
Dear Ms. Kimmel and Ms. Kennedy: 
 
I am writing this email in my capacity as counsel to Pikes Peak Television, Inc., licensee of KRDO-TV, 
Colorado Springs, CO (“KRDO”).   
 
By your email dated July 9, 2015 (reprinted below), KRDO received the attached Official Notice of 
Informal Complaint – FCC Complaint Ticket No. 387890 (the “Notice”), in which Mr. Brandon Howell 
identified a closed captioning issue.  (DirecTV, which is the service provider used by Mr. Howell, also 
received a Notice relating to Mr. Howell’s complaint, but DirecTV’s Complaint Ticket Number was 
384344.)  
 
Within a day of receiving the Notice, KRDO’s Production Manager/Closed Captioning Coordinator, Jerry 
N. Killion, contacted Mr. Howell by email to begin a dialog to help troubleshoot the issue and pinpoint 
the place in the distribution chain causing the closed captioning issues experienced by Mr. Howell.  
There are numerous points along the program distribution chain that are potential causes of garbled, 
missing, or delayed captions, including station hardware and software, program provider hardware and 
software, satellite carrier hardware and software, and the viewer’s home equipment (television tuner, 
remote control, and satellite box for sets hooked up to DirecTV).  Thus, it was critical to KRDO’s 
investigation to obtain more information about the nature of the problems and how, when, and through 
which distribution chain they occurred.  Accordingly, over the course of a couple of weeks, Mr. Killion 
solicited, by email, further information from Mr. Howell, whose responses and willingness to closely 
assist in the diagnostic process were extremely helpful. 
 
In addition to communicating with Mr. Howell, Mr. Killion also reviewed a couple of recordings of the 
programs identified in Mr. Howell’s complaint.  In the normal course of business, as required by 
Commission Rules, KRDO maintains records of instances where Master Control Operators observe 
closed captioning issues.  No issues of the type described by Mr. Howell had been noted in KRDO’s logs, 
and KRDO’s recordings of the programs reviewed by Mr. Killion did not reveal the types of closed 
captioning issues that Mr. Howell was experiencing.  As a result, Mr. Killion asked Mr. Howell if he could 
make a recording in order to show KRDO the problems.  Mr. Howell graciously recorded an excerpt from 
an episode of “Shark Tank,” which clearly showed the closed captioning issues identified by Mr. Howell.  
Because KRDO’s own recording of its off-air signal did not show these issues, KRDO was able to rule out 
station equipment and the program provider as the root causes of the problems. 
 
Nonetheless, because KRDO takes all closed captioning issues seriously and wants all its viewers to have 
an appropriate and positive viewing experience, KRDO continued to try to help resolve the issue, and 
KRDO contacted DirecTV, which is Mr. Howell’s service provider.  KRDO’s Chief Engineer, Joe Reed, 
communicated multiple times with DirecTV and shared a copy of Mr. Howell’s recording with DirecTV.  
As of July 23, DirecTV reported to Mr. Reed that they had not yet been able to identify where or why the 
issue was occurring but that they were continuing to try to identify and resolve it.  On July 29, 2015, Mr. 
Howell contacted KRDO to let Mr. Killion know that the July 24 episodes of “Shark Tank” and “Modern 
Family” did not have any closed captioning issues.  (Both Mr. Killion and Mr. Reed at KRDO had also 
reviewed the July 24 episode of “Shark Tank” from four different sources—Comcast, DirecTV, Prism, and 
the station’s off-air feed—and saw no closed captioning issues.)   
 
As of the date of this response, KRDO has not received a definitive response from DirecTV as to whether 
DirecTV actually found and/or “fixed” anything, but, at least for now, the issue appears to have been 
resolved. 



 
Nonetheless, Mr. Killion has made clear to Mr. Howell that KRDO wants to help him if he experiences 
closed captioning issues in the future, and Mr. Killion has invited Mr. Howell to contact him directly if 
these same closed captioning issues reappear or if any other closed captioning issues arise. 
 
KRDO appreciates Mr. Howell’s assistance, willingness to communicate, and his patience.  The lines of 
communication between Mr. Howell and KRDO appear to be strong at this point, and this matter 
appears to be resolved. 
 
If a more formal response to the Notice is necessary, please let me know and I’ll make a more formal 
filing.  Please note that this email is cc’d to Mr. Howell as required by the Notice. 
 
Best regards, 
Stephen Hartzell 
Counsel to KRDO 

Brooks Pierce  
1600 Wells Fargo Capitol Center 
150 Fayetteville Street 
Raleigh, NC  27601 
T 919-839-0300 
F 336-232-9209 
http://spamaway.npgco.com/canit/urlproxy.php?_q=aHR0cDovL3d3dy5icm9va3NwaWVyY2UuY29t&_r=Ym
FzZQ%3D%3D   
 
From: Sherita Kennedy [mailto:Sherita.Kennedy@fcc.gov]  
Sent: Thursday, July 09, 2015 9:12 AM 
To: j.reed@krdo.com 
Subject: FCC Complaint Ticket No. 387890 (Howell) 
 
Good afternoon Mr. Reed, 
 
The Disability Rights Office (DRO) of the Federal Communications Commission (FCC or Commission) 
wishes to notify you that your company has been named in a complaint filed with the FCC. You are 
receiving this complimentary copy of the complaint to assist in coordinating a response and solution to 
the problems raised by the consumer. However, the Notice of Informal Complaint (NOIC) has been 
served on the party with responsibility for compliance with the Commission’s rules.  We will also be 
sending you a copy via US Postal Mail.    
 
 
 
 
Sincerely, 
 
 
Sherita Kennedy 
Sherita.Kennedy@fcc.gov 
Telecommunications Accessibility Specialist 
CGB/DRO 
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(202) 418-0287 
(202) 418-0037 
 

 
 


