
 1

The City of Highland maintains a Council / Manager form of government. The City Council and 
Mayor are comprised of elected officials whose responsibility it is to establish policy, approve an 
operating budget, and lead in the long-term planning of the City. The City Manager is an 
appointed position who is responsible for the day to day operations of the City.  Under the 
direction of the City Manager, the City has adopted the following Mission and Vision 
Statements. 
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Statement of Customer Service Standard Policies 
 
The Company is developing service standards, rules and regulations that shall incorporate and comply 
with the provisions of 220 ILCS 5/22-501. Below is a general statement of these service 
standards that have or will be adopted. 
 
 
The Company will perform our duties in an honest manner not misusing the public’s trust or 
engaging in activities that would impair our performance to the City of Highland.  We will 
continually improve upon our abilities to provide trust in the community and citizens of 
Highland and operate in their best interest as dedicated workers in a non-biased, non-
discriminatory fashion.  We will be dedicated, friendly and courteous in serving the public and 
our customers in order to uphold the respect and confidence of all Highland citizens. 
 
Confidentiality 
 
Information concerning the business and financial operations of the city is either routinely 
published or available to outside interests through the Freedom of Information Act.  Many times, 
however, we come in contact with unique information of a confidential nature.  Information 
concerning individual residents, or other employees is considered confidential and documents 
should not be allowed to remain in plain view or issues discussed with anyone who does not 
have a need to know.  Any inquiries by the media or press should be referred to the City 
Manager or the appropriate department staff in order to assure the correct spokesperson and 
correct factual information is released. 
 
General Terms and Conditions 
 
Service is provided on the basis of a minimum period of at least one month, 24-hours per day.   
For the purpose of computing charges a month is considered to have thirty (30) days. 
 
Customers are required to enter into written service contracts which shall contain or reference a 
specific description of the service ordered, the approved rates to be charged, the duration of the 
services, and the terms and conditions of service.  Customers will also be required to execute any 
other documents as may be reasonably requested by the Company. 
 
Any termination shall not relieve the Customer of its obligation to pay any charges incurred 
under the service order prior to termination.  The rights and obligations which by their nature 
extend beyond the termination of the term of the service order shall survive such termination. 
Service may be terminated upon written notice to the Customer if: 
  

1. the Customer is using the service in violation of the service contract; or 
 2. the Customer is using the service in violation of the law. 
 
All service representatives of the Company who contact Customers or potential customers on 
behalf of the Company shall have a visible identification card with name and photograph and 
shall orally identify themselves upon first contact with the Customer or potential customer. 
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Availability of Service 
 
The Company shall use reasonable efforts to make available services to a Customer on or before 
a particular date, subject to the provisions of and compliance by the Customer with the 
regulations contained in the Customer contract.   
 
The Company shall negotiate a mutually agreed to installation date based on availability of 
services and facilities and the Customer’s requested date. 
 
Limitations on Liability  
 
The liability of the Company for damages arising out of either:  (1) the furnishing of its services, 
including but not limited to mistakes, omissions, interruptions, delays, or errors, or other defects, 
representatives, or use of these services or (2) the failure to furnish its service, whether caused by 
acts or omission, shall be limited to the extension of allowances to the Customer for interruptions 
in service. Company and its contractors shall not be liable to a Customer or third party for any 
direct, indirect, special, incidental, reliance, consequential, exemplary or punitive damages of 
any kind or nature arising out of or in connection with the installation, use, repair, performance 
or removal of the equipment, or other services in connection with the performance or failure to 
perform its obligations, including, but not limited to, loss of revenue or profits, regardless of the 
foreseeability thereof for any reason whatsoever, including, but not limited to, any act or 
omission, failure to perform, delay, interruption, failure to provide any service or any failure in 
or breakdown of facilities associated with the service. 

 
The liability of the Company for errors in billing that result in overpayment by the Customer 
shall be limited to a credit equal to the dollar amount erroneously billed or, in the event that 
payment has been made and service has been discontinued, to a refund of the amount 
erroneously billed. 
 
The Company shall not be liable for and shall be indemnified and saved harmless by the 
Customer from and against all loss, liability, damage and expense, due to: 
 

Any act or omission of:  (a) the Customer, (b) any other entity, other than the underlying 
carrier, furnishing service, equipment or facilities for use in conjunction with services 
provided by the Company; or (c)common carriers or warehousemen, other than the 
underlying carrier, except as contracted by the Company; 

 
 Any delay or failure of performance or equipment due to acts of God, military action,  
 wars, insurrections, riots, or strikes; 
 
 Any unlawful or unauthorized use of the Company’s services; 
 

Libel, slander, invasion of privacy or infringement of patents, trade secrets, or copyrights 
arising from or in connection with the material transmitted by means of Company-
provided services; or by means of the combination of Company-provided facilities or 
services; 

 
Changes in any of the operations or procedures of the Company that render any 
equipment, facilities or services provided by the Customer obsolete, or require 
modification or alteration of such equipment, facilities or services, or otherwise affect 
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their use or performance, except where reasonable notice is required by the Company and 
is not provided to the Customer, in which event the Company’s liability is limited as set 
forth in paragraph one above; 

 
Defacement of or damage to Customer premises resulting from the furnishing of services 
or equipment on such premises by the Company or any other carrier, installation or 
removal thereof; 

 
Injury to property or injury or death to persons, including claims for payments made 
under Workers’ Compensation law or under any plan for employee disability or death 
benefits, arising out of, or caused by, any act or omission of the Customer, or the 
construction, installation, maintenance, presence, use or removal of the Customer’s 
facilities or equipment connected, or to be connected to the facilities of any other carrier. 

 
The Company does not guarantee nor make any warranty with respect to installations provided 
by it for use in an explosive atmosphere.   
 
The Company makes no warranties or representations, EXPRESS OR IMPLIED, either in fact or 
by operation of law, statutory or otherwise, including warranties of merchantability or fitness for 
a particular use, except those expressly set forth in the Customer contract. 
 
 
Notification of Service-Affecting Activities 
 
The Company will provide the Customer reasonable notification of service-affecting activities 
that may occur in normal operation of its business.  Such activities may include, but are not 
limited to, equipment or facilities additions, removals or rearrangements and routine preventative 
maintenance.  Generally, such activities are not specific to an individual Customer but affect 
many Customers’ services.  No specific advance notification period is applicable to all service 
activities.  The Company will work cooperatively with the Customer to determine the reasonable 
notification requirements.  With some emergency or unplanned service-affecting conditions, 
such as an outage resulting from cable damage, notification to the Customer may not be possible. 
 
Prohibited Uses 
 
The services the Company offers shall not be used for any unlawful purpose or for any use as to 
which the Customer has not obtained all required governmental approvals, authorizations, 
licenses, consents and permits. 
 
A Customer, or authorized User may not assign, or transfer in any manner, the service or any 
rights associated with the service without the written consent of the Company.   
 
General Obligations of the Customer 
 
The Customer shall be responsible for the payment of all applicable charges pursuant to contract. 
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Deposits 
 
To safeguard its interests, the Company may require the Customer to make a deposit to be held 
as a guarantee for the payment of charges.  A deposit may be required if the Customer’s financial 
condition is not acceptable to the Company or cannot be ascertained from general accepted credit 
reporting sources.  A deposit does not relieve the Customer of the responsibility for the prompt 
payment of bills on presentation.  All deposits will be handled in accordance with the provisions 
of Commission Rules. 
 
The Customer shall be responsible for the payment of service charges for visits by the 
Company’s agents or employees to the premises of the Customer when the service difficulty or 
trouble report results from the use of equipment or facilities provided by any party other than the 
Company, including but not limited to the Customer. 
 
Notices and Communications 
 
The Customer shall designate on the Service Order an address to which the Company shall mail 
or deliver all notices and other communications, except that Customer may also designate a 
separate address to which the Company’s bills for service shall be mailed.  

 
The Company shall designate on the Service Order and address to which the Customer shall mail 
or deliver all notices and other communications, except that Company may designate a separate 
address on each bill for service to which the Customer shall mail payment on that bill. 

 
Notices and other communications of either party, and bills mailed by the Company, shall be 
presumed to have been delivered to the other party on the third business day following deposit of 
the notice, communication or bill with the U.S. Mail or a private delivery service, prepaid and 
properly addressed, or when actually received or refused by the addressee, whichever occurs 
first. 

 
The Company or the Customer shall advise the other party of any changes to the addresses 
designated for notices, other communications or billing, by following the procedures for giving 
notice sent forth herein. 

 
Customer bills will contain all of the information required by the Illinois Commerce Commission 
and Federal Communication Commission “Truth in Billing” regulations. 

 
Upon request Customers will be provided the contact information for the Illinois Commerce 
Commission for dispute resolution issues. 
 
Disconnection of Service 
 
Customers shall be allowed to disconnect their service any time within the first 60 days after 
subscribing to or upgrading the service. Within the first 60 days the Company shall not charge or 
impose any fees or penalties on the Customer for disconnecting service, including but not limited 
to, any installation charge or the imposition of an early termination charge, except that the 
Company may impose a charge or fee to offset any rebates or credits received by the Customer 
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and may impose monthly service or maintenance charges including pay-per-view and premium 
services charges, during such 60-day period. 
 
Availability of Information and Notices 
 
Rates for each level of service, rules, regulations, and policies will be made available to the 
public and displayed clearly and conspicuously on the Company’s internet site, including 
promotional material. If a promotional price or a price for a specified period of time is offered, 
the Company shall display the price at the end of the promotional period or specified period of 
time clearly and conspicuously with the display of the promotional price or price for a specified 
period of time. 
 
The Company will provide notice concerning general customer service standards to each 
Customer at the time service is activated and annually thereafter. The Notice will meet the 
requirements of 220 ILCS 5/22-501. 
 
 
Administration of Rates and Charges 
 
The Company shall provide a minimum of 30 days written notice before increasing rates or 
eliminating transmission of programming and shall submit the notice to the local unit of 
government in advance of distribution to Customers. If the elimination of programming is 
outside of the Company’s control the company shall use reasonable efforts to provide such notice 
as soon as possible and any rate decrease related to the elimination of transmission programming 
shall be applied to the date of the change. 
 
 
 
 
 
 
 
 


