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AN ACT concerni ng cabl e tel evision.

Be it enacted by the People of the State of |Illinois,

represented in the General Assenbly:

Section 5. The Counties Code is anended by adding

Section 5-1096.5 as foll ows:

(55 I'LCS 5/5-1096.5 new)

Sec. 5-1096.5. Community antenna television systens;

consuner protection.

(a) Definitions. For purposes of this Section:

" Nor nul busi ness hours" nmeans those hours duri ng which

nost simlar businesses in the conmmunity are open to serve

custoners. In all cases, "normal busi ness hours" must include

sone evening hours at l|least one night per week and sone

weekend hours.

"Nornal operating conditions" means t hose service

conditions that are wthin the control of the franchi see.

Those conditions that are not wthin the control of the

franchi see i ncl ude, but are not limted to, natural

di sasters, civil disturbances, power outages, t el ephone

network outages, and severe or unusual weather conditions.

Those conditions that are ordinarily within the control of

the franchisee include, but are not I|limted to, special

pronoti ons, pay-per-view events, rate increases, requl ar peak

or seasonal demand peri ods, and mai ntenance or upgrade of the

cabl e system

"Qut age" neans a service interruption that sinultaneously

affects 500 or nore subscri bers.

"Service interruption" or "interruption" nmeans the |o0ss

of picture or sound on one oOor nobre community antenna

television channels. "Service interruption” does not include

interruptions deliberately caused by the franchisee for
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pur poses of system mai ntenance, repair, or testing, iif the

deliberate interruptions occur between the hours of 1 a.m

and 7 a.m and do not exceed 10 minutes in duration.

(b) Not less than 60 days prior to conmmencenent of

service to its first subscriber or within 60 days after the

effective date of this anendatory Act of the 93rd GCeneral

Assenbl y, whichever first occurs, a franchisee nust submt to

the franchising authority a detail ed customer services plan.

The plan nust, wthout Ilimtation, denonstrate that the

facilities, personnel, repair, conplaint and adjustnent

procedures, tel ephone, and other information systens of the

franchisee are sufficient to ensure tinely, efficient, and

effective services to custoners. The franchisee's customer

services plan nust be consistent with the hi ghest standards

of the comunity antenna television industry and t he

requirenents set forth in this Section. A franchisee nust

update the plan as necessary to Kkeep it accurate and

A franchi see shall establish and naintain such business

offices and custoner service and call centers and provi de

personnel, telephone service, and other equi pnent, as

necessary, to ensure the tinely, efficient, and effective

service to custoners. Personnel required under this Section

must include one person designated by the franchi see to act

as a liaison between the franchisee and the franchising

authority regarding custoner service issues. Al custoner

service and call centers of the franchisee shall have a

locally listed, toll-free, or collect tel ephone nunber with

an access line available to subscribers 24 hours a day, 7

days a week. Trained conpany representatives nust be

avai l able to respond to custoner tel ephone inquiries 24 hours

a day, 7 days a week. Al of the franchisee's custoner

service and call center and bill paynent |ocations that serve

custoners located in the franchising authority must be open
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at |l east during normal business hours and be located wthin

the franchising authority. The franchi see's busi ness offices

shall be open, at a mininum from9 am to 5 p.m for 6 days

Upon a showi ng of changed circunstances or for other good

cause shown, the franchising authority nay pernit a reduction

in the franchisee's business office hour s, and this

perm ssi on nmay not be unreasonably withheld. Additionally, at

various tines during the day, the franchi see nust cabl ecast

the address, telephone nunber, and office hours of its

busi ness offices, custoner service and call centers, and bil

paynent | ocations on a |local origination channel received by

al |l subscri bers.

Under nornmal operating conditions, tel ephone answer tine

by a custoner representative, including wait tine, shall not

exceed 30 seconds after the connection is made. If the cal

must be transferred, transfer tine may not exceed 30 seconds.

These standards nust be net no less than 90% of the tine

under nornel operating conditions, neasured on a quarterly

basis. The franchisee shall not be required to acquire

equi pnent or perform surveys to neasure conpliance with these

t el ephone answeri ng st andar ds unl ess t he f ranchi si ng

authority determines that a sufficient record of conplaints

indicates a clear failure to conply. Under nornal operating

conditions, the custoner shall receive a busy signal |ess

than 3% of the tine.

Under nornmal operating conditions, standard install ations

must be perforned within 7 business days after an order has

been placed. "Standard" installations are those that are

located within 125 feet from the existing distribution

Under nornml operating conditions, t he appoi nt nent

alternatives for installations, service calls, and other

installation activities shall be either a specific time or,
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at maxinmum a three-hour tine block between the hours of 9

am and 5 p.m 6 days a week.

The franchisee nay schedule service <calls and other

installation activities outside of these days and hours for

t he express conveni ence of the custoner. The franchisee nay

not cancel an appointnent with a custoner after the cl ose of

business on the business day prior to t he schedul ed

appointnent. If a franchi see representative is unable to keep

t he appoi ntnent as schedul ed, the custoner must be contacted.

The appointnent nust be reschedul ed, as necessary, for the

specific day and tine requested by the custoner. The custoner

may request that the appoi ntnent take place anytinme between

the hours of 7 a.m and 8 p.m on Mnday through Saturday.

The franchisee shall pronptly respond to and resol ve al

subscri ber conpl ai nts.

The franchi see shall maintain records of subscriber

conplaints setting forth the date and nature of the conpl ai nt

and any action taken in response. These records shall be

avai |l abl e to t he f ranchi si ng aut hority during t he

franchi see's nor nmal busi ness hours and must be retained in

the franchisee's files for not less than 3 vyears. A

statistical summary of these records shall be prepared by the

franchisee and subnitted to the franchising authority on a

monthly basis for the life of the franchi se. Conpl ai nts shal

be broken out by the type of service that is the subject of

the conplaint and by franchise area of the franchising

The franchi see shall maintain records of all outages and

reported service interruptions. These records nust indicate

the type of service interrupted, the estimated nunber of

subscri bers affected, the date and tine of the first

notification of the interruption, the date and tine that

service was restored, the cause of the interruption, and a

description of the corrective action taken. Records of
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reported service interruptions shall identify the reporting

persons in a nanner consistent with applicable privacy | aw.

These records nust be available to the franchising authority

during the franchisee's nornal busi ness hours and must be

retained in the franchisee's files for not |less than 3 years.

These records nust be submtted to the franchising

authority on a nonthly basis, commencing 12 nonths after

service is provided to the first subscriber. The franchi see

shall provide these records in paper docunentary form as

wel | as in any electronic fornse and formats as the

franchising authority nmay require. The franchising authority

shal | provi de service i nterruption i nformati on, as

appropriate, to federal or State requlatory authorities.

Excludi ng conditions beyond t he cont r ol of t he

franchisee, the franchisee nust begin working on service

interruptions pronmptly and in no event later than 24 hours

after the franchi see becones aware of the interruption. The

franchisee nust begin actions to <correct other service

probl ens the next business day after notification of the

servi ce probl em

The franchisee shall provide a credit or, in the case of

a custoner termnating service, a refund to each custoner

t hat s subject to a service interruption caused by
conditions that are in the franchisee's control. The credit
or refund shall be for the entire day on_ which the
interruption occurs and for_ each addi ti onal day t he

interruption continues. The credit or refund shall apply to

all services interrupted. In the case of an outage, the

franchi see shall provide a credit or refund regardl ess of

whet her the custoner requests a credit or refund or otherw se

contacts the franchi see. In the case of a service

interruption that is not part of an outage, the franchi see

shall provide a credit or refund if the customer requests a

credit or refund or otherw se contacts the franchi see about
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the service interruption. Refund checks nust be issued

pronmptly, but no later than either (i) the custoner's next

billing cycle following resolution of the request or 30 days,

whi chever is earlier, or (ii) wupon the return of the

equi pnent supplied by the franchisee if the serviceis

termnated. Credits for service must be issued no |later than

the customer's next billing cycle followi ng the deternination

that a credit is warranted.

Prior to commencenent of construction in an area, the

franchi see shall exercise its best efforts to inform the

residents of the area of the nature and tinetable for the

construction and shall provide the residents wth t he

procedures for filing conpl aints.

At the tinme the franchisee solicits the residents of an

area for subscription of its services and again upon actua

installation of service, the franchisee nust provide the

residents with a sinple witten explanation of all pr oduct s

and services offered, the options for and prices of the

pr oduct s and servi ces, par ent al | ock- out devi ces,

installation and service nmintenance procedures, comunity

antenna television services use instructions, programmng

channel posi tions, billing, | ate f ee and conpl ai nt

procedures, and the privacy rights of the subscriber. The

information and materials required by this Section shall al so

be available in the Spani sh | anguage.

The franchisee shall fill all reasonable orders for a

standard installation of its services within 7 busi ness days

and all other reasonable orders within 30 days after the date

of the order. An order is reasonable if (i) the services

requested are wuniformly available on t he franchi see's

community antenna television system (ii) the services are

requested in a portion of the franchise area where the

franchisee's community antenna television system has been

constructed and activated, (iii) t he franchi see in
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cooperation with appropri ate agenci es can acconplish a proper

physi cal extension of its community antenna tel evision system

to a person's prenises within those 7 or 30 days, and (ivV)

the franchi see can obtain access to the requester's prenises.

If the franchisee fails within the required 7 or 30 days to

provide the requested service, then the franchi see, upon

request, shall within 30 days refund any and all deposits or

advance paynents nmade by the requester. The franchi see shal

mai ntain a record of all installation requests that detai

when and what action was taken.

If the franchisee or an agent of the franchi see provides

program qui des to the franchi see's subscribers, the quides

must list, at a mninum all non-must carry channels carried

on the franchi see's conmunity antenna television system and

must , to the extent reasonable as deternmined by the
franchisee, list all programs carried on all non-nmust carry
channel s.

Each enployee of the franchisee when entering private

property or working on public ways nmust wear an enployee

identification card issued by the franchi see bearing the nane

and a photograph of the enpl oyee.

The franchi see may not discrim nate agai nst any person in

the solicitation or provision of any service or equi pnent on

the basis of age, sex, race, color, <creed, ethnic origin,

sexual orientation, marit al st at us, or physical or mental

i mpai r nent.

(c) In addition to any other renedies provided for in

this Section or otherwi se available by law, the franchising

authority may inpose nonetary penalties if a franchi see

vi ol at es any pr ovi si on of this Section, a franchise

agreenent, or any lawfully adopted rule or reqgulation. | n

appropriate circunstances, the franchising authority nay

precede the issuance of a notice of violation with a

r easonabl e opportunity for the franchisee to cure the
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violation. The anpbunts of any penalties shall be specified in

the franchi se agreenent and shall be based on the foll ow ng

principles: (1) penalties nust exceed the financial benefits

to a franchisee delaying or failing to conply wth the

applicable requirenent; (2) even where those benefits are not

easily discernible, the penalties nust be sufficient to have

a significant deterrent effect on a franchisee; and (3) the

penalties nust be sufficient to protect the nunicipality and

other affected parties against loss of revenues resulting

from viol ati ons.

A franchise agreenent shall also provide for fines,

i qui dat ed danmages, and other npnetary sanctions, the anounts

of which shall also reflect the foreqgoing principles.

Any person or organization adversely affected by a

violation, or by a pattern and practice of violations, shal |

have the right to sue a franchisee in a court of conpetent

jurisdiction for danages and for injunctive and other relief

to require conpliance with this Section or with the franchise

agreenent. Organizations shall be entitled to sue on behal f

of thenselves or their menbers.

The renedies provided by this Section shall be in

addition to any renedi es provided by | aw.

Except in energency situations in which imediate relief

is required, private litigants shall notify the franchising

authority not less than 10 days prior to filing suit. A suit

by the franchising authority, however, shall not preenpt the

private litigant's right to proceed.

It shall be unlawful for any person to attach or affix or

to cause to be attached or affi xed any equipnent or device

that allows access to or wuse of the comunity antenna

tel evision system w thout paynent to the franchi see.

Any person who violates any provisions of this Section

shal | be subject to a fine not to exceed $750 for each

of fense. The fine shall be paid to the franchising authority.
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Each day that the violation continues constitutes a separate

offense, and a separate offense shall be deened to be
commtted as to each affected custoner. In addition, a
franchi see shall be subject to the schedule of credits to

custoners set forth in subsection (d) of this Section.

(d) If the franchisee fails to conpl ete st andard

installations and extensions of service requested by a

custoner within 7 business days after the order has been

pl aced, then the franchisee nust give the custoner free

installation or, if the installation fee has been wai ved for

pronoti onal reasons, then one nonth's basic service for free

or, for a service violation, a $15 credit.

If the franchisee fails to provide custoners seeking

non-standard installations with a total installation cost

estinate and an estimated date of conpletion, then the

franchi see nmust qgive the custoner free installation or, if

the install ation fee has been wai ved for pronoti onal reasons,

then one nonth's basic service.

If a franchisee fails to bury all underground cabl e drops

on residential property at least 12 inches deep or if the

franchisee fails to conplete the work in no nore than 3

calendar weeks from the installation, then the franchi see

nust give all affected residents a $10 credit.

If a franchisee fails to provide to custoners wanting

installation of service within a 3-hour tine bl ock between 9

am and 5 p.m 6 days a week, then the franchi see nust give

t he custoner a $25 credit.

If a franchisee cancels an appointnent with a custoner

after 5:00 p.m on the day before the schedul ed appoi ntnent,

then the franchi see nust qgive the custoner $25 credit or the

quarantee offered by the franchi see, whichever is qgreater.

If the franchi see cannot keep an appointnent for any

reason and fails to contact the custoner before the end of

t he schedul ed appoi ntnent and reschedule at the convenience
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of the custonmer, then the franchi see nust give the custoner a

$25 <credit or the oquarantee offered by the franchi see,

whi chever is greater.

If a franchisee fails to make repairs pronmptly or if it

interrupts service other than for good cause, during periods

of mninmumuse of the system and for no nore than 24 hours,

except where unavoidable, then the franchi see must qgi ve one

day's free service for each day that there is a service

interruption to each custoner in the affected area.

| f a franchisee fails to provide clear television

reception that neets or exceeds FCC technical standards, then

the franchi see nust give each affected custoner one day's

free service for each day that reception falls bel ow FCC

st andar ds.

If a custoner infornse the franchisee that he or she is

experi encing poor video or audi o reception due to franchi see

equi pnent and the franchisee fails to <correct the problem

before the next day, unless otherwi se agreed to with the

custoner, then the franchisee nmust qive the custoner one

day's free service for each day that the problemrennins

uncorr ect ed.

If a franchisee's custoner service representatives are

unable to provide credit, waive fees, schedul e appoi nt ments,

and change billing cycles or if any difficulties that cannot

be resolved by the custoner service representatives are not

referred to a supervisor within 24 hours, then the franchi see

nust give the custoner a $10 credit. |If the supervisor fails

to neke his or her best efforts to contact the custoner

within 4 hours and resolve the problem within 48 hours or

within such other tinme frane that is acceptable to the

custoner and franchi see, then the franchisee nust qive the

custoner a $10 credit.

If the franchisee fails to provide custoners with a cl ear

and concise nonthly bill or if the franchisee fails to
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respond to a customer's billing inquiry nmade by tel ephone or
e-mail within 48 hours of receipt of the inquiry or to a
witten billing inquiry within 2 weeks of receipt of the

inquiry, then the franchisee nust give the custoner a $10

If a franchisee fails to allow 30 days after the date a

subscri ber bill is sent before i nposing an adninistrative fee

or if the fee exceeds $1.50 per bill, then the franchi see

nust give the custoner a $10 credit.

If a franchi see continues to bill for services after the

day that a custoner requests disconnection of any or al

services or if the franchisee fails to issue a credit or

refund within 15 business days after the <close of the

custoner's billing cycle following the return of t he

equi pnent and request for disconnection, then the franchi see

nust give the custoner a $10 credit or a $10 refund if the

custoner's account has cl osed.

If, within 10 days after the term nation of service for

any reason, a franchisee fails to repay any deposit wth a

statenent showing accrued interest, which nmust accrue at a

fair market rate, to the custoner, then the franchisee nust

give the custoner a $10 credit or a $10 refund if the

custoner's account has cl osed.

If a franchisee fails to replace any trees or shrubs

danaged duri ng any installation or repair, then the

franchi see nust gi ve the custoner a $25 credit plus the costs

of any repairs or repl acenent.

If a franchisee fails to restore any danaged property to

the sane condition it was before danage occurred then the

franchi see nust give the custonmer a $25 credit plus the costs

of any repairs or repl acenent.

If a franchisee enters onto a preni ses wi thout pern ssion

or fails to give notice to property owners before entering

upon their premses or, in the event of an energency, fails
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to attenpt to contact the property owner or | eqal tenant in

person and, if personal contact cannot be nmade, fails to

| eave a door hanger notice, then the franchise nust give the

custoner a $15 credit plus the costs of any additional

repairs or reinbursenent.

I|f any franchisee personnel fail to clean up debris

caused by the franchisee's activities at a work site or fails

to properly dispose of cable materials, then the franchi see

nust give the custoner a $15 credit plus the costs of any

cl eanup and di sposal of debris.

If a franchisee fails to deliver and pick up converters

at the hone of custoners with disabilities or, in the case of

a nmal functioni ng converter, the technician fails to provide

anot her converter, hook it up, ensure that it is working

properly, and return the defective converter to t he

franchi see, then the franchi see nust qgive the custoner a $25

If a franchisee fails to provide TDD/ TYY service through

trained operators who can provide any assistance reqularly

available from a custoner service representative at no

charge, then the franchisee nust qgive the custoner a $25

credit.

If a franchisee fails to install, at no charge, any

cl osed captioning device purchased by a hearing inpaired

custoner, then the franchisee nust give the custoner a $25

If a franchisee fails to provide free use of a converter

renote control unit to a nobility-inpaired custoner, then the

franchi see nust give the custoner a $25 credit and provide a

renote control unit.

If a franchisee fails to provide, upon installation and

upon a custoner's request, information concerning: (1) the

products and services offered; (2) the conplete range of

service opti ons and prices: (3) the customer service
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standards; (4) instruction on use of <cable TV, interactive

TV, renpte and standard VCR hookups:; (5) billing, collection,

and di sconnect policies; (6) custoner privacy requirenents;

(7) conplaint procedures, containing the contact information

of the designated agency of the franchising authority to

whi ch the conplaints should be addressed; (8) the use and

avai lability of A/B switch; (9) the use and availability of

parental control or | ock-out devices; (10) special services

for customers with visual, hearing or nobility disabilities;

(11) the days, tinmes of operation, and |locations of the

service centers; and (12) a copy of any applicabl e nmunici pal

ordi nances, then the franchi see nust qgi ve the custoner a $10

credit.

If a franchisee fails to provide customers and the

franchising authority with witten notification of any change

in rates, programm ng, or channels at least 30 days before

the date of the change, then the franchi see nust gi ve each

affected custoner a $10 credit.

If any officer, agent, or enployee of the franchisee or

any of its contractors and subcontractors in personal contact

with any custoner fail to have a visible identification card

with their nane and photograph or fail to orally identify

thensel ves upon first contact wth the custoner, then the

franchi see nust gi ve the custoner a $10 credit.

| f any custoner service representative of the franchi see

fails to identify hinself or herself orally to custoners

imedi ately following the greeting during each telephone

contact with the public, then the franchi see must qgive the

custoner a $10 credit.

|f any custoner service representative, technician, or

enpl oyee of the franchisee in each contact with a custoner

fails to orally state the estimated cost of any service,

repair, or installation prior to delivery of the service or

before any work is perforned or fails to provide the custoner
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with an oral statenment of the t ot al char ges bef ore

termnating the tel ephone call or before |eaving the | ocation

at which the work was perforned, then the franchi see nust

gi ve the custoner a $10 credit.

If a franchi see violates the privacy of a custoner under

any federal, State, or local law, then the franchi see nust

gi ve the custonmer the choice of either a check in the anount

of $150 or a credit to custoner account in the sane anpunt.

If a franchi see receives notice that an unsafe condition

exists with respect to its equi pnent and the franchi see fails

to investigate the condition immediately or fails to take the

measures necessary to renove or elinmnate any unsaf e

condition, then the franchisee nust pay the franchising

authority $40 a day for each 24-hour delay in responding to

the custonmer safety concerns.

If a franchisee fails to guarantee customer satisfaction

to every custoner who requests new or upgraded cable service

or other service of receiving the service and receive a pro

rata credit in an amount equal to the pro rata charge for the

remai ni ng days of service being disconnected if the custoner

is dissatisfied with the service, except where a free

pronotion has been offered, then there shall be no charge of

any kind for the service or for disconnection of the service.

The custonmer shall have the opportunity to cancel upgr aded

cable service or other service within 30 days.

(e) Wthin 60 days after the effective date of this

anendatory Act of the 93rd General Assenbly, all franchi sees

shal | mail to each custoner a summry of the custoner

protections set forth in this Section, at no charge to the

custoner. The summary shall include the full text of this

Section and be in a form acceptable to the franchising

(f) The provisions of this Section shall supersede any

contradictory or inconsistent provision of State or |ocal | aw
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or any initial or renewal franchi se agreenent.

(g) A hone rule unit may not requlate community antenna

t el evi si on syst ens in a nanner inconsistent wth the
provisions of this Act. This Sectionis a I|limtation under
subsection (i) of Section 6 of Article VII of the lllinois

Constitution of the concurrent exercise by hone rule units of

powers and functions exerci sed by the State.

Section 10. The Illinois Minicipal Code is anended by
addi ng Section 11-42-11.2 as foll ows:

(65 1LCS 5/11-42-11.2 new)

Sec. 11-42-11.2. Conmmunity antenna television systens;

consuner protection.

(a) Definitions. For purposes of this Section:

"Nornal business hours" neans those hours during which

nost sinilar businesses in the comunity are open to serve

custoners. In all cases, "normal busi ness hours" must include

sone evening hours at least one night per week and sone

weekend hours.

" Nor mal operating condi ti ons" means those service

conditions that are within the control of the franchisee.

Those conditions that are not wthin the control of the

franchisee include, but are not limted to, nat ur al

di sasters, civil disturbances, power outages, telephone

net wor K out ages, and severe or unusual weather conditions.

Those <conditions that are ordinarily within the control of

the franchisee include, but are not I|limted to, special

pronoti ons, pay-per-view events, rate increases, requl ar peak

or seasonal demand peri ods, and mai ntenance or upgrade of the

cabl e system

"Qut age" neans a service interruption that sinultaneously

affects 500 or nore subscri bers.

"Service interruption" or "interruption" neans the |oss
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of picture or sound on one oOor nobre community antenna

tel evision channels. "Service interruption” does not include

interruptions deliberately caused by the franchisee for

purposes of system naintenance, repair, or testing, if the

deli berate interrupti ons occur between the hours of 1 a.m

and 7 a.m and do not exceed 10 minutes in duration.

(b) Not less than 60 days prior to conmencenent of

service to its first subscriber or within 60 days after the

effective date of this anendatory Act of the 93rd General

Assenbl y, whichever first occurs, a franchisee nust submt to

the franchising authority a detail ed custonmer services plan.

The plan nust, wthout Ilimtation, denonstrate that the

facilities, personnel, repair, conplaint and adj ust nent

procedures, telephone, and other information systens of the

franchi see are sufficient to ensure tinely, efficient, and

effective services to custoners. The franchi see's customer

services plan nmust be consistent with the highest standards

of t he community antenna television industry and the

requirenents set forth in this Section. A franchisee nust

update the plan as necessary to Kkeep it accurate and

A franchisee shall establish and mai ntain such busi ness

offices and custoner service and call centers and provide

per sonnel , t el ephone service, and other equipnent, as

necessary, to ensure the tinely, efficient, and effective

service to custoners. Personnel required under this Section

must i nclude one person designated by the franchisee to act

as a liaison between the franchisee and the franchising

authority regardi ng custoner service issues. Al custoner

service and call centers of the franchisee shall have a

locally listed, toll-free, or collect tel ephone number wth

an access line available to subscribers 24 hours a day, 7

days a week. Trained conpany representatives must be

avai l able to respond to custoner tel ephone inquiries 24 hours
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a day, 7 days a week. Al of the franchi see's custoner

service and call center and bill paynent | ocations that serve

custoners located in the franchising authority nust be open

at least during nornal business hours and be located within

the franchising authority. The franchi see's business offices

shall be open, at a mininum from9 am to 5 p.m for 6 days

Upon a showi ng of changed circunstances or for other good

cause shown, the franchising authority nay pernit a reduction

in t he franchi see's busi ness office hours, and this

perm ssi on nmay not be unreasonably withheld. Additionally, at

various tines during the day, the franchi see nust cabl ecast

the address, telephone nunber, and office hours of its

busi ness offices, custoner service and call centers, and bil

paynent | ocations on a |local origination channel received by

al |l subscri bers.

Under nornml operating conditions, tel ephone answer tinme

by a custoner representative, including wait tine, shall not

exceed 30 seconds after the connection is made. |If the cal

must be transferred, transfer tine may not exceed 30 seconds.

These standards nust be net no less than 90% of the tine

under nornmal operating conditions, neasured on a quarterly

basis. The franchi see shall not be required to acquire

equi pnent or perform surveys to neasure conpliance with these

t el ephone answering st andar ds unl ess t he franchising

authority determines that a sufficient record of conplaints

indicates a clear failure to comply. Under nornmal operating

conditions, the custoner shall receive a busy signal | ess

than 3% of the tine.

Under nornmal operating conditions, standard install ations

must be perforned within 7 business days after an order has

been placed. "Standard" installations are those that are

located within 125 feet from the existing distribution
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Under nor nal operating conditions, the appointnent

alternatives for installations, service calls, and other

installation activities shall be either a specific tinme or,

at maxinum a three-hour tine block between the hours of 9

am and 5 p.m 6 days a week.

The franchisee nay schedule service <calls and other

installation activities outside of these days and hours for

the express convenience of the custoner. The franchi see nay

not cancel an appointnent with a custoner after the close of

busi ness on the business day prior to the schedul ed

appointnent. If a franchi see representative is unable to keep

t he appoi ntnent as schedul ed, the custoner must be contacted.

The appoi ntnment nust be reschedul ed, as necessary, for the

specific day and tine requested by the custoner. The custoner

may request that the appoi ntnent take place anytime between

the hours of 7 a.m and 8 p.m on Mnday through Saturday.

The franchi see shall pronptly respond to and resolve al

subscri ber conpl ai nts.

The franchi see shall maintain records of subscriber

conplaints setting forth the date and nature of the conpl ai nt

and any action taken in response. These records shall be

avai |l abl e to t he f ranchi si ng aut hority during t he

franchi see's normal busi ness hours and nust be retained in

t he franchisee's files for not less than 3 vyears. A

statistical summary of these records shall be prepared by the

franchi see and subnitted to the franchising authority on a

monthly basis for the life of the franchi se. Conpl ai nts shal

be broken out by the type of service that is the subject of

the conplaint and by franchise area of the franchising

The franchisee shall maintain records of all outages and

reported service interruptions. These records nust indicate

the type of service interrupted, the estimated nunber of

subscribers affected, the date and tine of the first
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notification of the interruption, the date and tine that

service was restored, the cause of the interruption, and a

description of the corrective action taken. Records of

reported service interruptions shall identify the reporting

persons in a nmanner consistent with applicable privacy |aw

These records nust be available to the franchising authority

during the franchi see's nornal business hours and nust be

retained in the franchisee's files for not |less than 3 years.

These records nust be submtted to the franchising

authority on a nonthly basis, commenci ng 12 nonths after

service is provided to the first subscriber. The franchi see

shal | provide these records in paper docunentary form as

well as in any electronic fornse and formats as t he

franchising authority nmay require. The franchising authority

shal | provi de service i nterruption i nformati on, as

appropriate, to federal or State requlatory authorities.

Excl udi ng condi ti ons beyond t he cont r ol of the

franchi see, the franchisee nust begin working on service

interruptions promptly and in no event |later than 24 hours

after the franchi see becones aware of the interruption. The

franchisee nust begin actions to <correct other service

problens the next business day after notification of the

servi ce probl em

The franchi see shall provide a credit or, in the case of

a custoner termnating service, a refund to each custoner

that is subject to a service interruption caused by

conditions that are in the franchisee's control. The credit

or refund shall be for the entire day on which t he

i nterruption occurs and for each additional day the

interruption continues. The credit or refund shall apply to

all services interrupted. In the case of an outage, the

franchi see shall provide a credit or refund reqardless of

whet her the custoner requests a credit or refund or otherw se

contacts t he franchi see. | n the case of a service



SOLIMAR DFAULT BILLS NONE


© 00 N o o b~ w N Pk

W W W W W NN N NDNNDNDRNDNNR P P R B R R B R R
N W N P O © 0 N O 00 & W N B O © 0 N 0o o0 M W N B O

- 20- LRB093 07641 BDD 07820 b

interruption that is not part of an outage, the franchisee

shal | provide a credit or refund if the custoner requests a

credit or refund or otherwi se contacts the franchi see about

the service interruption. Refund checks nust be issued

promptly, but no later than either (i) the custoner's next

billing cycle following resolution of the request or 30 days,

whi chever is earlier, or (ii) wupon the return of the

equi pnent supplied by the franchisee if the service is

termnated. Credits for service nmust be issued no | ater than

the customer's next billing cycle following the deternination

that a credit i s warranted.

Prior to commencenent of construction in an area, the

franchi see shall exercise its best efforts to informthe

residents of the area of the nature and tinetable for the

constructi on and shall provide the residents wth the

procedures for filing conpl aints.

At the tine the franchisee solicits the residents of an

area for subscription of its services and again upon actua

installation of service, the franchisee nust provide the

residents with a sinple witten explanation of all products

and services offered, the options for and prices of the

pr oduct s and servi ces, par ent al | ock- out devi ces,

installation and service nmintenance procedures, comunity

antenna television services use instructions, programmng

channel posi tions, billing, | ate f ee and conpl ai nt

procedures, and the privacy rights of the subscriber. The

information and materials required by this Section shall al so

be available in the Spani sh | anguage.

The franchi see shall fill all reasonable orders for a

standard installation of its services within 7 busi ness days

and all other reasonable orders within 30 days after the date

of the order. An order is reasonable if (i) the services

r equest ed ar e uniformly available on the franchisee's

community antenna television system (ii) the services are
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requested in a portion of the franchise area where the

franchi see's community antenna television system has been

constructed and activated, (iii) t he franchi see in

cooperation with appropri ate agenci es can acconplish a proper

physi cal extension of its community antenna tel evision system

to a person's prenises within those 7 or 30 days, and (ivV)

the franchi see can obtain access to the requester's prenises.

If the franchisee fails within the required 7 or 30 days to

provide the requested service, then the franchisee, upon

request, shall within 30 days refund any and all deposits or

advance paynents nade by the requester. The franchi see shal

maintain a record of all installation requests that detai

when and what action was taken.

If the franchi see or an agent of the franchi see provides

program guides to the franchisee's subscribers, the quides

must list, at a mninum all non-must carry channels carried

on the franchisee's community antenna tel evision system and

must, to the extent reasonable as deternined by t he

franchisee, list all programs carried on all non-nust carry

channel s.

Each enpl oyee of the franchisee when entering private

property or working on public ways nust wear an enpl oyee

identification card issued by the franchi see bearing the nane

and a photograph of the enpl oyee.

The franchi see may not discrim nate agai nst any person in

the solicitation or provision of any service or equi pnent on

the basis of age, sex, race, color, creed, ethnic origin,

sexual orientation, narital status, or physi cal or nmental

i mpai r nent.

(¢) In addition to any other remedies provided for in

this Section or otherwise available by law, the franchising

authority may inpose nonetary penalties if a franchi see

violates any provision of this Secti on, a franchi se

agreenent, or any lawfully adopted rule or regulation. In
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appropriate circunstances, the franchising authority nay

precede the issuance of a notice of violation with a

reasonable opportunity for the franchisee to cure t he

violation. The anpbunts of any penalties shall be specified in

the franchise agreenent and shall be based on the foll owi ng

principles: (1) penalties nmust exceed the financial benefits

to a franchisee delaying or failing to conply with the

applicable requirenent; (2) even where those benefits are not

easily discernible, the penalties nust be sufficient to have

a significant deterrent effect on a franchisee; and (3) the

penalties nust be sufficient to protect the nunicipality and

other affected parties against 1o0ss of revenues resulting

from viol ati ons.

A franchise agreenent shall also provide for fines,

i qui dat ed danmages, and other npnetary sanctions, the anounts

of which shall also reflect the foreqgoing principles.

Any person or organization adversely affected by a

viol ati on, or by a pattern and practice of violations, shall

have the right to sue a franchisee in a court of conpetent

jurisdiction for dananges and for injunctive and other relief

to require conpliance with this Section or with the franchise

agreenent. Organi zations shall be entitled to sue on behal f

of thenselves or their menbers.

The renedies provided by this Section shall be in

addition to any renedi es provided by | aw.

Except in energency situations in which inmmediate relief

is required, private litigants shall notify the franchising

authority not less than 10 days prior to filing suit. A suit

by the franchising authority, however, shall not preenpt the

private litigant's right to proceed.

It shall be unlawful for any person to attach or affix or

to cause to be attached or affixed any equi pnent or device

that allows access to or wuse of the comunity antenna

tel evision system w thout paynent to the franchi see.
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Any person who violates any provisions of this Section

shall be subject to a fine not to exceed $750 for each

of fense. The fine shall be paid to the franchising authority.

Each day that the violation continues constitutes a separate

offense, and a separate offense shall be deened to be

commtted as to each affected custoner. In addition, a

franchi see shall be subject to the schedule of credits to

custoners set forth in subsection (d) of this Section.

(d) If t he franchisee fails to conplete standard

installations and extensions of service requested by a

custoner within 7 business days after the order has been

placed, then the franchisee nust gqgive the custonmer free

installation or, if the installation fee has been waived for

pr onoti onal reasons, then one nmonth's basic service for free

or, for a service violation, a $15 credit.

If the franchisee fails to provide -custoners seeking

non-standard installations with a total installation cost

estinate and an estinated date of conpletion, then the

franchisee nust give the custoner free installation or, if

the install ation fee has been wai ved for pronoti onal reasons,

then one nonth's basic service.

If a franchisee fails to bury all underground cabl e drops

on residential property at least 12 inches deep or if the

franchisee fails to conmplete the work in no nore than 3

cal endar weeks fromthe installation, then the franchi see

nust give all affected residents a $10 credit.

If a franchisee fails to provide to custoners wanting

installation of service within a 3-hour tine bl ock between 9

am and 5 p.m 6 days a week, then the franchi see nust give

t he custoner a $25 credit.

If a franchi see cancels an appointnent with a custoner

after 5:00 p.m on the day before the schedul ed appoi nt nent,

t hen the franchi see nust qgive the custoner $25 credit or the

quarantee offered by the franchi see, whichever is qgreater.
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If the franchisee cannot Kkeep an appointnent for any

reason and fails to contact the custoner before the end of

the schedul ed appointnent and reschedule at the conveni ence

of the custonmer, then the franchi see nust give the custoner a

$25 credit or the quarantee offered by the franchisee,

whi chever is greater.

If a franchisee fails to nake repairs pronptly or if it

interrupts service other than for good cause, during periods

of mninmmuse of the system and for no nore than 24 hours,

except where unavoi dable, then the franchi see nust qive one

day's free service for each day that there is a service

interruption to each custoner in the affected area.

If a franchisee fails to provide clear t el evi si on

reception that neets or exceeds FCC technical standards, then

the franchisee nust give each affected custoner one day's

free service for each day that reception falls below FCC

st andar ds.

If a custonmer infornms the franchi see that he or she is

experi enci ng poor video or audi o reception due to franchi see

equi pnent and the franchisee fails to correct the problem

before the next day, unless otherwise aqreed to wth the

custoner, then the franchisee nust give the custoner one

day's free service for each day that the problem rennins

uncorr ect ed.

If a franchisee's customer service representatives are

unable to provide credit, waive fees, schedul e appointnments,

and change billing cycles or if any difficulties that cannot

be resolved by the custoner service representatives are not

referred to a supervisor within 24 hours, then the franchi see

nust qgive the custoner a $10 credit. |f the supervisor fails

to make his or her best efforts to contact the custoner

within 4 hours and resolve the problemw thin 48 hours or

within such other time frane that s acceptable to the

custoner and franchisee, then the franchi see must qgive the
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custoner a $10 credit.

If the franchisee fails to provide custoners with a cl ear

and concise nonthly bill or if the franchisee fails to

respond to a custonmer's billing inquiry nade by tel ephone or

e-nmail within 48 hours of receipt of the inquiry or to a

witten billing inquiry wthin 2 weeks of receipt of the

inquiry, then the franchi see nust give the custoner a $10

If a franchisee fails to allow 30 days after the date a

subscri ber bill is sent before i nposing an adninistrative fee

or if the fee exceeds $1.50 per bill, then the franchisee

nust give the custoner a $10 credit.

If a franchisee continues to bill for services after the

day that a custoner requests disconnection of any or al

services or if the franchisee fails to issue a credit or

refund within 15 business days after the <close of the

custoner's billing cycle following the return of the

equi pnent and request for disconnection, then the franchi see

nust qgive the custoner a $10 credit or a $10 refund if the

custoner's account has cl osed.

If, within 10 days after the term nation of service for

any reason, a franchisee fails to repay any deposit with a

statenent showi ng accrued interest, which nust accrue at a

fair market rate, to the custoner, then the franchi see nust

give the custoner a $10 credit or a $10 refund if the

custoner's account has cl osed.

If a franchisee fails to replace any trees or shrubs

damaged during any installation or repair, t hen t he

franchi see nust give the custoner a $25 credit plus the costs

of any repairs or repl acenent.

If a franchisee fails to restore any danaged property to

the sane condition it was before danmage occurred then the

franchi see nust give the custoner a $25 credit plus the costs

of any repairs or repl acenent.
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If a franchi see enters onto a preni ses wi thout pern ssion

or fails to give notice to property owners before entering

upon their prenises or, in the event of an energency, fails

to attenpt to contact the property owner or leqgal tenant in

person and, if personal contact cannot be nade, fails to

| eave a door hanger notice, then the franchi se nust give the

custoner a $15 credit plus the <costs of any additional

repairs or reinbursenent.

If any franchisee personnel fail to clean up debris

caused by the franchisee's activities at a work site or fails

to properly dispose of cable materials, then the franchisee

nust qgive the custoner a $15 credit plus the costs of any

cl eanup and di sposal of debris.

If a franchisee fails to deliver and pick up converters

at the hone of custoners with disabilities or, in the case of

a nmulfunctioning converter, the technician fails to provide

anot her converter, hook it up, ensure that it is working

properly, and return the defective converter to the

franchi see, then the franchi see nust give the custoner a $25

If a franchisee fails to provide TDD/ TYY service through

trai ned operators who can provide any assistance reqularly

avai lable from a custoner service representative at no

charge, then the franchisee nust give the custoner a $25

credit.

If a franchisee fails to install, at  no charge, any

closed captioning device purchased by a hearing inpaired

custoner, then the franchi see nust give the custoner a $25

If a franchisee fails to provide free use of a converter

renote control unit to a nobility-inpaired custoner, then the

franchi see nust gi ve the custoner a $25 credit and provide a

renote control unit.

If a franchisee fails to provide, upon installation and
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upon a custoner's request, infornmation concerning: (1) the

products and services offered; (2) the conplete range of

service options and prices; (3) the cust oner service

standards; (4) instruction on use of cable TV, interactive

TV, renpte and standard VCR hookups:; (5) billing, collection,

and di sconnect policies; (6) custoner privacy requirenents;

(7) conplaint procedures, containing the contact information

of the designated agency of the franchising authority to

which the conplaints should be addressed; (8) the use and

avai lability of A/IB switch; (9) the use and availability of

parental control or |ock-out devices:; (10) special services

for customers with visual, hearing or nobility disabilities;

(11) the days, tines of operation, and |ocations of the

service centers; and (12) a copy of any applicable nunicipal

ordi nances, then the franchi see nust gi ve the custoner a $10

credit.

If a franchisee fails to provide custonmers and the

franchising authority with witten notification of any change

in rates, programmng, or channels at |east 30 days before

the date of the change, then the franchisee nmust qive each

affected custoner a $10 credit.

If any officer, agent, or enployee of the franchi see or

any of its contractors and subcontractors in personal contact

with any custoner fail to have a visible identification card

wth their nane and photograph or fail to orally identify

t hensel ves upon first contact with the custoner, then the

franchi see nust gi ve the custoner a $10 credit.

If any custoner service representative of the franchi see

fails to identify hinself or herself orally to custoners

imedi ately following the greeting during each tel ephone

contact with the public, then the franchisee nust qive the

custoner a $10 credit.

If any custoner service representative, technician, or

enpl oyee of the franchisee in each contact with a custoner
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fails to orally state the estinmated cost of any service,

repair, or installation prior to delivery of the service or

before any work is perforned or fails to provide the custoner

with an or al statenent of the total charges before

termnating the tel ephone call or before | eaving the | ocation

at which the work was perforned, then the franchisee nust

gi ve the custoner a $10 credit.

If a franchisee violates the privacy of a custoner under

any federal, State, or local law, then the franchisee nust

give the custonmer the choice of either a check in the anpunt

of $150 or a credit to custoner account in the sane anpunt.

If a franchi see receives notice that an unsafe condition

exists with respect to its equi pnent and the franchi see fails

to investigate the condition immediately or fails to take the

measur es necessary to renpve or elinmnate any unsafe

condition, then the franchisee nust pay the franchising

authority $40 a day for each 24-hour delay in responding to

the custonmer safety concerns.

If a franchisee fails to guarantee custonmer satisfaction

to every custoner who requests new or upgraded cable service

or other service of receiving the service and receive a pro

rata credit in an amount equal to the pro rata charge for the

remai ning days of service being disconnected if the custoner

is dissatisfied with the service, except where a free

pronoti on has been offered, then there shall be no charge of

any kind for the service or for disconnection of the service.

The custoner shall have the opportunity to cancel upgraded

cable service or other service within 30 days.

(e) Wthin 60 days after the effective date of this

anendatory Act of the 93rd General Assenbly, all franchi sees

shall mail to each custoner a summary of the custoner

protections set forth in this Section, at no charge to the

custoner. The summary shall include the full text of this

Section and be in a form acceptable to the franchising
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(f) The provisions of this Section shall supersede any

contradi ctory or inconsistent provision of State or |ocal | aw

or any initial or renewal franchi se agreenent.

(g) A honme rule unit may not requlate community antenna

television systens in a manner inconsistent with t he

provisions of this Act. This Section is a limtation under

subsection (i) of Section 6 of Article VI of the |1llinois

Constitution of the concurrent exercise by hone rule units of

powers and functions exerci sed by the State.
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