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Fiscal Officer Christine Page
P.O. Box 65
Perry Township, Ohio 44081

Dear Fiscal Officer Page:

I would like to take this opportunity to inform you and your constituents of the Ohio Department of
Commerce’s Cable TV Consumer Hotline 1-800-686-7826. The hotline provides assistance to cable
television consumers who are unable to resolve issues with their cable television provider. Enclosed you
will find consumer literature concerning the Cable TV Consumer Hotline. I ask that you display these
materials in your offices or in other high traffic areas.

Since September 2007, the Department of Commerce has received more than 5,000 consumer complaints
concerning billing disputes, poor picture quality, equipment malfunctions, and cancelled or missed
service appointments. The Department will investigate these types of complaints, forward them to the
respective cable companies, and request that they resolve the issue directly with the consumer. The
Department then will follow up to ensure that the complainant has been contacted by the company and the
issue has been addressed.

Authorized cable television providers are required under Chapter 1332 of Ohio’s Video Service
Authorization law to:

. Restore cable service within 72 hours after the customer reports the problem unless the problem
was caused by a natural disaster.

. Credit the customer’s account for a service interruption (depending on the cause and duration).

. Provide 30 days advance written notice before removing a channel.

. Provide 30 days advance written notice prior to a rate increase.

. Provide 10 days advance written notice before disconnecting service.

The Department does not have jurisdiction in areas where the cable television provider operates under a
valid, unexpired franchise agreement with a local jurisdiction. The Department also does not have
authority to regulate satellite companies, internet service, or phone service provided by cable television
companies.

If you would like additional materials or you have any questions about the Video Service Authorization
Law please feel free to contact Teri Finfrock, Deputy Chief Legal Counsel at 614-728-1709 or

Teri.Finfrock@com.state.oh.us.

Sincerely,

Kimberly A. Zurz

Director
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Are You Having Problems
With Your Cable Company?

The Ohio Department of Commerce’s
Video Service Section regulates cable
television providers that have obtained
video service authorization from the
Director of Commerce. Please give your
cable television provider an opportunity to
resolve your complaint before contacting the
Department.

The Director of Commerce does not have the authority to regulate satellite
companies, internet or phone service provided by cable television companies.

How to contact the Video Service Section with a complaint:

« Call toll free (800) 686-7826, 8 a.m. to 5 p.m., Monday through Friday.
(The Public Utilities Commission of Ohio (PUCO) Call Center will answer

your call and pass the information along to the Department of Commerce.)
(TTY/TDD: 1-800-750-0750)

Fax a copy of the completed complaint form to (614) 644-1469.
Email the completed complaint form to VSA@com.state.oh.us.
Mail the completed complaint form to:
Ohio Department of Commerce
Attn: Video Service Section
77 S. High Street, 23rd Floor
Columbus, Ohio 43215

A copy of the complaint form is available at:
http://www.com.ohio.gov/admn/vsa/complaint.aspx

continued...



CUSTOMER SERVICE STANDARDS

Service Interruptions

The cable television provider will restore cable service within 72 hours after the
customer reports a service interruption or other problem, if the cause was not a
natural disaster.

The customer will receive a day’s credit to his or her bill if the customer reported
a service interruption and that disruption was caused by the provider and lasted
more than four hours in a given day.

The customer will receive a credit to his or her bill if the customer reported a
service interruption and that disruption was not caused by the provider and it
lasted more than 24 consecutive hours. For each hour of service interruption,
the provider will give the customer a credit in the amount of the cost per hour
of cable service as would be billed to the customer.

Notice to Consumer

Rate increase —The cable television provider will give a customer at least 30
days advance, written notice before instituting an increase in cable service rates.

Past due bills -The cable television provider will not disconnect all or part of a
customer’s cable service for non-payment until the cable bill is at least 45 days
past due.

Removing a channel —The cable television provider will give a customer at least
30 days advance, written notice before removing a channel from the provider’s
service. (The cable television provider is not required to provide notice if the
channel is removed due to circumstances beyond the provider’s control.)

Disconnection —The cable television provider will give a customer at least 10 days
advance, written notice of a disconnection of all or part of the customer’s cable
service. The cable television provider does not need to comply with this regulation
if the disconnection has been requested by the subscriber, is necessary to prevent
theft of video service, or is necessary to reduce or prevent signal leakage as
described in state law.

Prohibition against Discrimination

No cable television provider will deny cable service access to any group of
potential residential subscribers in its cable service area because of the race or
income of the residents.
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