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

OFFICIAL
R INT

Oetobor 10, 2012
(Carlson) (WLS)
FCC Case Mo, 12-C00418506-1

Attached is a copy of an informal complaint naming your company that was recently filed with tha Disability Rights Offica
(DRO) of the Federal Communications Commission. Pursuant to Saction 713 of the Communications Act of 1934, as
amended (the "Act’), 47 U.5.C. § 613, and Section 79.1 ol the Cammission’s Hules, 47 C.FR §79.1, wa direct your
company 1o respond 1o the complaint. Your response is due within thirty (30) days of the date of this Motice.

Your company, as the Multichannel Video Programming Distributer (MYPD), must respond spacifically to each matier
raisod in the complaint and summarize the actions that it has taken to satisly each such matter. I the pragramming at
issue |8 reaching you without captions, in responding to the complaint, you have the responsibility 1o chack with the
supplying notwork or program producer before responding 1o delarmine thal eithar tha matedal ks exempl from tho
eaplioning requiremaents pursuant 1o one of the categorical exemptions in 47 CFR §79.1(d) or pursuant to an Individunl
potition for exemption filod under 47 CFR §78.1(1)

Ploase provide the complainant’s name and the complaint number al the top ol your respanse, A company 1hal recolvas
and respends 1o informal complaints electronically must submit its responses to the Commission via the FLC wabsite
uskng its DRO log-in, I your company doas not recaive and respond to informal complaints electronically via the FCC
wobsite, you must file a hard copy of your response with tha Disability Rights Office of the Federal Communications
Commission al 445 121 St, SW, Washington, D.C. 20554. To expedite processing. please also sond a courlosy
etactronic copy of the response to DROinguinesfcomplaints @1cC.gav.

You are further directod 1o send a copy of your response 1o the complainant al the tme that you lorward the response 1o
tha Commigaion, To ensure that your response is recaived by the complainant in an accessible lormal, please send it
pursuant 1o the prefarmed lormal or mathod of response indicaled by the complianant on the compdaint farm. Finally, your
company is directad to retain all records that are or may ba parlinent to the allegabions raised In pach complant untif final
Commiasion disposition of the complaint at issue

A fallure 10 answer any lawiul Commission inquiry |s considerad a misdemeanor punishable by a fine under Section
400(m) of the Act, 47 U.S.C. § 409{m). Section 503(b)(1}(B} of tho Act, 47 US.C. § 503(b)1)(B), provides lor the
imposition by the Commissicn of lodedure penalties against any parson who willfully fails 1o follow the directives of tha
Act or of & Commission arder.

Il you have any quastions regarding this Notce, please call the DRO inguires and complainls assislance lbne at
202-418-7020 or write to DRQinquinesdcomplaints & fcc.gov, To ensure that we can adeguately respond 1o your inguiry,
piease provide the names of the complainant and your company, tha complaint number, and the specillc questions that
you would like 1o have answered.

Sincaraly,

Sosis L forine]

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




User Complaint Key: 12-C00418506

Form 2000C - Disability Access Complaint
«»* ANSWER EACH QUESTION THAT APPLIES TO YOUR SPECIFIC COMPLAINT = **

In addition, the information that consumers provide when filling out FCC Form 2000 is covered by
the systam of records notice, FCC/CGB-1, Informal Complaints and Inquiries File (Broadcast,
Common Garrier, and Wirgless Telecommunications Bureau Radio Services). The Commission is
authorized to request this information from consumers under 47 U.5.C. 206, 208, 301, 303, 309(a),
912, 362, 364, 386, 507, and 51; and 47 CFR 1.711 el seq.

Under this system of records nolice, FCC/CGB-1, the FCC may disclose information Lhat
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 lime frame,
aither satisly the complaint or explain to the Commission and the complainant its fallure to do so;
where there s 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 agancy
responsible for investigating or prosecuting a violation or for enforcing or impleme nting the statute,
rule, requlation, or arder; a record from this system may be disclosed to a Federal agency, in
response 1o 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 ol 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 systern of records may be disclosed to the
Department of Justice or in a proceeding beftore a court or adjudicative body when: (a) the United
States, the Commission, a component of tha Commission, or, when represanted 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 determinas that the disclosure is relévant 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
managemant inspections conducted under authority of 44 U.5.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
infarmation 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).




User Complaint Key: 12-C004185086

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

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

Closed Captioning

5 Provide the name, address and telephone number (if known) of the company(s) involved in your
complaint:

Mame: WLS TV

City: Chicago State:IL  Zip Code: 60601

Telephone number:

3. If your complaint is about accessibility of telecommunications services or equipment, provide
the make and model number of the equipment or device that this complaint is about:

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

provide the date (mm/dd/'yyyy) : 08/16/2012 16:50 PM

and any details of when the event or action you are complaining aboul occu rred;

At this time, and many others, the Closed Captions block the pertinent weather
information, such as temperature. Captions have to be placed to avoid blocking the
important information, since often this is not included in the captions themselves.

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
(e.g., "WZUF, CBC," "WZUE-TV,” "Sportingchannel West"):

b. Channel {e.g., “137):
¢, Station or subscription TV provider system location:
City: State:
d. Date(s) and time(s) of emergency:
o. Detailed description of the emergency (i.e., flood, hurricane, tomado, etc., as well as the
the areas in which the emergency occurred):

&, 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
(e.g., "WZUF, CBC," "WZUE-TV," "Sportingchannel West™):
WLS-TV
b. Station frequency (e.g., “1020" or “BB.5"):
or channel (e.g., "137): 7
¢. Station or subscription TV provider system location:
City : Chicago State: IL
d. Name of program(s) involved: ABC7 News at 4:30 (and most other newscasts)




CARRIER RESPONSE
COVER PAGE

COMPLAINT # : 12-C00418506-1
CARRIER : WLS

CONSUMER NAME : Carlson

Carrier Instructions: To better assist the FCC in ensuning thal carrier responses
are attached to the correct complaint, this cover page has
been provided to you for respoending to the complaint
referenced above. Please ensure thal this page precedes
your response to this complaint. If you have any gueshions,
please conlact your FCC POC.

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




User Complaint Key: 12-C00418306
Carrier: WLS

Form 2000C - Disability Access Complaint

Consumer's Information:

First Name: Rexanna Last Name: Carlson
Company Name:
(Complete 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; 384 Ashwood Ct Address 2:
Mailing Address (where mail is delivered)

City: Vernon Hills State: IL  Zip Code: 60061
Telephona Number (Residential or Business): (847) 247 - 0529
E-mail Address: rexie@rexie.com

Are you filing information on behalt of another party, such as client, parent, spouse or roommata?:
N
If yes, complete items a through h,

a. Your relationship with the party:

b. The party's first name:

¢. The party's last name:

d. The party's daylime phone number:

a. 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: , No




Carrier Name : WLS




United States Government
Federal Communications Commission
Consumer and Governmental Affairs Burcau
Consumer Inquiries and Complaints Davision
445 12 Street, S.W., Room 5-A847
Washinglon, .C. 20554

ELECTRONIC INFORMAL COMPLAINT AND RESPONSE PROCESS

We are pleased to inform you of the Consumer Complaint Management System’s (COCMS)
Electronic Complaint and Response process. 1t is a web-based sysiem 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 casy to follow and the CCMS system 15 user
friendly. Weekly serves are processed and uploaded on Wednesday aflernoons and are available
1o view and download on Thursday momings,

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

We look forward to vour participation and we will work together 1o address any guestions you
may have regarding its use.

If you have any questions or concerns, please contact Fran Lookenbill at 717-338-2547 or
fran.lookenbillallce gov.

M@\&xm)

Sharon C. Bowers, Division Chief
Consumer Inquiries & Complaints Division
Consumer & Governmental Affairs Bureau

Attachment{s)




Federal Communications Commission
445 12" Street, SW

'ir‘-.-'nﬁhiﬂﬁmn. D 20554

CCMS Carrier Manual

Electronic Informal Complaint and Response

Version 5.3

Date: January 2012




Carrier Electronic Informal Complaim 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 Burcau (CGB), Consumer Advecacy and Mediation
Specialists (CAMS) are responsible for respanding to and processing each complaint.
Complaints may be submitted by Consumers using the FCC Intemet 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-cnd system, allows Carriers to
receive and respond to informal complaints served by the FCC CAMS.

1.3 SCOPE

[his document provides Carriers with the procedure to receive and respond electron teally 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 Camier.

1.4  USER PRIVILEGES
Carriers need a User 1D and Password to access, download, and respond to any informal

complaints that have been served electronically. The Uiser 1D and Password are assigned by the
FCC Halson.

Page 1-1 Jamuary 2012
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Carrier Electronie Informal Complaint and Response Manual 3. Served Informal Complaint Procedures

'31-

SERVED INFORMAL COMPLAINT PROCEDURES

NOTE: The following instructions have been written for Windows Internet Explorer. Other web

3.1

browsers may produce different results,
How To LoGIN AND RETRIEVE SERVED INFORMAL COMPLAINTS

Go to the FOC Serve 10882000 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.govservel 000

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

:Eﬂ button. Use the LReRtt | biton 1o clear the fields.

fad

Logn Information

user account setup or Ftl.‘i!i".'rﬂl"‘li reset.

Complaints =* New Complaints

The New Complaints window for Serve 2000 is the default home page, providing all
Form 2000 camier-served complunts, To go to the Serve 1088 page for all Form 1088
carrier-served complaints, click on the Form 1088 1oggle at the top leil of the page.
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Carrier Electronic Informal Complaint and Response Manual 3. Served Informal Complaint Procedures

32 How 7O DOWNLOAD SERVED INFORMAL COMPLAINTS

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.
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BRI 10 download complaints individually, click on View Details and proceed
to the next step in this procedure,

NOTE: Under View Details, cach individual complaint file only provides a copy of the

Consumer”s complaint.
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NOTE: Duplicate serves are being addressed systematically. To assist in the
identification of possible duplicate serves and served subsidianies, the served
Carrier and complaint number are identified in the header of each complaint

form.
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Carrier Electronic Informal Compizint and Rezponse Manual

3. Served Informel Complaint Procedures

4 | Complaints <» New Complaints

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

next step in this procedure.

Click on the 2= button in the File Download window to open the package in Adobe
Acrobat, then select File = Save As (rom the application’s menu and proceed to the
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Carrier Electronic Informal Complaint and Response Manual 3. Served Informal Complaint Procedusres

7 | Complaints = New Complaints
If an individual file or a selection of files is confirmed as downloaded, then the following
confirmation appears.

Ralactad Complai=ts mamed gt Dpweninadod

L Cosmalalnt wad
e A Bt et Comsalmele .,

If all files within the package are confirmed as downloaded, then the | ollowing
confirmation appears,

finlmrfed Carples s Fatpd o Doveninadeil

Tham o nd mors Corpkerts & Ui Padoags| SEyRI40 ] ) b2 be dewrloaded
| vamtemiionn |

NOTES: To view or download the individual complaints again click on View/Download
Again and retum to Step3 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.

it
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Casrier Electronic Informal Comptlaint and Response Manual 3, Served Informsl Complaint Procedurss

Complaints < Old Complaints i
To download a complaint within a previously served package’, clickona selection
under View Details and return to Step 3 of the procedure in Section 2.2
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4 | Complaints = Downloaded List i
To download a previously served complaint’, click on Downloaded List in the lefl
menu.

1 amaladani
il Soosbl ety
bl £l mitn
L -1
Senthd st
i
B dnguess
[[FEE T e
fala MRl Lm T
Caatiiiand
AL uran marn

! Complaints are updsied real-time; therefore if a period of time elapses from the mutial downboad, it is
recommended to downlosd the complaints again to include any updates that have occurred during that time.
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Carrier Electronic Informal Complaint and Response hanuzl 3. Served Informal Complaint Procedures

34 HoW TO SEARCH FOR PREVIOUSLY SERVED PACKAGES AND IxFoRMAL COMPLAINTS

Step Action

1 | Complaints = Download Search
To search for a served informal complaint, click on Download Search in the [eft
ment.

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 submitling a response, then the
Complaint Search function should be used.

1 | Complaints = Download Search

Enter any scarch parameter, such as Lust Name, User Complaint Number, Date
Sorved, or Year, then click [2eskch |,

Eil i o Egrm, 198 Cormplan
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Huar Cringlean fearfer  fou 0 asoEAF
Dabs Baresd [ =
i I_-.ﬁ

@L-_I

i

Page 3-11 January 2012
Carrier User Manual - CCMS 2000 Informal Complaint and Response




Carrier Electronic Informal Comglaint and Response Manual 3. Served Informal Complaint Procedures

5 | Complaints = Download Search
Open or Save the spreadsheet to a desktop |

ocation.
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Carrier Electronic Informal Complaint and Response Manual 4, Carrier Response Procedures

2 | Response =% Submit Response

Continued from previous page
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C. Select the Attachment 10 upload from the deskiop location
e Click the Lieme__| button next to the Attachment field.

»  Seclect the [‘l.'_f.ﬁnxl: file from the saved location and click EI
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D. Click on the (22225 ] bution to send the response to the FCC

NOTE: See Section .3 for a list of supported file types. Any other file types may
become corrupted during the PDF conversion process and will need 1o be
resubmitted. Password protected files are not accepled.
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Carrier Electronic [nformal Complaint and Besponse Manual 4. Carrier Response Procedure

6 | Response = Submit Response
To print the confirmation, go to the Intemet Explorer menu and select File 2 Print and

click on in the pop-up window.

Yoo L3

i Cr=g
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Carrier Electronic Informal Complamt and Response Manual

4. Carricr Response Procedures

4.3 HOW TO SEARCH FOR A RESPONDED INFORMAL COMPLAINT

1 | Response = Complaint search

To search for a responded informal complaint, click on Complaint Search in the [cft
MENLL

Ayl HEamen e
ELELE R RS
=4

dal

o

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 § 4, How W Search

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

Response =» Complaint search

Search parameters include User Complaint Number {aka 1C number), Date Served,
! pid .

whether a Response was Submitted, or Year, then click on the [[seszen | button,
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Carrier Electronse Informal Complaint and Response Manual

4, Carrier Response Procedures

3 | Response = Complaint search
The search results display as shown below.
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Reference Section 4,1 for instructions on How 1o Submit a Besponse.

Reference Section 3.4, Stgp 4 of the procedure in on how to export scarch
results to an Excel spreadshect,

eenlalnia

NOTES: To submit an additional response for a complaint, click on Submit Again,

frtrwe RO

Ta wadrnd & raafaeres, tad Byl S b EE o Sy Bl
Ihaii dih il B el W

Rarvs | | BIFLARA D
hpid f Celall W P aRnaR Ll DOl e §

Py
]

b |

oL
Taw 3o

Page 4-8
Carrier User Manual - COMS 2000 Informal Complaint and Respomnse

January 2012



Carrier Electronic Informal Complaint and Response Manual 5. Drashboard Procedure

Dashboard
The next screen displavs all complaints requiring a response within that Serve Package.

L

NOTE: To return to the previous screen, click on Hinl the bottom of the screen,

. _ Page 3-2 : . Janwary 2012
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Carrier Electronic Informal Complaint and Response Manal f., Download InStrections

6.2

6.3

10. If 2 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 respunses have been received by the FCC by

checking the Carrier Response Dashboard.

How 10 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 carricr 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 left 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 8.

Click on a number under Noit Responded, The next page displays the complaints that
have a response due within that serve package.

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
COMSHelpafoe gov for any clarification or corrections to the manual.

6.4

SERVE APPLICATION REQUIREMENTS

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

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

Internet Connection: Minimum 128kbps upload speed.

L.

Website URL: hups:/esupport.foc, gov/serve 2000

Tips for Uploading Responses:

Ask vour IT Infrastructure Team to add hups: esupporn.fee.gov ‘serve 200 (0 the list
of websites that you and vour team can access.
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Carrier Electronic Informal Complaint and Response Manual 7. Technical Support

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,
sccurity protocols, or other applications can affect internet connectivity and cause unexpected
errars. Error messages or requests for technical assistance should be emailed to
CCMSHelpdifoc.gov,
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