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Federal Communications Commission § 76.305

EFFECTIVE DATE NOTE: At 65 FR 53615,
Sept. 5, 2000, § 76.300 was removed, effective
Oct. 5, 2000.

§ 76.301 Copies of rules.

The operator of a cable television
system shall have a current copy of
Part 76 and, if subject to the Emer-
gency Alert System (EAS) rules con-
tained in Part 11 of this chapter, an
EAS Operating Handbook, and is ex-
pected to be familiar with the rules
governing cable television systems and
the EAS. Copies of the Commission’s
Rules may be obtained from the Super-
intendent of Documents, Government
Printing Office, Washington, D.C. 20402,
at nominal cost. Copies of the EAS Op-
erating Handbook may be obtained
from the Commission’s EAS staff, in
Washington, DC.

[59 FR 67103, Dec. 28, 1994]

EFFECTIVE DATE NOTE: At 65 FR 53615,
Sept. 5, 2000, § 76.301 was removed, effective
Oct. 5, 2000.

§ 76.302 Required recordkeeping for
must-carry purposes.

(a) Effective June 17, 1993, the oper-
ator of every cable television system
shall maintain for public inspection a
file containing a list of all broadcast
television stations carried by its sys-
tem in fulfillment of the must-carry
requirements pursuant to § 76.56. Such
list shall include the call sign, commu-
nity of license, broadcast channel num-
ber, cable channel number, and in the
case of a noncommercial educational
broadcast station, whether that station
was carried by the cable system on
March 29, 1990.

(b) The operator of every cable tele-
vision system shall maintain for public
inspection the designation and location
of its principal headend.

(c) Such records must be maintained
in accordance with the provisions of
§ 76.305(b).

(d) Upon written request from any
person, a cable operator is required to
provide the list of signals specified in
paragraph (a) of this section in writing
within 30 days of receipt of such re-
quest.

[58 FR 17364, Apr. 2, 1993]

EFFECTIVE DATE NOTE: At 65 FR 53615,
Sept. 5, 2000, § 76.302 was removed, effective
Oct. 5, 2000.

§ 76.305 Records to be maintained lo-
cally by cable system operators for
public inspection.

(a) Records to be maintained. The oper-
ator of every cable television system
having 1,000 or more subscribers shall
maintain for public inspection a file
containing a copy of all records which
are required to be kept by § 76.207 (po-
litical file); 76.221(f) (sponsorship iden-
tifications); 76.79 (EEO records avail-
able for public inspection); 76.225(c)
(commerical records for children’s pro-
gramming); 76.601(c) (proof-of-perform-
ance test data); 76.601(e) (signal leak-
age logs and repair records) and
§ 76.701(h)(records for leased access).

(1) A record shall be kept of each test
and activation of the Emergency Alert
System (EAS) procedures pursuant to
the requirement of part 11 of this chap-
ter and the EAS Operating Handbook.
These records shall be kept for three
years.

(2) [Reserved]
(b) Location of records. The public in-

spection file shall be maintained at the
office which the system operator main-
tains for the ordinary collection of sub-
scriber charges, resolution of sub-
scriber complaints, and other business
or at any accessible place in the com-
munity served by the system unit(s)
(such as a public registry for docu-
ments or an attorney’s office). The
public inspection file shall be available
for public inspection at any time dur-
ing regular business hours.

(c) The records specified in paragraph
(a) of this section shall be retained for
the period specified in §§ 76.207, 76.221(f),
76.79, 76.225(c), 76.601(c), and 76.601(e),
respectively.

(d) Reproduction of records. Copies of
any material in the public inspection
file shall be available for machine re-
production upon request made in per-
son, provided the requesting party
shall pay the reasonable cost of repro-
duction. Requests for machine copies
shall be fulfilled at a location specified
by the system operator, within a rea-
sonable period of time, which in no
event shall be longer than seven days.
The system operator is not required to
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honor requests made by mail but may
do so if it chooses.

(Secs. 2, 3, 4, 5, 301, 303, 307, 308, 309, 315, 317,
48 Stat., as amended, 1064, 1065, 1066, 1068,
1081, 1082, 1083, 1084, 1085, 1088, 1089; (47 U.S.C.
152, 153, 154, 155, 301, 303, 307, 308, 309, 315, 317))

[39 FR 29186, Aug. 14, 1974, as amended at 40
FR 25024, June 12, 1975; 42 FR 19349, Apr. 13,
1977; 51 FR 26251, July 22, 1986; 56 FR 19617,
Apr. 29, 1991; 57 FR 11001, Apr. 1, 1992; 58 FR
7993, Feb. 11, 1993; 59 FR 67103, Dec. 28, 1994]

§ 76.307 System inspection.

The operator of a cable television
system shall make the system, its pub-
lic inspection file (if required by
§ 76.305), and its records of subscribers
available for inspection upon request
by any authorized representative of the
Commission at any reasonable hour.

[42 FR 19349, Apr. 13, 1977]

EFFECTIVE DATE NOTE: At 65 FR 53615,
Sept. 5, 2000, § 76.307 was removed, effective
Oct. 5, 2000.

§ 76.309 Customer service obligations.

(a) A cable franchise authority may
enforce the customer service standards
set forth in paragraph (c) of this sec-
tion against cable operators. The fran-
chise authority must provide affected
cable operators ninety (90) days writ-
ten 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 cus-
tomer service requirements that ex-
ceed the standards set forth in para-
graph (c) of this section;

(2) A franchising authority from en-
forcing, through the end of the fran-
chise term, pre-existing customer serv-
ice requirements that exceed the stand-
ards set forth in paragraph (c) of this
section and are contained in current
franchise agreements;

(3) Any State or any franchising au-
thority 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 regu-
lation concerning customer service
that imposes customer service require-
ments that exceed, or address matters

not addressed by the standards set
forth in paragraph (c) of this section.

(c) Effective July 1, 1993, a cable op-
erator shall be subject to the following
customer service standards:

(1) 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 cus-
tomer telephone inquiries during nor-
mal business hours.

(B) After normal business hours, the
access line may be answered by a serv-
ice or an automated response system,
including an answering machine. In-
quiries received after normal business
hours must be responded to by a
trained company representative on the
next business day.

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

(iii) The operator will not be required
to acquire equipment or perform sur-
veys to measure compliance with the
telephone answering standards above
unless an historical record of com-
plaints indicates a clear failure to com-
ply.

(iv) Under normal operating condi-
tions, the customer will receive a busy
signal less than three (3) percent of the
time.

(v) Customer service center and bill
payment locations will be open at least
during normal business hours and will
be conveniently located.

(2) Installations, outages and service
calls. Under normal operating condi-
tions, each of the following four stand-
ards will be met no less than ninety
five (95) percent of the time measured
on a quarterly basis:

(i) Standard installations will be per-
formed within seven (7) business days
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