ORDIN"/:\NCE NO.

AN ORDINANCE GRANTING TO FRANCHISEE, THE NON-EXCLUSIVE
RIGHT TO ERECT, MAINTAIN AND OPERATE IN, UNDER, OVER, ALONG,
ACROSS THE STREETS, LANES, AVENUES, SIDEWALKS, ALLEYS, BRIDGES,
HIGHWAYS, EASEMENTS DEDICATED FOR COMPATIBLE USES AND
OTHER PUBLIC PLACES IN THE COUNTY OF CHOWAN, AND THE
SUBSEQUENT ADDITIONS THERETO, TOWERS, CABLES AND ANCILLARY
FACILITIES FOR THE PURPOSE OF CONSTRUCTING, OPERATING,
MAINTAINING AND REPAIRING BROADBAND TELE-COMMUNICATIONS
NETWORK, TRANSMISSION AND DISTRIBUTION BY CABLE OF y
TELEVISION SIGNALS FOR A PERIOD OF FIFTEEN (15) YEARS
REGULATING THE SAME AND PROVIDING FOR COMPENSATION OF THE
COUNTY.

BE IT ORDAINED BY THE GOVERNING BODY OF THE COUNTY OF CHOWAN, NC,

SECTION L - DEFINITIONS

For the purposes of this Ordinance, the following terms, phrases, words and their
derivations shall have the meaning given herein. When not inconsistent with the context,
words used in the present tense include the future, words in the plural number include the
singuiar number, and words in the singufar number include the plural number. The word
"shall” is always mandatory and not merely directory.

A

"Basic Cable Service" means the service tier which includes the retransmission
of local broadcast signals.

"Grantor" is the County of Chowan.

"Board" is the Board of Commissioners, Chowan County.

"System" is a facility consisting of a set of closed transmission paths and
utilizing certain electronic and other components which deliver to
subscribing members of the public various broadband telecommunications
services.

"Cable Televisicn Reception Service" means the delivery by Franchisee to
television receivers (or any other suitable type of electronic termina! or
receiver) of the electronic signals and other communications services carried
over said system. : ,

"ECC" shall mean the Federal Communications Commission.



G. "Franchisee" is Mediacom Southeast LLC or anyone who succeeds it in
accordance with the provisions of this Ordinance.

H. "Parson” is any person, firm, partnership, association, corporation or
organization of any kind and any other legally recognized entity.

L "Subscribers” are those persons legally receiving cable television reception
services furnished under this Ordinance by Franchisee.

SECTION Il. - GRANT OF NON-EXCLUSIVE AUTHORITY

A There is hereby granted by Grantor to Franchisee and its successors, assigns or
designees, the non-exclusive right to erect, maintain and operate in, under,
over, along, across and upon the present and future streets, lanes, avenues,
sidewalks, alleys, bridges, highways, and other public places in the County,
including subsequent additions thereto and easements dedicated for

* compatible uses, towers, poles, lines, cable, wires, manholes and all other
fixtures and equipment necessary for the maintenance and operation of a
System for the purpose of transmission and distribution of analog and digital,
audio, visual, electronic and electric impulses in order to furnish television (/

and radio programs and various other communications services for a period
ending_3/01 , 14, commencing from and after the effective date of this
Ordinance.

B. The right to use and occupy said streets, alleys, public ways and places for the
purposes herein set forth shall not be exclusive.

C. Grantor shall not permit any person to provide services similar to those
provided by Franchisee without first having secured a non-exclusive franchise
from Grantor. Such franchise shall be upon substantially the same terms and
conditions with the same obligations and burdens, as contained herein. if
such franchise contains less burdensome or more favorable conditions,
Grantee may, at its sole discretion, adopt and substitute any such conditions
as part of its franchise upon providing Grantor with written notification of the
adoption and substitution.

D. In the event that a non-franchised multi-channel video programmer provides
service to residents of the community, the Franchisee shall have a right to
request Franchise Agreement amendments that relieve the Franchisee of
regulatory burdens that create a competitive disadvantage to the Franchisee.
In requesting amendments, the Franchisee shall file a petition seeking to
amend the franchise. Such petition shall: i) indicate the presence of a
non-franchised competitor(s), ii) identify the basis for Franchisee's belief that
certain provisions of this Franchise Agreement place Franchisee at a
competitive disadvantage, iii) identify the regulatory burdens to be amended
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or repealed in order to eliminate the competitive disadvantage. The Grantor

shall not unreasonably withhold granting the Franchisee's petition and so
amending the Franchise Agreement.

SECTION fit. - COMPLIANCE WITH APPLICABLE LAWS AND ORDINANCES

Franchisee shall during the term hereof, except in those areas which have been
preempted by federal law, including the Cable Communications Policy Act of 1984, as
amended or which are regulated by the FCC, be subject to all lawful exercise of the
regulating and police powers of Grantor to the extent authorized by this ordinance.

SECTION V. - TERRITORIAL AREA INVOLVED

A. This Ordinance relates to the present territorial limits of Grantor and to any area
annexed thereto during the term of this Ordinance. Franchisee shall not be required to
service residents of newly annexed areas of Grantor that are beyond four hundred feet
(400") from existing distribution lines except upon payment by such residents of the capital
costs incurred by Franchisee in bringing service to such residents.

B. It shall be the obligation of the Franchisee to serve all residents of the designated area
of the County except to the extent that the density of homes, adverse terrian, or other
factors, render providing service impractical, technically non-feasible, or economically
noncompensatory. For purpose of determining comgliance with the provisions of this
section, and to provide for a reasonable and nondiscriminary policy governing extensions
of cable service within the designated areas of the County, the Franchisee shall extend
service 1o new subscribers, at the normal installation charge and monthly rate for
customers of that classification where the number of hormes to be passed by such new
extension is 20 homes per mile, and where such extension is contiguous 1o existing cable
plant.

C. Areas of the County that do not meet the homes per mile requirement set forth in the
franchise agreement may be designated as “Low Density Areas”. The designated “tow
Density Areas” will consist of certain areas in the County which do not currently meet the
franchise requirment of twenty (20) homes per mile. The franchisee will contribute the
amount of money it would contribute, per subscriber, to build an area that meets the
homes per mile requirement of the franchise, provided the franchisee will invest no more
than a maximum of $100,000 of capital expenditures per year for “Low Density Area”
builds.

i) The remaining money needed to build to “Low Density Areas” will then be incurred
by the residents of the area who agree to subscribe to service prior to construction of the
“Low Density Area”, which remaining cost shall be equally divided among subscribers.
Residents will pay a one time per home fee in addition to install charges applicable to all
subscribers. Rates for the construction of “Low Density Areas” will be based upon the
number of homes that agree to subscribe to service prior to the construction of the “Low
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Density” build, not the number of homes per mile in such “Low Density Areas’. Each
additional home built in the area will also be obligated to pay the one time “Low Density”
fee to receive service.

i) During a five-year period commencing at the completion of a particular line
extension, pro rata refunds shall be paid to previous subscribers annually as new
subscribers area added to the particular line extension; the amount of the refund, if any,
shall be determined by recalculating the subscriber contribution based on the additional
subscribers, or former subscribers, entitled to receive them. The franchisee shall not be
required to provide refunds to any previous subscriber otherwise entitled to a refund, who
is no longer at the same address, and who has not informed the franchisee of the
subscriber’s address.

SECTION V. - LIABILITY AND INDEMNIFICATION
Franchisee shall, at all times, keep in effect the following types of coverage:
A. Worker's Compensation.

B. Property Damage Liability Insurance to the extent of Two Hundred Fifty
Thousand Dollars ($250,000.00) as to each occurrence and Two Hundred
Fifty Thousand Dollars ($250,000.00) aggregate, and Persona! Injury Liability
[nsurance to the extent of Five Hundred Thousand Dollars ($500,000.00) as
to each cccurrence and Five Hundred Thousand Dollars ($500,000.00)
aggregate. Excess Bodily Injury and Property Damage of One Million Dollars
($1,000,000.00) each occurrence and One Million Dollars ($1,000,000.00}
aggregate. Automobiie Bodily Injury and Property Darniage Liability
combined One Million Dollars ($1,000,000.00} each occurrence.

Franchisee shall indemnify, protect, and save harmless Grantor from and against
losses and physical damage to property and bodily injury or death to persons, including
payments made under any Worker's Compensation law which may arise out of the
erection, maintenance, use or removal of said attachments or poles within the territory of
Grantor, or by any act of Franchisee, its agents or employees. Franchisee shall carry
insurance in the above described amounts to protect the parties hereto from and against all
claims, demands, actions, judgments, costs, expenses and liabilities which may arise or
result, directly or indirectly, from or by reason of such loss, injury or damage. Franchisee
shall also carry such insurance as it deems necessary to protect it from ali claims under the
Worker's Compensation laws in effect that may be applicable to Franchisee. Insurance
certificates evidencing such insurance coverage shall be provided to Grantor upon
request. '

These damages or penalties shall include, but shall not be limited to, damages arising
out of copyright, infringements, and all other damages arising out of the installation,
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operation, or maintenance of the System authorized herein, whether or not any act or
omission complained of is authorized, allowed or prohibited by this Ordinance.

SECTION VI. - GENERAL SYSTEM SPECIFICATIONS

A. The facilities used by Franchisee shall have a minimum capacity of 330 MHz, and
that 40 channels of entertainment and information will be available on the effective day of
the Ordinance. The System shall also be capable of distributing color television signals,
and when the signals Franchisee distributes are received in color, they shall be distributed -
in color where technically feasible.

B. The system shall be upgraded to 550 MHz, offering a capacity of at least 75 channels.
The design phase shall be completed within twelve (12) menths of the effective date of
this Franchise Agreement. The construction will be completed within (24) months after
completion of the design phase.

C. The franchisee shall upgrade the System from time to time in order to provide
channel capacity similar to that offered in communities of similar size in the state, and
similar capacitites offered in cable systems of comparable size provided, however, that any
such investment be economically feasible.

SECTION VII. - TECHNICAL STANDARDS

Franchisee sha!l be governed by technical standards established by the FCC which
are attached hereto as Exhibit 1.

SECTION VIHl. - CUSTOMER SERVICE STANDARDS/OPERATION AND
MAINTENANCE OF SYSTEM

A. Franchisee shall render efficient service, make repairs promptly, and interrupt
service only for good cause for the shortest time possible, such interruptions,
insofar as practical, shall occur during periods of minimum use of the System.

B. Al service requests and complaints should be responded to promptly,
generally within twenty-four (24) hours of receipt.

C. Failure on the part of Franchisee to return a subscriber who has a complete
outage to service within twenty-four (24) hours of receipt of complaint will,
upon request by the subscriber, result in the issuance of a credit to that
customer's account for the portion of a month they were without cable
service.

SECTION IX. - ACCESSIBILITY
During the term of this franchise, and any renewal thereof, Franchisee agrees to
maintain a local or toll-free telephone number-telephone line to be used by customers of
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the franchisee to handle the receipt and investigation of complaints with respect to the
quality of service, malfunctioning of equipment and other matters relating to the operation
of the system.

SECTION X. - SERVICE TO SCHOOLS AND CITY

Franchisee shall, subject to the line extension provisions of Section 1V, provide basic
cable service at no cost to public and parochial elementary and secondary schools, at one
terminal junction for educational purposes upon request of the school system.

SECTION XI. - EMERGENCY USE OF FACILITIES

In the case of any emergency or disaster, Franchisee shall, upon request of the Board
make available its facilities to Grantor for emergency use during the emergency or disaster.
If Grantor wishes to operate a Civil Emergency Alert System on a plan that is mutually
acceptable to Grantor and Franchisee and provides Franchisee with the necessary
equipment for such system, Franchisee will permit the emergency system to be used on
the system. Further, Franchisee will maintain said equipment and provide for regularly
scheduled testing by Grantor to insure that the equipment is functioning properly. in no
event shall Grantor impose more stringent requirements for an emergency alert system or
its operations than those authorized pursuant to FCC regulations.

SECTION Xib. - SAFETY REQUIREMENTS

Franchisee shall, at all times, employ ordinary care and shall use and maintain
commonly accepted methods and devices for preventing failures and accidents which are
likely to cause damages, injuries, or nuisances to the public.

SECTION XIIL - LIMITATIONS ON RIGHTS GRANTED

A All transmission and distribution structures, lines and equipment erected by
Franchisee within Grantor shall be located as to cause minimum interference
with the proper use of streets, alleys and the public ways and places, and to
cause minimum interference with the rights and reasonable convenience or
property owners who adjoin any of the said streets, alleys or other public
ways and places, and said poles or towers shall be removed by Franchisee
whenever Grantor reasonably finds that the same restrict or obstruct the
operation or location of any future streets or public places within Grantor.

B. Construction and maintenance of the System shall be in accordance with the
provisions of the National Electrical Safety Code, prepared by the National
Bureau of Standards, the National Electrical Code of the National Board of
Fire Underwriters, and such applicable ordinances and regulations of Grantor,
affecting electrical instatiation, in effect at the time of the pole line's
construction.
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in case of disturbance of any street, sidewalk, alley, public way or paved area,
Franchisee shall, at its own cost and expense replace and restore such street,
sidewalk, alley, public way or paved areas in as good a condition as before
the work involving such disturbance was done.

If at any time during the period of this Ordinance Grantor shati lawfully elect
to alter or change the grade of any street, sidewalk, alley or other public way,
Franchisee, upon reasonable notice by Crantor, shall as necessary remove,
relay and relocate its poles, wires, cables, underground conduits, manholes
and other fixtures at its own expense.

Franchisee shall on the request of any person holding a building moving
permit or any person who wishes to remove trees Or structures from their
property, temporarily raise or lower its wires to permit the moving of
buildings or tree removal. The expense of such temporary removal or raising
or lowering of wires shall be paid by the person requesting the same, the
Franchisee shall have the authority to require such payment in advance.
Franchisee sha!l be given not less than seventy-two (72) hours advance notice
to arrange for such temporary wire changes.

Subject to Grantor approval, Franchisee shall have the authority to trim trees
that are overhanging the streets, alleys, sidewalks and public ways and places
50 as to prevent the branches of such trees from coming in contact with the
wires and cables of Franchisee, except that at the option of Grantor, with the
consent of Franchises, such trimming may be done by it or under its
supervision and direction at the expense of Franchisee.

Franchisee, shall, at its expense, protect, support, temporarily disconnect,
relocate on the same strest, alley or public place, or remove from the street,
alley or public place, any property of Franchisee when required by Granter
by reason of traffic conditions, change of establishments of street grade,
installation of sewers, drains, water pipes, power lines, signal lines, and tracks
or any other type of structures or improvements by governmental agencies
when acting in a governmental or proprietary capacity, or other structure of
public improvement, provided, however, that Franchisee shall in all cases
have the privileges and be subject to the obligations to abandon any property
of Franchisee in place as hereinafter provided.

In all sections of Grantor where Grantor designates an area where all
presently above ground services are to be placed underground, Franchisee
shall place its wires underground on the same time schedule and on the same
conditions that are applicable to the providing of other above ground services
in the designated areas.




1. In the event that the use of any part of the Syster is discontinued for any
reason for a continuous period of twelve (12) months, or in the event such
System or property has been instalied in any street or public place without
complying with the requirements of this Ordinance, or the rights granted
hereunder have been subject to the rights of the Grantor to acquire or transfer
the system as specified in Section XV, promptly remove from the streets, or
public places, all such property and poles of such System other than any
which the County may permit to be abandoned in place. In the event of such
removas, Franchisee shali promptly restore the street or other areas from
which such satisfactory to Grantor.

J. Any property of Franchisee to be abandoned in place shall be abandoned in
such a2 manner as Grantor may reasonably prescribe. Upon permanent
abandonment of the property of Franchisee in place, it shall submit to Grantor
an instrument to be approved by Grantor, transferring to Grantor the
ownership of such property.

SECTION XIV. - OWNERSHIP AND REMOVAL OF FACILITIES

Contracts between Franchisee and property owners shall govern ownership and
coniro! of customer premises wiring and equipment. All contracts shali conform with any
applicable FCC regulations governing ownership and control of internal wiring.

SECTION XV. - TRANSFER OF ORDINANCE

Al right, title and interest of Franchisee in this Ordinance and the non- exclusive
Franchise granted herein shall be freely assignable.

SECTION XVi. - PAYMENT TO THE COUNTY

The Franchisee shall pay Grantor three percent (3%) of the gross basic revenues
received by it for basic cable television services provided to all subscribers located within
Grantor. Such payment shall be made quarterly within sixty (60) days afier the end of
each quarter. All other license fees or taxes levied upon Franchisee by Grantor shall be
credited against the payment required herein.

SECTION XVIi. - DURATION AND RENEWAL OF ORDINANCE

The rights granted to Franchisee herein shall become effective upon the passage of
this Ordinance and shall continue for a period of fifteen (15) years, and at the expiration of
fifteen (15} years, Franchisee shall have the option to renew this franchise for an additional
fifteen {15) year period under the same terms and conditions.




SECTION XHi. - ERECTION, REMOVAL AND COMMON USE OF POLES

A. No poles or other wire-holding structures shall be erected by Franchisee
without prior approval of the designated representative of the Board with
regard to locations, height, type or any other partinent aspect, which approval
shall not be unreasonably withheld. However, no locations of any pole or
wire-holding structure of Franchisee shall be a vested interest and such poles
or structures shall be removed or modified by Franchisee at its own expense
whenever the Board or its designated representative determines that the
public ccnvenience would be substantially enhanced thereby.

B. Where poles or other wire-holding structures already existing in use in serving
Grantor are available for use by Franchisee, but it does not make
arrangements for such use, the Board may require Franchisee to use such
poles and structures if it determines that the public convenience would be
enhanced thereby and the terms of the use available to Franchisee are just
and reasonable.

&

Where Grantor or a public utility serving Grantor desires to make use of poles
or other wire-holding structures of Franchisee but agreement therefor with
Franchisee cannot be reached, the Board may require Franchisee to permit
such use for such consideration as is just and reasonable and upon such terms
a5 the Board determines the use would enhance the public convenience and
would not unduly interfere with Franchisee's operations.

SECTION X1X. - RATES AND CHARGES
A schedule of the rates and charges currently imposed by Franchisee is set forth in
Attachment A to this Ordinance. Grantor reserves the right to regulate such rates and

charges to the extent permitted by any present or future regulatory law.

The Eranchisee shall not discriminate in rates between customers of the same
category except to the extent permitted by the Cable Communications Policy Act of 1984,
as amended, and Federal Communications Commissions regulations.

SECTION XX. - BOOKS AND RECORDS

The Franchisee shall keep full, true, accuratg, and current books of accounts, which
books and records shall be made available for inspection by Grantor's Director of Finance
or its authorized representative at all times.

SECTION XXN. - MISCELLANEOUS

Franchicee's legal, financial, technical and other qualifications, and the adequacy
and feasibility of its construction arrangements, if any, have been approved by the Board
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after consideration in a full public proceeding affording due process to all interested
persons.

SECTION XXHI. - MODIFICATION OF OBLICATIONS

In addition to any other remedies provided by law or regulation, Franchisee’s
obligations under this Ordinance may be modified, at its request, in accordance with
Section 625 of Cable Communications Palicy Act of 1984 as it now exists, or as hereafter
amenced.

SECTION XX1V. - SEVERABILITY

I any Section, subsection, sentence, clause, phrase or portion of this Ordinance is,
for any reason, held invalid or unconstitutional by any court of competent jurisdiction, or
amended by the United States Congress or is superseded or preempted by Federal
Communications Commission regulation, such portion shall be deemed a separate, distinct
and independent provision and such holding shall not affect the validity of the remaining
portions theresf.

SECTION XXV. - PUELICATION

Franchisee shall assurne the costs of any required publication of this Ordinance.
SECTION XXVI. - NOTICES

All notices and other communications required under this Ordinance shali be in
writing and shall be deemed to have been given on the date of actual delivery if mailed,
first class, registered or certified mail, return receipt requested, postage paid to the
following respective addresses:

To Grantor:

County of Chowan

F.O. Box 1030
Edenton, NC 27932

To the Franchisee:

Mediacom Southeast LLC
F.O. Box 580

Plymouth, NC, 27962
Attention: General Manager
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With a copy to:

Mediacom

100 Crystal Ruin Road
Middletown, NY 10941
Attention: Legal Department

Either of the foregoing parties to this Ordinance may change the address to which all
- communications and notices may be sent to it by addressing notices of such change in the
manner provided hereunder.

SECTION XXVii. - PRIOR ORDINANCES

All ordinances and parts of ordinances in conflict herewith are hereby repealed as of
the effective date of this Ordinance.

SECTION XXH. - EFFECTIVE DATE

This Ordinance shall take effect after its passage, approval, publication and
acceptance as provided by law.

Published nrior o passage on the 17 day of Feb. , 1992
Read and approved on the first reading on this _1 day of March , 1992
Read and avproved on the second reading on this day of , 199

BY: /':Z»’/W&;-Aﬁ,ow;wﬁv‘

ATTEST:

Neweey 5. Phetca—

Clerk, Board of Coimmissioners

ACCEPTANCE

The Non-Exclusive Franchise as granted under this Ordinance is approved and
accepted on this __day ol 199, by Mediacom Southeast LLC.

BY:

Mediacom Southeast LLC
(by its authorized representative)
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(o) Nothinz in this rule shovld ke
comstrued to prevant or prohibit:

(1) A franchising euthority and &
cable operator from agreelng to cus-
tomer service requirements thai ex-
ceed the starderds set forth in para-
graph (c) of this section;

(2) A franchising suthority from en-

forcing, tkhrough the end of the fran-
chise term, pre-existing customer serv-
lce requirements that exceed the stand-
ards set forth in peragrarh (c} of this
soction and ere contained in curreat
frepchise agreements;

(3) Any State or any franchising au-
thority from enacting or enforcing any
copsumer protection law, to the extent
ret specifically presmptad herein; ¢r

(4) The establishment ol enforcerment
of eny State or rmunicipal 1law Or regu-
iation concerning castomer egarvice
that imposes customer service require-
1ments that exceed, or address matters
not addressed by ths standards setl
forth in pecgzraph (o) of this gechion.

(¢ Effective July 1, 1993, & cable cp-
erator snal! be subjecy to the following
customer garvics standards

(1) Cable system cffice hoars and
telapnone evallability—

(1) The cable operator wili maintain &
local, toll-free or collect call telephone
access lime which will be svalladble to
{5 pubscibers 24 hours a day, eeven
days & Week.

(A) Traived company representatives
will be svailable to respond to cus-
tomer telephone inquiries during mor-
ma! business hours.

(B) After normal buslaess hours, the
access line may be answered by & serv-
jee or en automated response Syswem,
jpcluding en enswering machine. In-
quiries received after pormal buginess
tours must be responded to by &
trzined compeny representative on the
next business day.

(i) Under rormal operating condi-
tions, telephozs answer time by a cus-
tomer repressntative, including wait
time, shall rot exceed thirty (30) sec-
onds when the connection is meade. If
the call needs to be transferred, trans-
far tirme shall pot exceed thirty (30)
seconds. These standards shall ke mst
no less than nipety (50) percent of the
tima unpder rorrmal operating condi-
tions, measured on a quarterly basis.

(iii) The cperator will rot be raquired
to acquire equipment €7 perior— sur-
veys to measure compliance with the
telephone answering standards above
unless an historical record of com-
plaints indicates a ¢lear failvre to com-
ply.
(iv) Urnder normal operating condi-
tions, the customer will receive 2 busy
sigp2] less than three (3) percent of the
time.

(v) Customer service center axd blll
payment locations will be open at least
during normal business tours exd will
be conveniently located.

(2) Instellations, oatages ard service
calle. Under normz] operating condi-
tions, each of the following four stand-
erds will be me! no less than cinety
five {95) percent of the time measured
nn o quarterly basis:

(i) Stendard jpstallations will be per-
formad within seven (1) puroiness days
aftzr gn order a2 been placed “'Stand-
ard” inmstallatiorns are those ttel ere
located up to 125 feet from the existing
distribution system.

(i) Excloding conditions beyond the
control ¢of the operator, tre cablzs cper-
ator will tegia working on “garvice
intersuptions” prompily 2nd iz mno
evept later than 24 hours gfier the
interrapiion becomes known. Tte cable
operator must begin actions to correct
other gervice problems the next busi-
pess day after notification of tke serv-
ice problem.

(ili) The wgppolntment window” al-
ternatives for installatiorns, garvice
calls, and other installation activities
will be either a specific time or, at
mexirmum, & four-hour time block dur-
ing normal business hours. (Tke opera-
tor may scbedule service calls 2nd
other installation activities ontside of
normal busibess kours for the express
convenience of the customer.)

(iv) An cperalor Ay not cancel an
appointment with & customer aftar the
closs of busipzes on the buszsiness day
prior to the schedaled aprointmezxt.

{(v) If & cable operator representative
j= running late for &n eppointment
with a customer ard will not ba ghle to
keep the appointment as schedoled, the
customer will b2 contacted. The ap-
pointment will be rescheduled, as nec-
essary, at a time which is convenient
for the customer.
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(3) Commucications beiween catle
operators and cahle subscribers—

(i) Notificztions to subscribers—

(AY The cable operator ghall provide
wTitten informakion on each of the fol-
lowing areas at the time of installation
of service, et least apnually to all sub-
scribers, ernd et any time upon request:

(1) Preducts and services offered;

(2) Prices and options for program-
mirg services and conditions of sub-
scription to programming and olhar
services,

(3) Installatior and service mainte-
nance policies;

(4) Instructions on how to use the
cable gervice; X

(5} Channel positiors programming
eorried on the system; and,

(5 Billing and complaint procedures,
jncluding the: address end telephone
aumber o©f the local franchise
enthority’s czble offica.

(B) Customars will be notified of sxy
ctangesin rates, programming services
or channel positious as so0on &5 pessible
jn writing. Notice raust be given to
snbecribers 2 minimim of thirty (30
dags in edvance of such changes if the
change is within the control of the
ceble operator. In addition, the cable
operator shall notify subscribers thirty
{30) days in advance of eny significant
_changes in the other information re-
quired by peragraph (X)) A) of this
scetion. MNovwithstandirg any other
provision of Part 76, a cable operator
chali not be required to provide prior
potice of any rate change that is the
result of 2 regulatory fee, franchise fee,
cr any other fee, tax, assessment, or
charge of 2ny kind imposed by any
Federal agency, State, or franchising
suthority oo the transaction hetween
- the operator 2nd the subscriber.

(ii) Billing--

(A) Bills will be clear, concise and
understandable. Bills must te fully
ftemized, with itemizations including,
but not limited to, basic and premium
sarvice charzes and equipment charges.
Bilis will also clzarly delineate 211 ac~
tivity during the billing period, includ-
ing optiopal charges, rebates and cred-
its.

(B) In case of & billing dispute, the
cable operator must respond to 2 writ-
ten complaint from a subscriber within
30 days.

(iii) Pefunds—Refurd chesks will b2
jssued promptly, but no latas than ei-
ther—

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

(B) The return of the equipment sup-
plied by the cabl2 operator if service is
terminated.

{(iv) Creditz—Credits for gervice will
be issued po later thax the castomer's
pext billing cycle following the deter-
mination that a credit is warranted.

¢4) Definitions—

(1). Normal business hours—The term
snermal business hours’ means those
hours during which most similar busi-
nesses in the community are 0pen to
serve customers. In all cazes, “normeal
business bours” musi include some
evening hours at least one right per
week snd/or some weakend hours.

(i) Normal operating condifons—The
term ‘“‘normal operating conditions™
mears those service conditions which
are witrin the control of Lthe cable Op-
erator. Those corditions which are not
within the control of the ca2ble opera-
tor include, but are £ot limited to, nat-
ural disasters, civil disturbances,
power outages, telephone network out-
ages, and severe OT unusual weather
conditiors. Those condidons which are
ordinarily within the controi of the
cable operator include, but ere not lim-
jted to, special prorotions, pay-per-
view events, rate Increases, I
peak or seasonal demand pericds, and
maintenance or upgrade of the cable
systemn. ’

(iii) Service interruption—The term
sizarvice interruption’ means the leoss
of picture or sound on on¢ ©OI Imore
cable channels.

[53 FR 21103, Arr. 19, 1953, a5 ameaded at 61
FR 18977, Apr. 30, 1596]

subpart |—Forms and Reporls

§76.400 tor, mail address, and
 operationzal status changes
Within 30 days following & ckange of

Cable Television System Operator, and/

or change of toe operator's mail ad-

dress, and/or ¢hange in the operational
status of a cable television system, the

Operator shall inform the Comrnission

in writing of the following, 25 appro-

priate;

Y



