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EXHIBIT 3 
(FCC CUSTOMER SERVICE 

STANDARDS) 



47 C.F.R. § 76.309 

Customer service obligations. 

(a) A cable franchise authority may enforce the customer service standards set forth 
in paragraph (c) of this section against cable operators. The franchise authority must 
provide affected cable operators ninety (90) days written notice of its intent to enforce 
the standards. 

(b) Nothing in this rule should be construed to prevent or prohibit: 

(1) A franchising authority and a cable operator from agreeing to customer service 
requirements that exceed the standards set forth in paragraph (c) of this section; 

(2) A franchising authority from enforcing, through the end of the franchise term, pre
existing customer service requirements that exceed the standards set forth in 
paragraph ( c) of this section and are contained in current franchise agreements; 

(3) Any State or any franchising authority from enacting or enforcing any consumer 
protection law, to the extent not specifically preempted herein; or 

( 4) The establishment or enforcement of any State or municipal law or regulation 
concerning customer service that imposes customer service requirements that exceed, 
or address matters not addressed by the standards set forth in paragraph ( c) of this 
section. 

(c) Effective July I, 1993, a cable operator shall be subject to the following customer 
service standards: 

(I) Cable system office hours and telephone availability-

(i) The cable operator will maintain a local, toll-free or collect call telephone access 
line which will be available to its subscribers 24 hours a day, seven days a week. 

(A) Trained company representatives will be available to respond to customer 
telephone inquiries during normal business hours. 

(8) After normal business hours, the access line may be answered by a service or an 
automated response system, including an answering machine. Inquiries received after 
normal business hours must be responded to by a trained company representative on 
the next business day. 

(ii) Under normal operating conditions, telephone answer time by a customer 
representative, including wait time, shall not exceed thirty (30) seconds when the 
connection is made. If the call needs to be transferred, transfer time shall not exceed 
thirty (30) seconds. These standards shall be met no less than ninety (90) percent of 
the time under normal operating conditions, measured on a quarterly basis. 
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