Carrier Name : ACC LICENSEE, INC. (WJLA-TV)



User Complaint Last Name, First Name City, State, Zip Form Type
Number

14-C00621289 SUTCLIFFE, RONALD ADELPHI, MD, 20783 2000C

Carrier Name: ACC LICENSEE, INC. (WJLA-TV)
Serve Start Date: 11/26/2014

Serve Due Date: 12/26/2014



Federal Communications Commission
Consumer & Governmental Affairs Bureau
Disability Rights Office
445 12th Street, S.W.
Washington, D.C. 20554

OFFICIAL
NOTICE OF INFORMAL COMPLAINT

November 26, 2014
(SUTCLIFFE) (ACC LICENSEE, INC. (WJLA-TV))
FCC Case No. 14-C00621289-1

Attached is a copy of an informal complaint naming your company that was recently filed with the Disability Rights Office
(DRO) of the Federal Communications Commission. Pursuant to Section 713 of the Communications Act of 1934, as
amended (the "Act”), 47 U.S.C. § 613, and Section 79.1 of the Commission's Rules, 47 C.F.R. § 79.1, we direct your
company to respond to the complaint. Your response is due within thirty (30) days of the date of this Notice.

Your company, as the Broadcaster or Multichannel Video Programming Distributor (MVPD), must respond specifically to
each matter raised in the complaint and summarize the actions that it has taken to satisfy each such matter. If the
programming at issue is reaching you without captions, in responding to the complaint, you have the responsibility to
check with the supplying network or program producer before responding to determine that either the material is exempt
from the captioning requirements pursuant to one of the categorical exemptions in 47 CFR §79.1(d) or pursuant to an
individual petition for exemption filed under 47 CFR §79.1(f). ). Please note that even if the supplying network or program
producer qualifies for a captioning exemption, it still has an obligation to pass through captions of already captioned
programs in accordance with 79.1(c).

Please provide the complainant's name and the complaint number at the top of your response. A company that receives
and responds to informal complaints electronically must submit its responses to the Commission via the FCC website
using its DRO log-in. If your company does not receive and respond to informal complaints electronically via the FCC
website, you must file a hard copy of your response with the Disability Rights Office of the Federal Communications
Commission at 445 12th St., SW, Washington, D.C. 20554. Only if you are required to file a hard copy, please also send
a courtesy electronic copy of the response to DROinquiries&complaints @fcc.gov which will expedite processing.

You are further directed to send a copy of your response to the complainant at the time that you forward the response to
the Commission. To ensure that your response is received by the complainant in an accessible format, please send it
pursuant to the preferred format or method of response indicated by the complainant on the complaint form. Finally, your
company is directed to retain all records that are or may be pertinent to the allegations raised in each complaint until final
Commission disposition of the complaint at issue.

A failure to answer any lawful Commission inquiry is considered a misdemeanor punishable by a fine under Section
409(m) of the Act, 47 U.S.C. § 409(m). Section 503(b)(1)(B) of the Act, 47 U.S.C. § 503(b)(1)(B), provides for the
imposition by the Commission of forfeiture penalties against any person who willfully fails to follow the directives of the
Act or of a Commission order.

If you have any questions regarding this Notice, please call the DRO inquiries and complaints assistance line at

202-418-2517 or write to DROinquiries&complaints @fcc.gov. To ensure that we can adequately respond to your inquiry,
please provide the names of the complainant and your company, the complaint number, and the specific questions that

you would like to have answered.

Sincerely,

Sosi 1 sl

Susan L. Kimmel, Deputy Chief
Disability Rights Office
Consumer and Governmental Affairs Bureau



CARRIER RESPONSE
COVER PAGE

COMPLAINT # : 14-C00621289-1
CARRIER : ACC LICENSEE, INC. (WJLA-TV)

CONSUMER NAME : SUTCLIFFE

Carrier Instructions: To better assist the FCC in ensuring that carrier responses
are attached to the correct complaint, this cover page has
been provided to you for responding to the complaint
referenced above. Please ensure that this page precedes
your response to this complaint. If you have any questions,
please contact your FCC POC.

FCC Instructions: When scanning the carrier's response, select file type "Carrier
Response" and upload file to the complaint # noted above.



Complaint Summary: 14-C00621289-1

Date Served : 11/26/2014

Response Due Date : 12/26/2014

Carrier : ACC LICENSEE, INC. (WJLA-TV)
Form Type : 2000C

Consumer Name : SUTCLIFFE, RONALD
Complaint Submission Date: 10/13/2014
Complaint Type: Broadcast

Complaint Category: Disability

Complaint Sub-Category: Closed Captioning



User Complaint Key: 14-C00621289

Form 2000C - Disability Access Complaint

Consumer’s Information:

First Name: Ronald Last Name:; Sutcliffe

Company Name:
(Compilete only if you are filing this complaint on behalf of a company or an organization.)

Post Office Box Number:
(Official Post Office box Number Only)

Address 1: 9213 Tuckahoe Lane Address 2:
Mailing Address (where mail is delivered)

City: Adelphi State: MD Zip Code: 20783
Telephone Number (Residential or Business): (301) 328 - 8838
E-mail Address: ronald.sutcliffe @gallaudet.edu

Are you filing information on behalf of another party, such as client, parent, spouse or roommate?:

No
If yes, complete items a through h.

a. Your relationship with the party:

b. The party’s first name:

c. The party’s last name:

d. The party’s daytime phone number:

e. The party’s street address or post office box number:
f. City: State: Zip Code:

g. E-mail address:

h. Fax Number:

IMPORTANT: Please indicate the preferred format or method of response to the complaint by the
Commission and defendant:



User Complaint Key: 14-C00621289

Form 2000C — Disability Access Complaint
*** ANSWER EACH QUESTION THAT APPLIES TO YOUR SPECIFIC COMPLAINT * * *

1. Check the appropriate box for your type of complaint:

2. Provide the name, address and telephone number (if known) of the company(s) involved in your
complaint:
Name: News Channel 8
City: washington State: DC Zip Code:
Telephone number;

3. If your complaint is about hearing aid compatibility, provide the make and model number of the
telephone:

4. If your complaint is about closed captioning or emergency information on television,

provide the date (mm/dd/yyyy): 10/13/2013 01:00 PM

and any details of when the event or action you are complaining about occurred:

There was a panel between Maryland Governor candidates. No caption was provided that
got us lost of what's going on.

5. If your complaint is about access to emergency information on television, provide the following
information:

a.Television station call sign and network name (if applicable), or channel name
(for example, "WZUF, CBC," "WZUE-TV," "Sportingchannel West"):
NC8 HD :

b. Channel (for example, “13"): 8

c. Station or subscription TV provider system location:
City: washington County:
State: DC

d. Date(s) and time(s) of emergency:

e. Detailed description of the emergency (for example, flood, hurricane, tornado, etc., as well
as the areas in which the emergency occurred):

6. If your complaint is about video description or closed captioning on television, provide the
following:
a. Television station call sign and network name (if applicable), or channel name
(for example, "WZUF, CBC," "WZUE-TV," "Sportingchannel West"):

b. Channel (for example, “13”):

c. Station or subscription TV provider system location:
City: County:
State:



User Complaint Key: 14-C00621289

Form 2000C — Disability Access Complaint
*** ANSWER EACH QUESTION THAT APPLIES TO YOUR SPECIFIC COMPLAINT ***

d. If you pay to receive television programming, type of subscription service (for example,
cable, Satellite):

e. If you pay to receive television programming, name of the company to whom you
subscribe:

f. Name of program(s) involved:

7. If your complaint is about closed captioning of television programs streamed or downloaded from
the Internet, provide the following information:

a. Information about the program viewed (for example, "Orange Blossoms, Season 3,
Episode 6"):

b. Name, address, website, or e-mail address of the program distributor, provider, and/or
owner (for example, "WZUF-CBC.com," "WZUE-TV.com," “SportingchannelWest.com,"
"TV&MoviesOnline"):

c. Information about the device or software used to view the program (for example,
manufacturer, model, name of video player software or application):

d. Date (mm/dd/yyyy) and time the program was viewed.

8. Briefly describe your complaint and include the resolution you are seeking. If applicable, provide a
full description of the telecommunications equipment or customer premises equipment (CPE) and/or
the telecommunications service about which the complaint is made, and the date or dates on which
the complainant either purchased, acquired or used, or attempted to purchase, acquire or use the
telecommunications equipment, CPE or telecommunications service about which the complaint is

being made:

You may submit this form over the Internet at http://www.fcc.gov/cgb/complaints.html, by e-mail to
fccinfo@fcc.gov, by fax to 1-866-418-0232, or by postal mail to:

Federal Communications Commission
Consumer & Governmental Affairs Bureau
Consumer Complaints

445 12th Street, SW

Washington, D.C. 20554

In addition, you may submit your complaint over the telephone by calling 1-888-CALL-FCC or
1-888-TELL-FCC (TTY). If you choose to submit your complaint over the telephone, an FCC
customer service representative will fill out an electronic version of the form for you during your
conversation. If you have any questions, feel free to contact the FCC at 1-888-CALL-FCC or

1-888-TELL-FCC (TTY).



User Complaint Key: 14-C00621289

Form 2000C — Disability Access Complaint
*** ANSWER EACH QUESTION THAT APPLIES TO YOUR SPECIFIC COMPLAINT * * *

FCC NOTICE REQUIRED BY THE PAPERWORK REDUCTION ACT AND THE PRIVACY ACT

The Federal Communications Commission is authorized under the Communications Act of 1934, as amended, to collect
the personal information that we request in this form. This form is used for complaints that involve disability access.

The public reporting for this collection of information is estimated to average 30 minutes per response, including the
time for reviewing instructions, searching existing data sources, gathering and maintaining the required data, and
completing and reviewing the collection of information. If you have any comments on this burden estimate, or how we
can improve the collection and reduce the burden it causes you, please write to the Federal Communications
Commission, OMD-PERM, Paperwork Reduction Project (3060-0874), Washington, DC 20554. We will also accept
your comments regarding the Paperwork Reduction Act aspects of this collection via the Internet if you send them to
PRA@fcc.gov. PLEASE DO NOT SEND YOUR COMPLETED FORMS TO THIS ADDRESS.

Remember - You are not required to respond to a collection of information sponsored by the Federal government, and
the government may not conduct or sponsor this collection, unless it displays a currently valid OMB control number or if
we fail to provide you with this notice. This collection has been assigned an OMB control number of 3060 - 0874.

In addition, the information that consumers provide when filling out FCC Form 2000 is covered by the system of records
notice, FCC/CGB-1, Informal Complaints and Inquiries File (Broadcast, Common Carrier, and Wireless
Telecommunications Bureau Radio Services). The Commission is authorized to request this information from
consumers under 47 U.S.C. 206, 208, 301, 303, 309(e), 312, 362, 364, 386, 507, and 51; and 47 CFR 1.711 et seq.

Under this system of records notice, FCC/CGB-1, the FCC may disclose information that consumers provide as follows:
when a record in this system involves a complaint against a company, the complaint is forwarded to the defendant who
must, within a prescribed time frame, either satisfy the complaint or explain to the Commission and the complainant its
failure to do so; where there is an indication of a violation or potential violation of a statute, regulation, rule, or order,
records from this system may be referred to the appropriate Federal, state, or local agency responsible for investigating
or prosecuting a violation or for enforcing or implementing the statute, rule, regulation, or order; a record from this
system may be disclosed to a Federal agency, in response to its request, in connection with the hiring or retention of an
employee, the issuance of a security clearance, the reporting of an investigation of an employee, the letting of a
contract, or the issuance of a license, grant or other benefit; a record on an individual in this system of records may be
disclosed, where pertinent, in any legal proceeding to which the Commission is a party before a court or administrative
body; a record from this system of records may be disclosed to the Department of Justice or in a proceeding before a
court or adjudicative body when: (a) the United States, the Commission, a component of the Commission, or, when
represented by the government, an employee of the Commission is a party to litigation or anticipated litigation or has an
interest in such litigation, and (b) the Commission determines that the disclosure is relevant or necessary to the
litigation; a record on an individual in this system of records may be disclosed to a Congressional office in response to
an inquiry the individual has made to the Congressional office;

a record from this system of records may be disclosed to GSA and NARA for the purpose of records management
inspections conducted under authority of 44 U.S.C. 2904 and 2906. Such disclosure
shall not be used to make a determination about individuals.

In each of these cases, the FCC will determine whether disclosure of the information in this system of records notice is
compatible with the purpose for which the records were collected. Furthermore, information in this system of records
notice is available for public inspection after redaction of information that could identify the complainant or
correspondent, i.e., name, address and/or telephone number.

THE FOREGOING NOTICE IS REQUIRED BY THE PAPERWORK REDUCTION ACT OF 1995, PUBLIC LAW
104-13, OCTOBER 1, 1995, 44 U.S.C. SECTION 3507 AND THE PRIVACY ACT OF 1974, PUBLIC LAW 93-579,
DECEMBER 31, 1974, 5 U.S.C. SECTION 552a(e)(3).






Federal Communications Commission
Consumer and Governmental Affairs Bureau
Disability Rights Office
445 12" Street, S.W.
Washington, D.C. 20554

ELECTRONIC INFORMAL COMPLAINT AND RESPONSE PROCESS

We are pleased to inform you of the Consumer Complaint Management System’s (CCMS)
Electronic Complaint and Response process. It is a web-based system that does not require any
special software or equipment on the part of users. The attached CCMS Carrier Manual provides
Carriers with the procedure to-receive and respond electronically to an informal complaint that
has been served by the FCC. The manual is easy to follow and the CCMS system is user
friendly. Weekly serves are processed and uploaded on Wednesday afternoons and are available
to view and download on Thursday mornings.

Please review and share the document with those on your staff who may use this system. After
reviewing the attached manual, we request that you follow the instructions in order to
immediately participate in the electronic process.

We look forward to your participation and we will work together to address any questions you
may have regarding its use.

If you have any questions or concerns, please call the DRO inquiries and complaints assistance
line at 202-418-7020 or write to DR Oinquiries&complaintsi@fcc.gov.

Sincerely,

Spsss 7 sl

Susan L. Kimmel, Deputy Chief
Disability Rights Office
Consumer and Governmental Affairs Bureau

Attachment(s)
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Federal Communications Commission
445 12™ Street, SW
Washington, DC 20554

CCMS Carrier Manual

Electronic Informal Complaint and Response

Version 5.3

Date: January 2012
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Carrier Electronic Informal Complaint and Response Manual 1. Introduction

1. INTRODUCTION
1.1 OVERVIEW

The Consumer Complaint Management System (CCMS) is designed to provide an end-to-end
complaint management solution. Within the Federal Communications Commission’s (FCC)
Consumer & Governmental Affairs Bureau (CGB), Consumer Advocacy and Mediation
Specialists (CAMS) are responsible for responding to and processing each complaint.
Complaints may be submitted by Consumers using the FCC Internet complaint form, the FCC
telephone consumer complaint system, email, fax, or postal mail. In turn, Carriers are able to
receive and respond to informal complaints served by the FCC CAMS either electronically on
the FCC web site, as well as via fax, email, or postal mail. .

1.2 PURPOSE

The serve process, one functional component of the CCMS end-to-end system, allows Carriers to
receive and respond to informal complaints served by the FCC CAMS.

1.3 ScoPE

This document provides Carriers with the procedure to receive and respond electronically to an
informal complaint that has been served by the FCC CAMS. It does not provide Carriers with
instructions on how to respond via fax, email, or postal mail nor does it provide the FCC CAMS
with the procedure on how to serve the informal complaint to the Carrier.

14 USER PRIVILEGES

Carriers need a User ID and Password to access, download, and respond to any informal
complaints that have been served electronically. The User ID and Password are assigned by the

FCC liaison.

Page 1-1 January 2012
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Carrier Electronic Informal Complaint and Response Manual 2. The Electronic Complaint Process

2. THE ELECTRONIC COMPLAINT PROCESS
2.1  DESCRIPTION

To better understand the Carrier’s role in responding electronically to served informal
complaints, the following is an overview of the electronic FCC complaint process.

1.

Paper complaints are sorted, scanned, and given an Informal Complaint (IC) number.
Basic information about the complaint is inputted into CCMS and associated with the
image for processing.

The CAMS determine that a complaint is to be served and serve the informal
complaint to an identified Carrier or multiple Carriers. The cases, marked for service,
are approved by the Supervisor and placed in a queue for regularly scheduled
processing.

Once the Serve process is run, all cases for paper-based Carriers are printed and sent
via postal mail, whereas the cases for web-based Carriers are separated from this
process and are processed electronically.

CCMS creates a PDF file from the informal complaint data and includes its User
Complaint Number (aka IC number), Date Served, Response Due Date, Carrier, Form
Type, Consumer Name, and Expected Response Method.

When a Carrier has reviewed the informal complaint and is ready to respond
electronically, the response file is uploaded through the same web site back to CCMS.
The date that the Carrier logs in, downloads, and responds to the informal
complaint(s) is recorded.

NOTE: See Section 6.3 for a list of supported file types. Any other file types may
become corrupted during the PDF conversion process and will need to be
resubmitted. Password protected files are not accepted.

The Carrier can also access the web site to search for specific informal complaints
that have been served to them, using the Last Name, User Complaint Number (aka
IC number), or Date Served.

CCMS is scheduled daily to check periodically for any new uploaded responses and
associate the responses with the appropriate informal complaint case.

The CAMS review the responses and continue processing the complaint.

If a submitted response is removed from a complaint, the number of complaints
missing responses increases under the Dashboard (see Section 5.1 for further
instructions on the Dashboard).
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Carrier Electronic Informal Complaint and Response Manual 3. Served Informal Complaint Procedures

3. SERVED INFORMAL COMPLAINT PROCEDURES

NOTE: The following instructions have been written for Windows Internet Explorer. Other web
browsers may produce different results.

3.1 How TO L.OGIN AND RETRIEVE SERVED INFORMAL COMPLAINTS

Step Action

1 Go to the FCC Serve 1088/2000 website.
The following web address is the location of the FCC Serve 2000 system set up for
carriers to electronically receive and respond to served informal complaints.

https://esupport.fec.gov/serve2000/

2 Log into the FCC Serve 1088/2000 system.
Enter the Username and Password on the Login Information screen, then click on the

button. Use the button to clear the fields.

Login Information

Username : ||

password: [T T T

(2eptn] [Reset|

Federal Communications Commission
445 12th Strest SW
Washington, DC 20554

NOTE: Contact either your FCC liaisont or send an email to CCMSHelp@fcc.gov for a
user account setup or password reset.

3 Complaints = New Complaints
The New Complaints window for Serve 2000 is the default home page, providing all
Form 2000 carrier-served complaints. To go to the Serve 1088 page for all Form 1088

Complalnts

ol T e o ) Ve W e T T A S R e
Huw Compliints Packaga Namo ! SRVD3441

. Ol Commolants Canlor Namo
Qoymioated List Dato Sorvad ; Snp 10, 2008
pmﬂm Rasponse Duo Date : Ot 10, 2000
.ﬂmm Comolagds dus ar resmonie.on 00 10, 2000 144 \
BT ARG Duvinload Saces Packiss
Lamolaint Saarch Viey Dptails
Dadhboard

NOTE: The number of expected responses and the due date is noted on this page.
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Carrier Electronic Informal Complaint and Response Manual 3. Served Informal Complaint Procedures

Complaints = New Complaints
If there have been informal complaints served to a Carrier, then a complaint package is
displayed, with the following two download options. Reference Section 3.2, for further
instructions on How to Download Served Informal Complaints.

e Click on Download Serve Package to download the complete package.
e Click on View Details to download the complaints individually.

Safve 2000 _Swilch ta Form 1088 Comp

Serve 2000 ogout
Samelalvis i Chin e oo EE e B DL P e S (= L5 I
N LRmpints Package Nama : SRV03401 |
(i Coinaldint Cartior Name :
an L Dato Served : Sep 10, 2000
- ﬂhﬁ.uhﬂgilﬂ: Rasganse Duo Dale : Odt 10, 2000
ity Cofiiaint dre {001 I000LE B0 (HL 10, 2000 . 144

NOTES: The Serve Package consists of a Notice of Informal Complaint (NOIC), with
a serve date, a summary report listing the IC numbers and names of everyone
in that serve package, along with each complaint form and any accompanying
attachments.

Under View Details, each individual complaint file is available for
downloading, but only provides a copy of the Consumer’s complaint.

Complaints are updated real-time; therefore if a period of time elapses from
the initial download, it is recommended to download the complaints again to
include any updates that have occurred during that time.
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Carrier Electronic Informal Complaint and Response Manual 3. Served Informal Complaint Procedures

3.2 How 1O DOWNLOAD SERVED INFORMAL COMPLAINTS

Step Action :

1 Complaints =» New Complaints

¢ To download the complete package, click on Download Serve Package
and proceed to Step 4 of this procedure.

NOTE: The Serve Package consists of a Notice of Informal Complaint (NOIC) with a
serve date, a summary report listing the IC numbers and names of everyone in
that serve package, along with each complaint form and any accompanying
attachments.

: " Serve 2000 Logout
LEidi= | Package Nome | SRVO3AEY ; [
Carrier Name
Date Served : Sep 10, 2000
‘ Rasponsa Dua Data : Oct 10, 2008

[ iz for wi et 10,2008 ; 142

| i

ORIION2: To download complaints individually, click on View Details and proceed
to the next step in this procedure.

NOTE: Under View Details, each individual complaint file only provides a copy of the
Consumer’s complaint.

Scerve 2000 Looot

Complalnls Hew Uomplaints
New Complaints

Packaga Nania | SRU03401
Carrier Nama §

Dale Sarved | Sufy 10, Z00R

Responge Due Date ; Oct:10, 2006

Comolint Seath | ian fetals
NOTE: Duplicate serves are being addressed systematically. To assist in the
identification of possible duplicate serves and served subsidiaries, the served

Carrier and complaint number are identified in the header of each complaint
form.

User compiaint number:
[Carrier:
3

Form 2000A — Dacaptiva or Unlawful Advertlsing or Markating €

g

ICgﬂlum.['S nfotmailon;
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Carrier Electronic Informal Complaint and Response Manual 3. Served Informal Complaint Procedures

Action

2 | Complaints = New Complaints

Each informal complaint included in the package is listed individually, identified by a
User Complaint Number (aka IC number), the complainant’s Last Name, Serve Date,
Response Due Date, and the Complaint File in PDF format.

NOTE: There may be more than one page of the individually listed complaints. Click on
the following options above the list to page through the list.
- Page numbers proceeds directly to the selected page.
- Next proceeds to the subsequent page in the queue.
- Last proceeds to the final page in queue.
- Previous returns to the prior page.
- First returns to the initial page.

Serve2000 ’.Sv.rltan'to'f_gmgm Complalits -

Sarve 2000 i s
1101013 01310 O 8| 50 R S
comptalits COMpIANYE N F PAERAGE . e § 1 T
m"m S Download
A Lt _ Camplete
08-C00028498-1  Test N7 horl6. 08000284081 s0z6dl I
|
™ar 17,  Apr 16,
08-C00043761-1  Test HardZioaens r
00-C00055745-1  Lest Dar L7 AeraS  pB.CO005S745-1 5026mdl T
R T Mar 17,  Apr 16,
: 2 0B-CO0D63152-1 5026.pdf ;
Daghboard | 00-CO0063152-3  terst DovELAi o el r
.

3 | Complaints = New Complaints
Click on the file name and proceed to the next step in this procedure.

FCC fedrg
C ey Gommy .
misslar ol | ~ a i
.rf.nm nisaian '_#"\\ i

Serve 2000 Test Logout

Complaints
S i e -
New Complaints | ; e i
B¥ ] | User Complalnt Serve  Besponse Download
{2id canolaints. |mm;: Lestoic  Datev - puspatg SOmolalutFlle Complete |
. Mar 17, Apr 16, |
| 08-C00028498-1 . Tact 2010 26010 Y mﬁ%lw i |
Response I . Mar 17,  Apr 16, R . .
& [ | 08-C0O0043761-1 Test ot Ao 08:C00043761-1 5026,0df r
Submit Resoonie |
Bl " . Mar 17,  Apr 16 . 7
B&Mmm 08-CODD55745-1  test 2018 2010 DB-C0D055745-1 5026.ndf [
Comolaint Search
Mar 17 Apr 16, iy
- SIS = h 5
Daghboard 08-C00063152-1  terst SoTol. it 08-C00063152-1 5026.pdf r
|
i
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¢

4 | Complaints =» New Complaints

Click on the button in the File Download window and proceed to the next step
in this procedure.

Click on the button in the File Download window to open the package in Adobe

Acrobat, then select File =» Save As from the application’s menu and proceed to the
next step in this procedure.

[ SRE N s | 15
Save as Certfied Docsmant... ':.gl
.-‘ﬁ'
Reduce File Size, .. !
éﬂ' Send for Reyview,.. ¥
Form Data * United Stales Government
pocument Properties... CohD Federal Communications Commission
: Consumer and Govemnmental Affairs Bureau
S D Consumer Inquiries and Complalnts Division
i BT et 445 12th Street, SW, 5-AB4T
ﬁ::::::‘ f":’n'::‘:::"“"“’y“' ot z::*; Washington, D.C. 20554
nte rinting.., Wt+Cri+
19 tstary 4 OFFICIAL
1C:A..A1198_apr02[1].pdf
2Ci\.. Asummer08[1].pdf NCTICE OF INFORMAL COMPLAINT
3 C:\...\file_not_avatiable]1]).pdf
4 C1\Documents and Settings\..\08-529.pdf Date: 04/09/2008
5 Ci\...\20080508-121336[1].pdf
ity v e vwns roces TIFIED IN THE ATTACHED LIST IS REQUIRED TO RESPOND TO THIS 2
o 1 I | H B Ao
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Step Action

5 | Complaints =» New Complaints
Select a Desktop file location to save the informal complaint, such as a network
directory or a local hard drive, then click the [_$>_] button.

¥

MO P B AN s i i A PR e el |

NOTE: Complaints are updated real-time; therefore if a period of time elapses from the
initial download, it is recommended to download the complaints again to
include any updates that have occurred during that time.

6 | Complaints =» New Complaints

Once all served informal complaint files have been downloaded, click on View Details
and confirm their receipt by checking the Download Complete box next to each
downloaded file, then click the button at the bottom of the page.

witch to Form 1088 Complaints T .
S serve 2000 Test Logout
Cﬂl‘lll?lﬂjuts (Zo;lglilni-nl'. for II'In:t:i_m!m AT 15 b S T : _- RN i =
Vs Uaec Complaint ooy po e Sorve  Besoonse o e D‘?.W"'“""I
RSt HNumber Pate™  Dye Datg Conmplete.
Rl ; Mar 17, APCIS 00.C00026490-1 5026.00f
(s 00-COU026496-1  Test ol il I
Response i : Mar 17, APr16,  og.c000437611 S026.0d!
s =4 O8-COO043T761-1  Test 2010 ‘ 2010 g ¥
ME T - = Mar 17,  Apr 16 y i
Mﬁm : o 0B8-CO0055745.1  test 2010 : 2010 4 (P-COD0SST45-1 5026 04l =
Camplaint Search
oA 1 Mar 17, Apr 16,
Dashboard 08-CO0063152-1  terst 2010 2010 0B-COO063152-1 5026.0df 4
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7 | Complaints =» New Complaints
If an individual file or a selection of files is confirmed as downloaded, then the following

confirmation appears.

Complaints for Packags:

selected Complaints marked as Downloaded

|
m Lost ~ serve Rnsnnnzﬂ Complalnt Flle 2uwnllo-aed !
If all files within the package are confirmed as downloaded, then the following
confirmation appears.

whmitlaims far Packege

8slocted Complalnts markad as Downloaded

There are no more Complaints in this Package( SRV03401) to be downloaded,
| Visw/Download Aazin |

NOTES: To view or download the individual complaints again click on View/Download
Again and return to Step 3 of this procedure.

To download the package again, click on New Complaints in the left menu,
then click on Download Serve Package and return to Step 4 of this procedure.

Complalnts
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3.3 HOW TO RETRIEVE PREVIOUSLY SERVED PACKAGES AND INFORMAL COMPLAINTS

Step Action

1 | Complaints = Old Complaints
To view previously served packages, click on Old Complaints in the left menu.

Complaints
New Complaints

2 | Complaints = Old Complaints
To download a previously served package’, click on a selection under Download
Package and return to Step 4 of the procedure in Section 3.2.

Serve 2000 Looout
Page: K [z][a]

Sorve Packago Sorye Dalg™ Dup Dolg  View Dotalls Dovinload Package

SRV03323 Sep 03, 2000 oct 03, 2000 viaw Datails

5RvD3172 Aug 27, 2000 Sap 26, 2008 Vi Dotalli Zgﬁ::
SRVDI0I0 Aug 20, 2000 Sep 19, 2008 View Datalls Download
SRVO2U19 Aug 13, 2000 Sep 12, 2008 Vigy Datafls DRownlpad
SRVDZ700 Aug 06, 200U Sap 05, 2008 View Detalls Download
SKV02505 Jul 30, 2000 Aug 2y, 2008 viaw Ostalls Download
SRVD236D Jul 23, 2008 Aug 22, 2000 Viaw Detalls Download
SRV02226 ul 16, 2008 Aug 15, 2008 Viow Detalls Download
SAVO2060 1ul 09, 2008 Aug 08, 2008 viaw Datalls Download
SRYN109? 1l 02, 2008 Aug a1, 2008 Viow Dutalls Rawnload

! Complaints are updated real-time; therefore if a period of time elapses from the initial download, it is
recommended to download the complaints again to include any updates that have occurred during that time.
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Action

3 | Complaints = Old Complaints
To download a complaint within a previously served package’, click on a selection
under View Details and return to Step 3 of the procedure in Section 3.2.

Serve 2000 Logput

Page: 1)i[Z][5]
(Dingimeanie TELR S 0 T e SRR SRS PN T S e En RS
_fvrva Package fipren Ogln™ fesngnin Dus Qale Vi Detalls” | Dovenlded Packops
5RVD3323 Sap 03, B08 oct 03, 201l tal Rownload
SRVD3172 Aug 27, 2008 5Sup 26, 'mm_n m ..~ . Download
SV03N30 Aug 20, 2000 sen 19, 2000 mmmus Qawnloag
€AVD2819 Aug 13, 2000 Sep 12, 2008 mmms ) Dawnload
SRvD2700 Aug 06, 2000 Sep 05, 2000 M Download
| srvoasos Jul 30, 2000 Aug 20, 2008 my_um Download
SRVU2360 Jul 23, 2000 Aug 22, 2000 wlili Cawnlnad
SRVD2226 Jul 16, 2008 Auy 13, 2000 Vi Datsils Dawnload
SRVD2060 ul DY, 2008 Aug 08, 2008 Vipw Datails Dewnload
SRY01897 ul 02, 2000 Aug 01, 2008 Vigw Dot afls Download

4 | Complaints = Downloaded List
To download a previously served complaint®, click on Downloaded List in the left

menu.

Camplalnts
New Complaints
old Complaints

Rosponse
Dashboard
Rasponse Saarch

2 Complaints are updated real-time; therefore if a period of time elapses from the initial download, it is
recommended to download the complaints again to include any updates that have occurred during that time.
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Step Action

5 | Complaints = Downloaded List
Click on a selected file under Complaint File and return to Step 4 of the procedure in
Section 3.2.

FCcCc Federal

LT 5 Communicalions
Commission

Serve2000  Swltch'to Form 1088 Complaints

Serve 2000 Test Logout
Complalnts | )

A
| Humber Name

0B:C00026498-1 Test  Mar17,2010 Apr 16,2010

Lnst Serve Dole™ E;.Elﬂ.ﬂiﬁ_pug Cﬂ_ﬂ_mlﬂli_l! File

‘ 08-C00043761-1 Test Mar 17, 2010 Apr 16, 2010

08-C00055745-1 test Mar 17,2010 Apr 16, 2010

| 08-C00063152-1 terst Mar 17, 2010  Apr 16, 2010
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3.4  HOW TO SEARCH FOR PREVIOUSLY SERVED PACKAGES AND INFORMAL COMPLAINTS

Step Action

1 Complaints =» Download Search
To search for a served informal complaint, click on Download Search in the left

menu.
Comploints
New Carpllnts

NOTE: The Download Search function searches for served complaints and provides
the user with the ability to download the complaints from the results. To
search for complaints with the intention of submitting a response, then the
Complaint Search function should be used.

2 Complaints = Download Search
Enter any search parameter, such as Last Name, User Complaint Number, Date

Served, or Year, then click ,

Federal
("'..T Cc)‘ Communications
= =~ Commission

“Serve 2000!  SWitch'to Form 1088 Complaints

'C_ﬁ_tﬁ;_g]nlﬁl_s ovnlong Soarch

Lask Name :I I
User Complaint Number : ioe-mougusa ]
A e AT Date Served : [ |
pownload Search ate Served -

Response
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Complaints = Download Search
Search results appear at the bottom of the page.
FCC Fedonl

+0iy Communicalions
i }
C_ ) Commissio

Serve2000 Switchto Form 1088 Complaints v T e ; R

2 Test Logougﬂ
Complalnts W I
New Complaints
i L Last Name :
Ol Camplalnts
SN User Complaint Number
Rownloaded List
pownload Search " Date Served :
“mnn” Year :
= _._..m'. IB. _g_ _a.l_ _‘:I__I.. %)
Complaint Suarch [ Fave To Excal|
Dashboard ] . ~ o SoarcREsiEy
Number tostName  ‘Serve Dale™ pate Complalnt File
Ty . |
08-C00028498-1 = Tést Mar17,2010 Apr 16,2010  DB-CODQ2B498-1 5026.pdf

4 Complaints = Download Search
To save search results in a spreadsheet, click on Save to Excel, located above the

Search Results.

[-edetal
(Fcc Communlzations

Commission

TestLogout_
User Complaint Number : 08-C00020498 |
Date Served : |
Year ! I Select -- -I
S Fd R
| User Comblnint Response Due
LostName  Serve Dole™ Complnlnt File
Munibec Dote
08-C00028498-1 Test Mar 17,2010 ~ Apr 16,2010  08-C00020498-1 5026,pd(
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5 'Compléints =» Download Search
Open or Save the spreadsheet to a desktop location.

g i

IFile Downloatl

corpinini s
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4. CARRIER RESPONSE PROCEDURES

NOTE: The following instructions have been written for Windows Internet Explorer. Other web
browsers may produce different results.

4.1 How TO SUBMIT A RESPONSE

Action

1 | Response = Submit Response
Click Submit Response from the left menu.

Complainls
‘Download Bearch
Response

2 | Response =» Submit Response
Select the package, complaint, and response to upload, then click (supmic ],

Serve 2000

Test Logout

Camplaints

To submit a response, click Browse to locate a document, and

0ld Complaints | then dlick Submit ta send the file

“"—‘W"“” | User Complaint Number : | 08-C00028490-1 (¥

supmlt_RuupnnM | Attachment:l—‘_‘ Browso.. ‘:)
bR

|Rashboard

A. Select the Serve ID (aka package name) of the complaint to which a response is to
be submitted.

B. Select the User Complaint Number (aka IC number) within the served package.

Steps continued on next page
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Action

Response = Submit Response

Continued from previous page

FCC

Federal
Co £

: To submit a'vasponse, ciick Browse to locata a document, and |
| then click Submit to send the file |

. Serve 1d : [BAVIZ311 EKA),
User Complaint Number : |OB-C00(_]2_84_9_E-1 E.
Attachment:l e ol

RSO

T -m

C. Select the Attachment to upload from the desktop location.
e Click the [Biowse.. ] button next to the Attachment field.

e Select the resgonse file from the saved location and click

Lun:[ﬁu-um TR EC L
Lb Fﬂﬁmemn
W
MyRocend '8
Qociimedy rm sl 7,0 e
@ Adobe Reader 7.0
s Frefo
Dowkiop CukckTese Phiyer
 sactt
% : 0 CO0DOS3 1)
< Pacrrmalt Office Excel 2003
My Dscumards | [y osait Offcn Outiook 2003
T ligrs [Mecriuft OfTiew PowerPoint 2003 1
%! erosale Cice rofect 2003 |
< BLjjMxruaaly Offic Vise 2Ty
Mol Dffien Word 2003
(= 1 I —
2 =T
I rama. [ov-comes233-1.pdt | m
Flevdype  [Aids( | Carcel -y

D. Click on the L5221t ] button to send the response to the FCC

NOTE: See Section 6.3 for a list of supported file types. Any other file types may
become corrupted during the PDF conversion process and will need to be
resubmitted. Password protected files are not accepted.
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Step Action

3 | Response = Submit Response
The response submission is confirmed, as shown below. Additionally, at the bottom of
the screen the ability to delete the response or submit another response is provided.

Serve 2000 Test Loaout
Rezpotin Submiksion Eaed

|
Thank you for your response to complainant ; Ela Test |
Size of the uploaded File : 614 KB |

|

: I Your Confirmation Number is : 08-C00028498-1
|
|

Your Response file name Is : 08-CO0028498:1_5026.pdf

Delete Response Submit another responss

4 | Response = Submit Response

If Delete Response is selected, then the following message confirms the deletion.
Return to Step 1 of this procedure to upload another response file.

(AR A7 7 | 5 ARt S T el D e i L

T e

4
Response File (0-CO0NA376G1-1_5026.pdl Deleled,

Sitinlt b cagnose

NOTE: This is the ONLY opportunity to delete an uploaded response. Once the user
navigates from the page, a file cannot be deleted because it has become part of
the complaint record. To remove an uploaded response file, send a deletion
request to fran.lookenbill@fcc.gov.

5 | Response = Submit Response
Submit Another Response returns to the screen in Step [ of this procedure.
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Step Action

6 | Résponse > Submit Response
To print the confirmatlon go to the Internet Explorer menu and select Flle-)Prmt and

chck on J in the pop-up window.

Vs TEde Viow! et Famat Tools Table  Wandow  Help
New >

Open, ., Ctt+0

Edit with Microsoft Office Word

Save As...

Page Setup...

Print Preview. ..

Send |
Import and Export...

Properties
Work Offline
| Close
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4.2 How TO REVIEW A SUBMITTED RESPONSE

Action

1 | Response = Review Response
To review previously submitted responses, click Review Response in the left menu.

Complaldts,

Dawnload Seaich
Response
StbmitResporise

2 | Response = Review Response
Click on Review Response next to the selected Serve Package.

L
Serve 2000

Test l__cgout_

E‘n_m.plnl.l.lt.s fimﬂm Risspomie i W A SE W,
Serve Package Sgrve Patov  Response Due Date View Response Detalls

g |
nlalnty ; |
Tt 2 SRV12311 Mar 17, 2010 Apr 16, 2010 Bgm%mmm |

. Dewnloaded List
Responss
subimit e
Raview Responoe
Raghbagrd

3 | Response = Review Response
Click on the selected complaint’s Response File.

Serve 2000 Test Looout_

Mar 17,
2010

Apr 16,2010 ar 11,

2010 J_z%md! |
|

08-C00028498-1 Test

NOTE: There may be more than one page of complaints. Toggle between the pages by

clicking on the page number at the top of the screen. "% ]
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4.3 How TO SEARCH FOR A RESPONDED INFORMAL COMPLAINT

Step Action |

1 | Response = Complaint search

To search for a responded informal complaint, click on Complaint Search in the left
menu.

Complalnts
New Complaints
0ld Complaints
Responsea

T o
Review Resoone

m e

NOTE: The Complaint Search function searches for served complaints and provides
the user with the ability to submit responses from the results. To search for
complaints with the intention of downloading the complaint, then the
Download Search function should be used. See Section 3.4, How to Search

for Previously Served Packages and Informal Complaints, for details on using
the Download Search function.

2 Response =» Complaint search

Search parameters include User Complaint Number (aka IC numberi, Date Served,
whether a Response was Submitted, or Year, then click on the

sledilg)

button.

Uger Complaint Number : |0:-C0002E458

Qk..ﬁ.{.l .:', l.I:IEII__ ]'-__ ]_ Date Served :I !
Rownloaded Ligt -

v I Reaponse Submitted : AIJ 'I
ltbanolm Year ! ]- Select -Ii‘z]
Capiplaint Search
Dashboard
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Action

Feoy

4 | Response = Review R‘ésponse
Click to view the response or click on to save the response file to
a desktop location.
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5. DASHBOARD PROCEDURE
5.1 How 10 USE THE FCC CARRIER RESPONSE WEBSITE’S DASHBOARD

Action

1 Dashboard
To view a summary of previously submitted responses, click Dashboard in the left
menu.

(Complaints

2 Dashboard

The Response Summary displays the Serve Package, Response Due Date, How
many complaints within the package have submitted responses, as well as how many do
not have responses submitted. To view the complaints that have missing responses,
click on the number under Not Responded”.

Serve 2000 Test Logout
Senve Package Response Due Responded Not Responded

SRV1Z311 04/16/2010 ] J?D

RIS
i Response Sun

Dashboard

* If a carrier response is removed from a complaint by the FCC, then the number under Not Responded will increase
and the response needs to be resubmitted.
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Action

3 | Response = Complaint search
The search results display as shown below.

(FCC Fatera)

Cnrr mu': lealions
'9 4 I

" Serve 2000

Complalnts Compilntnt Starch; Y _
New Complaints
S E User Complaint Number : Jog-
I I Date Served :
i - Response Submitted :
Resiiqhs’e Year: |-
Complaint Search ﬁnﬁmf ) _ -
Dashboard TREY Soarch Resulls ..
User Complalnt  Last Response Submittad < Submit
Nuntber Name SSe02C” puc Dote palg Romzerls S,
Mar 17, Apri6, Maril,  08-C0002B849B-1 5 ‘
08-C00028498-1 Test 0o i o, ! 5{"?{“

NOTES: To submit an additional response for a complaint, chck on Submit Agam

Reference Section 4.1 for instructions on How to Submit a Response.

Reference Section 3.4, Step 4 of the procedure in on how to export search
results to an Excel spreadsheet.

Fedaral
FC% Communitatione
GJmm E..'
— Serve 2000 Test Logout
[Complaints. ]
SORHEEEN T Y To submit a reaponse, click Browse to locate a document, and
Qlﬂ.ﬁﬂl!mmlﬂli than dlick Submit to send the fila
DRewpludded List |
pownloag Scarch | Serve Id : SRv12311
Response User Complalnt Number : 08-C00028498-1
SUbMILResponse Attachment : [E\Docuzents ana_Sec] BBTMRH|
Dashbeard
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3 | Dashboard
The next screen displays all complaints requiring a response within that Serve Package.

NOTE: To return to the previous screen, click on % at the bottom of the screen.

Serve 20000  Switch to Form 1088 Complaints Uiy WA SRR :
' Serve 2000 Test Logout
Complaints O tonyitaints Do Tor Respotise =2
Now Compliints B
TR user Comploint Lot Respanse Subnilt
old Complaints ! Nypiher I Serve Date |\~ b Complaint File o Sanin
Downloaded List ! Mar 17 Apr 16 i
= | 08-C00043761-1 Tent 2010 S010 08-C00043761-1 5026.pdf Submit
il |
Rezponse | o8- : Mar 17, Aprl6,  g9.000055745-1 5026.0dl !
e (] ‘ 08-C00055745-1  test 2010 2010 Submit
Submit fResponse
3 e 1 : 5 Mar 17, Apr 16, g .
Beview Response | 08-CO0063152-1 terst Ao oS 08-C00063152-1 5026 .pdf Subimit
Raghboard ;
.Bapk
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6. DOWNLOAD INSTRUCTIONS

Download instructions on how to best utilize the CCMS Carrier Response site are available in
the left menu. These instructions include how to submit a response, how to use the Dashboard,
the most recently updated Carrier Electronic Informal Complaint and Response Manual, a list of
System Requirements needed for the CCMS Carrier Response site, and the file types that are
supported by CCMS.
Gomplaints.
New Complaints

Re'ﬁpb.n_s'cle‘ ;S

Download Instructions

6.1 How 1O SUBMIT A RESPONSE

ik,
2.
3.

Login with the User Name and Password provided by the FCC.
Click Submit Response from the left menu.

Select the Serve ID (aka package name) of the complaint to which a response is to be
submitted.

Select the User Complaint Number (aka IC number) within the served package.
Click the Browse button next to the Attachment field.

Select the response file to upload from the desktop location, then click the Open
button. See Section 6.3 for a list of supported file types. Any other file types may
become corrupted during the PDF conversion process and will need to be
resubmitted. Password protected files are not accepted.

Click on the Submit button to send the response to the FCC.
The response submission is confirmed.

Click on Submit another response at the bottom of the confirmation message to
continue submitting responses.
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10. If a file was submitted in error, click on Delete Response at the bottom of the

confirmation message. Note that this is the ONLY opportunity to delete an uploaded
response.

11. Confirm that the number of submitted responses have been received by the FCC by

checking the Carrier Response Dashboard.

6.2 How TO USE THE DASHBOARD

1.
2.

Login with the User Name and Password provided by the FCC.

Next to the message “Complaints due for response...” the number of due responses is
displayed.
Note the number of missing carrier responses, then click on the message.

The next page displays the complaints within the serve package that have a response
due.

Submit a response for one or more complaints and note the number of responses
submitted.

Click on New Complaints in the lcft menu, and note the number of due responses.
The number should have decreased from what was displayed in Step 2 by the number
of responses submitted in Step 5.

Click on Dashboard in the left menu. Statistics should display the number of
submissions in Step 5.

Click on a number under Not Responded. The next page displays the complaints that
have a response due within that serve package.

6.3 USER MANUAL

The most recently updated Carrier Electronic Informal Complaint and Response Manual is
available on the CCMS Carrier Response site. It provides detailed instructions on how to best
utilize the available functionality. Contact either your FCC liaison or send an email to
CCMSHelp@fcc.gov for any clarification or corrections to the manual.

6.4 SERVE APPLICATION REQUIREMENTS

e Browser(s): Internet Explorer (7.0 and above), Firefox (3 and above)

e Operating System: Windows (2000, XP, Vista, 7)

e Internet Connection: Minimum 128kbps upload speed.

o  Website URL: https://esupport.fcc.gov/serve2000/

o Tips for Uploading Responses:

1.

Ask your IT Infrastructure Team to add https://esupport.fcc.gov/serve2000/ to the list
of websites that you and your team can access.
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2. Confirm with your IT Infrastructure Team that you can attach files to the website.

3. A list of supported file types for attachments can be found by clicking Supported
File Types (see section 6.5).

4. While attaching the files, do not type the path in the Browse window. Please use the
Browse window to search and select the file to be attached.

5. Only one file can be uploaded at a time.

6. Do not attach password protected or locked files. Since they can not be processed, the
response will need to be resubmitted correctly, thereby delaying the submission
process.

6.5 SUPPORTED FILE TYPES

File types that are accepted in the electronic carrier response website: bmp, csv, doc, docx, gif,
jpg, pdf, png, ppt, pptx, properties, rtf, tif, tiff, txt, vsd, vsdx, xIs, and xlsx. Any other file types
may become corrupted during the PDF conversion process and will need to be resubmitted. Click
on Supported File Types in the left menu for the latest list.

NOTE: Password protected files are not accepted.

Complalnts e .bmp — Bitmap (image)

:';::”."‘F'?'"m e .csv— Comma Separated Value
pawnloaded List e .doc, .docx — MS Word 2003-2010
ey e _gif—Image File

Sl Geunons e .jpg—Image File

Comolaint Search e .pdf-Adobe

L e .png-—Image File

Download Instructions

To Subnit a responsa e .ppt, .pptx — MS PowerPoint 2003-2010
o e .properties — File Properties

sarve Analcation e .rtf — Rich Text Format
e o tif/.tiff — Image File

e txt— Text
o .vsd, .vsdx — MS Visio 2003-2010
e xls, xlsx — MS Excel 2003-2010

6.6 INSTRUCTIONS FOR USING THE CARRIER RESPONSE COVER PAGE

To better assist the FCC in ensuring that carrier responses are attached to the correct complaint,
within each paper-based serve package each complaint should have its own Carrier Response
Cover Page. Include the relevant complaint’s Carrier Response Cover Page with the response
sent to the FCC. Note that electronic-based serve packages do not have Carrier Response Cover
Pages. If you have any questions, please contact your FCC POC.
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7. TECHNICAL SUPPORT

CCMS is a web-based application and should, therefore, be free from issues which may arise
with locally installed software applications. However, differences in internet preferences,
security protocols, or other applications can affect internet connectivity and cause unexpected
errors. Error messages or requests for technical assistance should be emailed to

CCMSHelp@fce.gov.
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8. GLOSSARY

Term Definition

CAMS Consumer Advoccy and Mediation Specialists
CCMS Consumer Complaint Management System
CGB Consumer & Governmental Affairs Bureau
FCC Federal Communications Commission
ID Identification
IC Informal Complaint number; aka User Complaint Number in CCMS
NOIC Notice of Informal Complaint
PDF Adobe Portable Document Format
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