10 5 
# of days to Resolve 2] 4_8 

Verizon ok Resolved 100.0% 83.9% 
Received 84 56 
Resolved 84 47 
# of days to Resolve 102 6A 

Total % Resolved 92.6% 88.8°k 
Received 204 178 
Resolved 189 

---~~--- " 

158 
# of days to Resolve 6_2 5A 

Last updated: October 3, 2011 
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The need for better customer biDing 

87.5 

Data Shows That B.illing Is Main Concern 

DO\lllnload Complaint Description Breakdov.... n 

Billing issues comprise over 50% of the overa lll complaints that the Cable and Broadband 
Office receives as the pie charts indicate, The Cable and Broadband Office staff ~~vill 
meeting with the cable providers over the next several weeks to address the need for 
improvement v\~ith billing errors on customer accounts, 
disclosures has been raised with the FCC Consumer .6,dvisory Committee, (see below) 

ComcaS't 46.2 RCN 69.6 Verl~on 

Billing 
Service 
Oth.e,r 

~ 
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Montgomery County Maryland 
2011 Cable and Broadband COfflDlaints bv Tl'De 

ContpJa;nt Description Breakdo wn I1nIP/run1e: 2011 2nd aTR 
CmlUYU( "'vlP hrfel"nfl'J Tt!lIJJilj(J.lr~ S.1:!,..·in~ CuMc 1.Jf!t: 

('(mJp/Nllm Jljllilfg .'it'I'I'iI".! Ser\'il'C Sel'l'icl' ."trw' Timf' Recepri4J1I Cmt1>Irl/(~U(m ,ttarlw:ting JItlI(~1I l.ttjlio Kt4i;rt'lJ 01l1er 

114 55 24 7 18 1 19 5 4 4 3 11 
(. 'ympluilll 
P'!I'l~e"'PSlt! 4B.2~, 21. 1 ~";I 6.1% 15.8% 0.9% 16.7% <..4% 3.5% 3.5% 2.6% 9.6% 206% 

Tfllul J.\·n~' 
II('uellfug4' 3fj../'~>b 15.ti% 4.5.1~ 117'JoO 0.6% 1;':.3% 3.2% 2.6% 2.6% 1.9~ 7.1% 1.01J/u 

Il11ul h\'llt'·,~ (;i!.Ilt!rl.l.tnl 154 TI1Iul 1.\.\Uf!" [It!r Cmnplil;1JI 1.4 

Rev T,,}pplw,fft' '1'i1.f'l'Iwt '1,(>kl'iume' St"·llit·..... Orbl,'1 im, 
('~Pj/I'Ia,,,rs Hillif/If ~','rpi('t' SC"';N S~'H'iCi! All"'" Time Re""<l!(/ml CtJIt.~Jrfr.."lo/j .HtilrA/tj"~ lm.,.tufl (.MUll RiduieJ Otner 

.8 7 0 1 1 0 0 Q 2 0 0 0 0 
~ ..._.~ .. ___ ~•• __ ._._~_ •••• ~~~ __ ~~r ~ .. ~~ ........ _ .... _ .. ~_ ..~ .""""~"""'''''_~''' __ ~ .~ ...... _ ....... _ .... 

Complain' 
Pt!n~ml(I1!~! a7.5% 0,1)% '2.5% 1:1.5% ';).0% 0,0% OJJ% 2S.0~i:. 0.0% 0,011 0.0% (),Q% 

1,\'.~n.j' 

Pen.'elJII,gt' 63.6% 0,1)% 9.1% 9.1% 0,0% 0.0% 0.0% 18.2% (),£)% o.rm 0.0% Ol)% 

'Ii)/at ',nup..~ (i,>m¥'/Ju.d 11 't.lfalll'lwr.r;; l""l' (:IJIPIpIAJillf 1.4 
_______________________________________0.___......__... __, ____ 

"4~'/ijJn '"fe-rift( fl'kplHllle Sr:n'1c'.f:'A Gllilt /.JIlt! 
Cmnp/i,ill/) Ri/liul·'iert.'in' Strrl'in.· Alml' Tin/I' .Rt'('I~/..#ml C(m..~jrm1irm ,\lUr/utl"!:, Int'ilflll llhili{l' Hell.lltvl Od14:,. 

!56 39 3 4 2 3 T 12 1 o 2 2 
(omploJnt 
Pt!I'L·t!!"IIJ.~ 6~.f!% 5 .. 4% 7.1% 3.6% 5.4% 12.50% 21.4% 1.6% C...:~% ~.6% 3.6% 

I~!i''''&!, 
P..rn~rrt(JKt' 52.0% 4.0% 5.3% 2.7% 4.0% 1l.3% 1S.()% 1.=~% 0(1% 2.7% ::r!.7% 

1'''1411 I.'~,w(·,~' (j~''''nlf~;J 75 1'(1101 I fCS IUS }lc'I' Om/pltl;,11 1.3 
!J.,·",..1o-JI TtI,..1 c,,,,mJi.u·,ltlJ fj{"J~ 178 p.,;:lf I 

Q 
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The'Ca'ble Offi"ce Reports OV'er $34,000 in Refunds Year to Date 
Download Consumer Refund Report 

1st Qu'ttl1er c~nsurner Refunds :rot~1 Co~plajnts ,c·2nd Quarter Consumer Refunds 
''T'otal Refunds . 
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Montaomerv County Marv/and 


2011 Cable & Broadband Refund Report 


Consumer Credits Obtained the Cable Broadband Office 

1 Qtr 2011 2nd Qtr 2011 

Comcast I RCN Verizon I Comcast I RCN Verizon 

110 10 84 114 8 

44 6 48 1 

1% 53.6% 

1 

I $189.741 $1 

Total 
Credits Obtained onl $1 ,946.61 I $16,683.19 

Last Undirt€d: October 4,2011 



Inspections and Violations 

Dov'/nload Inspection Report 

The revised cable inspection program continues to demonstrate \lalue. Nevo,I construction 
and installation work performed by Comcast is 97% code compliant and 100% of work 
performed by RCN and 'v'erizon is code compliant. .6.n area of concern is the number of in-field 
violations continues to be high and the percentage not yet repaired or not bsing repaired 
within the 30-day timeframe required by the franchise agreements \it/as significantly higher in 

the 2 nd quarter than in the 1st quarter. 

The Office of Cable and Broadband services is currently working with the providers to 
identify the violations that are older than 30 days and create a timeline to get those 
viol.3tions addressed. If the violations are not addressed the cable provider could be 
assessed liquidated damages. 

Updated: Since August 2011 the Office of Cable and Broadband Services met with all 
three providers to improve the repair rate. As a result Comcast has corrected 85 percent of 
its Repairs Outstanding ,. reducing the Repairs Outstanding from 571 to 86. 

120u~I----------------~~----------~----------~~~~--~--

• 	 Slt~s Inspecfed 

• 	 Con stru(:tlon Violations 

In-Field Violations 

• 	 Repairs Outstanding 

60 

40 

20 

1st Qtr 
201'1 

Conlcast 

1st Qtr 
201 1 

verizon 

2nd Qtr
2011 

Comcast 

2nd Qtr
2011 
RCN 

2nd Q~r 
2011 

Verlzon 

1st Qtr
2011 
RCN 
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r:OMr:Aq IN~n:I."l.WlI AN[) VIOlATIONS 

151 Qtr·11 2nd QV-11 Ird 0-1\ 4111 atr· 11 10 rAL, % , % , % , % , 'III 
Sileslnspected 1067 NA. 1012 ').,.079 NA 
Construction lVioLltions 14 3% 6 1% . - 20 2% 

In-fieIdVioJations 62Q 9S% too 00%. I r I .. 1135 96"4 
Total Violations 643 1 512 L . I ... ! 1.155 I 
Toial 557 87% 512 100,.. I , · I 1.009 B3"".4 

Repairs OUlStillldl na 86 u"x. U 0% I , .. ,- .... 86 7% 
Re-Inspections 48 ~~.I. 151 :lYh ' ... L. . . , - lW 18"'.4 

'MI t-ouna com!Ctea 46 00% 62 41% I I 81 9B':!! 

KeN Ilf!it'tl IIUN~ AMI VluLATIONS 

1d Qlr-11 2JId QV·1'1 Irdalr.1t -4lIIatr·11 JOIAL 
I ,. I % I % I % I % 

Sites :Inspect.ecl 60 W\ U L .. I L 60 ~ 
ConslrucllOn 

Violations 0 0% 0 1 .1 . 1~ . 0 0% 
In-fieId ViOlatIOns 60 lUU7D 61 1UU:1O I • L · I ~ 

121 _m.)% 

Total VIOIiltlons 60 I' ~ 61 I .. I .. I 121 ~ 

Olal 
tcepalrs uutstandlng 

54 
6 

\cU"Io 

10% 
Z, 

34 
4470 

56'% 
~ .. 

I. 

I 

I 
I. 
I 

81 
40 

tin. 
33% 

~nSlleClJon5 AI l"""fa 14 ~ I I · I - I 18 1~".4 

.,. rouna '.......~ AI lUUio lj W"A, I I I . L 81 915".4 

.IN~t't:C IIUNli ANU VlOlATlONS 

151 Ciir-11 2nd QV-t1 3rd0·11 48!aIr·11 TOTAL, ,. 
" % • ,. • ,. , % 

Slleslns~ ~ ~ 1,31l I I L 1.751 NA 
......ogu~. 

~ : 1 1 

. 
1Viol.alions 0 0% t 0% . 1 0% 

~d VIOlations 2UII 1[J(JJo 3W lUU7. L I I ~I ore 100% 
Iotal Viollatlons 2UII o4W I - I ! 

~ 
I ~ l 

lola! 245 Ql% 326 82%. I I L I 571 B5% 
Repairs OuC>.........oy 24 9% 74 19'1f. I • I 00 10".4 

ons 9 4% 10 21'l1. I I I III 12"1._ 
'Mt rouna 8 88.9% 39 55.7% I I .. I !ll 9tr'1. 

l..4st ~iited: 1£lI4J2O t t 
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N\ontgomery County·s Cable and Broadband Administrator 

Appointed to FCC Consumer Advisory Committee 


rvlontgomer-y Count'y"s Cable ,::Itld Bro,3dband ,t.,dministr,3tor-" rvlitsuko R, HerTer,3 " 
has been appointed to the Feder,31 C:omrnunications Commission's C:onsumer 
,t.,d\/isory Cornrnittee, The Cornmittee) established in 2000) makes recommendations 
regarding consumer issues ,3nd wor-ks to facilitate the participation of consumers) 
including those \II/ith disabilities and underser-"ied popUlations " in proceedings before 
the Comr-nission, 

The three major projects that the committee \,vill be 'y'y'orkin ,;] on ar-e: 
1 Pr-omoting Broadb,3nd Adoption 
2 ConsulTrer Protection-Billing Issues 
3 ,6,ccessibility of Telecommunication Equipment for the Disabled, 

For more information about the Consumer Advisory Committee you can visit their \·vebsite 
,3t: W'y\l"y'l/, fcr., go\,'/enc':lciopedia/conc:umer-advisor-v-cnrrrmittep., 
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Comcast Essentials Helps to 
Bridge the Technology Gap 

As part of the conditions of the Comcast-NBC Universal met-ger, 
Comcast has announced that it will launch a pt-ogram that \·vill help low 
income families obtain broadband Internet access starting in the 2Cl 11 
"back to school season", Tfle "Internet Essentials" progratll is designed to 
help bridge the digital divide, The program provides affot-dable Internet 
access, the opportunitv to purchase a computer, and broadband training 
to low-income families, 

The Internet Essentials program offers: 

• 	 Comcast residential Economv Internet service for $9,95 per month plus applicable taxes 
and fees, with no activation fees, no additional equipment rental charges, no credit 
checks, no price increases and no long-term contt-acts, 

• 	 The option to purchase a pre-configur-ed computer for $149, 99(plus applicable taxes); 
and 

• 	 .6,ccess to. online, in pr-int and classroom based digital literacy training, 

,6.n entire low-incorne household will be able to participate in the program if the household: 
(1) is located where Comcast offers internet service 
(2) has at least one child receiving free meals through the National School Lunch progt-am 
(3) has not subscr-ibed to Comcast Internet ser-vice within the last 90 davs 
( 4) does not have an overdue Comcast bill or unr-etut-ned equipment, 

Par-ticipating families mav be able to benefit from Internet Essentials for the entire life of 
their child's K-12 education, as long as they remain eligible, For more infor-mation 
\lisit http://vV'\iolw,internetessentials ,com, 

,6.pproximatelv 30,000 children in Montgomerv Countv Public Schools are eligible for free 
meals, The Cable and Broadband Office is working with Comcast and MCPS to monitor
program eligibilitv and the effectiveness of the progr-am outreach, promotion and broadband 
training, 
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.>.•.. : ....... ;.:'
Topic V~ritvTopic Public Answer. ", 

C~ble company Cable providers are 'permitted to work within the right-of-way (ROW) and the Public Utility Easement (PUE). The Cable Office has fIeld Inspectors and works 
construction/excavation closely with Inspectors who are with the Montgomery County Department of Permittlng·Services. Field Inspectors may be dispatched to visit the 
complaints; crew dIgging in Is there or was there a constructiQn crew working In censtruction site to assure proper construction practices. Additionally, the cable op.er~tor/construction crew Is accountable for proper restoration. To file a 
yard/neighborhood your yard/neighborhoQd? ("ble c!)mplaint, please see topic "CABLE COMPLAINTS" or click on URL2 below to file a complaint Qnlin\l. 
Cable office hours Weekdays 7:30 a.m.- 5:00 p.m. 

Is this an issue regarding the regulation of cable The Federal Communications Commission (FCC) handles all issues concerning explicit content, inappropriate language. Please direct your concerns to the 
Cable programming regulation television programming? FCC by clicking on URL 2 below, or call 1·888-225-5322. 

If you represent a news organization as a reporter, editor producer assignment editor, photpgrapher or videographer and have a question about a County 
Call from Media about any topic Confirm that the caller represents a news program or service, the Executive's policies or position on any topic, a news/press release or article, a County Executive statement, County publication, or 
or issue Public Information organization and ask them what news oqiariization any other issue related to Montgomery County government, call 240-777-6507 or email publlcinformation@montgomerycountymd.gov. To view recent 
Office/PIO) they represent. information release~dclick on first URL address. F~r information on PI(') or to send a question or request for information by email click on the second URL 

Comcast contact information COMCAST office fo.rconsumers telephone number is 301.424.4400 and the address is 20 West Gude Drive, Rockville, MD 20850. 

Complaint for persistent 
problem not corrected/fixed by 
cable operator/provider 

When did you file your complaint with the Cable 
office7 If fewer than thirty days, adVise caller that 30 
days must have elapsed after filing complaint before 
case can be escalated to the Cable Compliance 
Commission. If more than 30 days has elapsed, 
forward to Cable Office. 

The complainant may request a hearing before the Cable Compliance Commission (CCC). The CCC was established as another step to help with unresolved 
cable issues. After the Office of Cable and Communication Services has filed an Issue with the cable operator, and the complaint has remained unresolved 
for 30 days, the complainant may request a hearing before the Cable Compliance Commission. When filed with the CCC, it is reviewed by the Commission 
to ensure jurisdiction. Once that is established, a hearing is set and both parties are notified. Many issues that are filed with the CCC result from property 
damage, but subscribers have filed service related issues as well. The Commission has the authority to award damages up to $1,000. In some instances, 
customers may be referred to the Maryland Small Claims Court webSite. Ifthe customer has not yet filed a Cable complaint and would like to do so, please 
see topic "CABLE COMPLAINTS" or click on URL 2 below to file a complaint online. 

This channel covers County government news, public affairs programming, and live gavel-to-gavel Council sessions and press conferences of the County 
Executive. County Cable is on channel 6 for Comcast and RCN subscribers; channel 30 for Verizon FiOS customers. For a listing of where to find other Public, 

County Cable Montgomery Edfjcation and Government (PEG) information'offered by the three Cable providers, please click URL2 below.Are you calling about County Cable Montgomery? 
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Cable Complaints -

Cable Office location 

Cable comp'lnxadvance billing 

Is this a call about a Cable complaint regarding billing. 
cable service, cable line, cable marketing, cable 
telephone service, cable Internet service, 
construction, excavation, cable connectivity, cable 
installation, cable reception or other cable related 
issue1.For nQn-<:able provided telephone service 
complaints, see topic "COMPLAINTS ABOUT 
UTllITl ES." 

The Montgomery County Department of Technology Services, Office of Cable and Communication Services, investigates Cable related complaints such as: 
billing, cable service, cable line, cable marketing, cable telephone service, construction; cable excavation, cable connectivity,cable installation, cable 
reception and other cable related issues. This office.·serves as .an intermediary.to resolve Issues between the cable operator and ,sub~cribers. After a 
customer has contacted their cable provider regarding a ca~I,e related concein and have not received a satisfactory resolution, they may request assistance 
from the County's Cable Office. Complaints or questions about cable service should first be directed to the customer's cable operator.Comcast 301·424· 
4400 www,comcast.com RCN 1·800·746-4726 www.rcn.netVeriIon1·888·553·1555 

------------------

. 
The Office of Cable and Communication Services, a Division of the Montgomery County Department of Technology Services is located at '100 Maryland 
Avenue, Suite 250 Rockville, MD 20850. 240·773·8111 

Are you ciilling about advance billing by the Cabie 
Company? 

Cable operators are permitted to establi~htheir 9wn t\!rms, aod cOnditlqns regarding payment procedures. By subscribing to cable service, the user agrees 
to the payment procedur.es set forth ,by the proylq~r. The FCC!;able Act perm~~dvance billing. This was an incentive to the cable operator to.provide 
cash flow during construction of the cable piant. To fiie a Cable complaint, please see topic ·CABLE COMPLAiNTS" or Click on URL 2 below to file a 
complaint online. 
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I TopiC Verify Topll; 

Name, address and phone nUmber for each of the 

County cable providers 
 three Cable providers In Montgomery County 

Definition of S.LC 

Franchise fees 

Miss Utility 

Questions about the Comcast 

product name change to 
 Are you calling about the Comcast service product 

'XFJrlity" 
 name change to XFlnity? 

Has there been an increase in your monthly cable 

Regulation of cable rates 
 rate? 

Do you want to know who is responsible for the cable 
company's equipment 
Responsibility for cable 

operators equipment? 

Serviceability complaints: newly Are you Interested in the Installation of cable and 

built house not In cable 
 cable related services but your address is not listed In 
provider's system/ too far. the cabl_e_()~rator's system? 

Why are there State taxes added to my Cable Bill?~taxes on cable bill 

l'(Ib!lc Answer, - --'f-•.:,.... :;J;A:;;Z.j.\~4;!:,;.;" , ,,' 

Comcast: 301-424-4400; 20 West Gude Drive, Rockville, MD 20850; 

Verizon: 1-888-553-1555; 11006 Veirs Mill Road Wheaton, MD 20902 
(Behind Wheaton Plaza); 

RCN: 1~8O(J:Z46-4726; 10000 Derekwood lane lanham, MD 20706 
'- -- ~--. 

S.E,C. is the abbreviation for a Service Entrance Cable. This cable runs from the meter into the service panel. 

Cable providers are required to pay a 5% franchise fee to the County based on the provider's gross revenue for the franchise area. The 5% franchise fee 
represents a rental fee for the provider's Infrastructure that occupies the rlght-of-ways throughout the County. The 5% franchise fee listed on their monthly 
bill Is slightly higher than 5% because of the way the cable operator opts to list line items on their bill. The monthly subscription fees are not the only 
revenue Induded In the calculation the franchise fee. To file a Cable complaint, please see topic "CABLE COMPLAINTS" or click on URL 2 below to file a 
complaint online. 

Please colltactMlss Utility to mark property prior to digging at 1-800-2S7-7n7 

Beginning February 12, 2010, Comcast changed the names of their Video (TV), Internet, and Telephone services In Montgomery County to XFlnlty TV, XFlnlty 
Internet, and XFlnlty Voice, respectively. The Comcast corporate name will not change, only the name of their service products. 

Comcast flied with the Federal CommunicatlOM CommiSSion (FCC) for effective competition based on cable alternatives available in Montgomery County. 
On October 6, 2009, the FCC ordered the revocation of the County's rate regulatory oversight. Due to his action, the County no longer has any regulatory 
authority over any rates charged by Comcast. 

Cable modems, routers, converter boxes, remotes and power cords are the property of the cable provider. The subscriber pays a monthly rental fee for use 
of this equipment and Is responsible for their safe return if service Is ever discontinued. Please obtain a receipt when any equipment is returned. The cable 
company's receipt is the only proof of returned equipment. To file a Cable complaint, please see topic "CABLE COMPLAINTS" or click on URL 2 below to file a 
complaint online. 

There are several factors that determine the availability of cable service. The house must be within 175 ft. from the street right-of-way, and the 
termination of the cable plant must be within 400 ft. Any greater distance would require a cable plant extension. Comeast is permitted to charge for the 
construction cost of a plant extension. To file a Cable complaint, please see topic "CABLE COMPLAINTS" or click on URl2 below to file a complaint online. 

State taxes are added to all equipment and Pay Per View (PPV) movies ordered. Additionally, special taxes and fees are added to any PPV sporting events. 

® 
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Stop billing for disconnected Are you stili being billed for disconnected cable When asubscriber contacts the cable company to disconnect service, the billing should stop the following day.To file a Cable complaint, please see topic 
cable service services? "CABLE COMPLAINTS" or dick on URL 2 below to file a complaint online, 
Web address for the Cable "," 
Office Further information is available on the DTS website utilizing the provided link . 

. ~.,~ '. 
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CJ Sec. 8A-30. Cable and Communications Advisory Committee. 

(a) Established The Cable and Communications Advisory Committee may 
provide advice and recommendations to the County Executive, County Council, and the 
Department of Technology Services on all telecommunications issues, including the 
administration of this Chapter and any franchise agreement or application. 

(b) The Advisory Committee should meet quarterly or more frequently if requested 
by the County Executive or County Councilor if the Chair or Committee finds it 
necessary. 

(c) The Advisory Committee must have 15 voting members appointed by the 
Executive and confirmed by the Council for 3-year terms. The members should broadly 
represent technology areas. 

(d) The membership must include one representative selected by the Montgomery 
County Chapter of the Maryland Municipal League; one representative selected by the 
City ofRbckville; and one representative selected by the City ofTakoma Park. The 
members annually must elect the chairperson and vice chairperson of the Committee. A 
person must not serve more than 2 consecutive terms as chairperson. 

(e) Members are subject to Chapter 19A, except that financial disclosure statements 
are confidential and limited to communications-related activities and interests. 

(FY 1991 L.M.C., ch. 3, § 1; 1998 L.M.C., ch. 18, § 2; 2002 L.M.C., ch. 31, § 1; 2005 
L.M.C., ch. 14, § 2; 2005 L.M.C., ch. 24, § 1; 2006 L.M.C., ch. 34, § 1; 2006 L.M.C., ch. 
33, § 1.) 

Editor's note-Section 8A-30, formerly 8A-31, was renumbered pursuant to 2006 
L.M.C., ch. 34, § 1. 

2006 L.M.C., ch. 34, § 3, repeals 2002 L.M.C., ch. 31, § 4, as amended by 2005 
L.M.C., ch. 14, § 2. 

2005 L.M.C., ch. 14, § 2, amends 2002 L.M.C., ch. 31, § 4, as follows: Expiration 
date. This act expires on December 31,2008. 

2002 L.M.C., ch. 31, §§ 2, 3 and 4, state: 

Sec. 2. Service-level requirements for cable modem service. The County Executive 
must issue regulations under method (2) establishing minimum cable modem service 
levels that a franchisee must provide. The regulations supersede any less-stringent 
requirements in a franchise or subscriber agreement. 

Sec. 3. Transition. 



(a) This Act applies to each current or future franchise, franchisee, subscriber, or other 
person subject to the requirements of the County Cable Communications Act, as 
amended by this and any future Act, and supersedes any contrary regulation, franchise, 
franchise agreement, subscriber agreement, or other agreement. The complaint 
adjudication provisions in Chapter 8A of the Code, as amended by this Act, apply to any 
complaint pending on, or filed on or after, the date this Act takes effect [March 6, 
2003]. Section 8A-31A(i) applies to any subscriber agreement modified or entered into 
after this Act becomes law [December 5, 2002]. 

(b) The County Executive must designate the initial term of2 members of the Cable 
Compliance Commission as 2 years. Any later term of these 2 members, and the terms of 
all other members, mut be 3 years. 

Sec. 4. Expiration date. This Act expires on December 31,2005. 

hi Sec. 8A-31. Cable Compliance Commission. 

(a) Established. The Cable Compliance Commission is established to adjudicate 
subscriber complaints involving customer cable service and other consumer protection 
claims that arise under this Chapter, any regulation adopted or franchise agreement 
approved under this Chapter, or Section 11-4A. 

(b) Membership. The Commission is comprised of 5 voting members appointed by 
the County Executive and confirmed by the County Council. Each appointee must be 
appointed to a 3-year term. The Commission should include: 

(1) a cable television service subscriber; 

(2) a broadband Internet service subscriber; 

(3) an individual with general business experience; and 

(4) an individual with technical experience in communications. 

(c) Officers. The Commissioners annually must elect a chair and vice chair of the 
Commission. An individual must not serve more than 2 consecutive terms as chair. 

(d) Reserved. 

(e) Ethics. Each member of the Commission is subject to Chapter 19A, except that 
the member must file a limited public financial disclosure statement regarding any 
communication-related activities and interests and a full confidential financial disclosure 
statement. 

(f) Authority. The Commission may: 



Federal authority re franchising, easements and equal access Page 1 of 1 

Office of Cable and Communication Services 
Cable TV & Internet PE.G Networlt Telecommunication Towers AdministrationA!' 

Cable and Communications Advisory Committee(CCAC) 

Created Montgomery County Code Section 8A-31 

Purpose To provide advice and recommendations on the administration of this Chapter 
(Cable Communications) and any franchise agreement or application. 

Membership The CCAC is composed of 15 voting members appointed by the County 
Executive and confirmed by the County Council. 

Terms Three year terms - no compensation. 

Meetings Generally the 4th Wednesday ofeach month, at 7 :00 p.m., in room 225 ofthe 
Council Office Building (COB). Meetings may be rescheduled to accomodate 
holidays. Check link on the left to confirm meeting dates. 

Staff Keith Watkins (240)777-3793 

Members • Kelly Cameron 
• Michael Gelman 
• Paul Goldberg 
• Mona Hall McKenzie 
• Jose Zegarra Holder, Vice Chair 
• Bing Kung 
• Treffaney R. Lowe 
• Michael Reiter 
• Noreene Wells (Takoma Park) 
• Richard Wells, Chair 
• Suzanne Weiss, Secretary 
• Ashley Simmons 
• Theola Poole (Rockville) 
• Cathy Drzyzgula (Maryland Municipal League) 
• Rob Andreoli 
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