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

OFFICIAL
NOTICE OF INFORMAL COMPLAINT

October 22, 2014
(HALE) (KSTR-TV)
FCC Case No. 14-C00614134-1

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 penaities 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,

Spain 1 el

Susan L. Kimmel, Deputy Chief
Disability Rights Office
Consumer and Governmental Affairs Bureau
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CARRIER RESPONSE
COVER PAGE

COMPLAINT # : 14-C00614134-1
CARRIER : KSTR-TV

CONSUMER NAME : HALE

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.
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Complaint Summary: 14-co0614134-1

Date Served : 10/22/2014

Response Due Date : 11/21/2014

Carrier : KSTR-TV

Form Type : 2000C

Consumer Name : HALE, ROD

Complaint Submission Date: 09/16/2014
Complaint Type: Broadcast

Complaint Category: Disability

Complaint Sub-Category: Closed Captioning



User Complaint Key: 14-C00614134

Form 2000C - Disability Access Complaint

Consumer’s Information:

First Name: ROD Last Name: HALE
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: 1375 COUNTY ROAD 313 Address 2:
Mailing Address (where mail is delivered)

City: GLEN ROSE State: TX Zip Code: 76043
Telephone Number (Residential or Business): (254) 897 - 3484

E-mail Address:

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: Letter , Telephone Voice,



User Complaint Key: 14-C00614134

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 on television (from a television station or subscription TV provider,
for example, cable, fiber optic or satellite)

2. Provide the name, address and telephone number (if known) of the company(s) involved in your
complaint:
Name:
City: State: 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):
and any details of when the event or action you are complaining about occurred:

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"):

b. Channel (for example, “13"):

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

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"):
VF-TV
b. Channel (for example, “13"): 55-5
c. Station or subscription TV provider system location:
City: County:
State:



User Complaint Key: 14-C00614134

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:
Consumer has over the air reception. He receives 49 stations and 15 of them are in Spanish and
Vietnamese. None of these 15 stations offer closed captioning. From what he understood, 75% of
stations were to broadcast with closed captioning by 2012. This is not happening. The stations that
are not captioning are channels 55-5 VF-TV, 58-4 ENLACE, 55-3 CRTV-2, 55-2 CRTV-1, 55-1 KAZD-DT,
52-1 KFWD, 49-1 KSTR-DT, 47-5 CRTV-5, 47-4 KTXD-4, 47-3 IATV, 39-2 EXITOS, 39-1 KXTX-DT, 29-2
INMAGRA, 29-1 KMPX and 23-1 KUVN-DT. As a resolution, he would like the channels to be captioned
like they should be. CTR359

You may submit this form over the Internet at http://www.fcc.gov/cgb/complaints.html, by e-mail to
fecinfo @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-C00614134

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).
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Federal Communications Commission
Consumer and Governmental Affairs Bureau
Disability Rights Office
445 127 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 pracessed 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 DROinquiries&complaints@fee.gov,

Sincerely,

Spics, 1 b

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

Attachment(s)
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Federal Communications Commission
445 127 Street, SW
Washington, DC 20554

CCMS Carrier Manual
Electronic Informal Complaint and Response

Version 5.3

Date: January 2012



Carrier User Manual - CCMS 2000 Informal Complaint and Response
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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 3.1 for further
instructions on the Dashboard).

Page 2-1 January 2012
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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 HoWw TO LOGIN AND RETRIEVE SERVED INFORMAL COMPLAINTS

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.

Federal C. icati

445 12th Strest SW
Washington, DC 20554

NOTE: Contact either your FCC liaison or send an email to CCMSHelp@fce.gov fora
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
carrier-served complaints, click on the Form 1088 toggle at the top left of the page.

; Switch to Form 1088 Complaints

T s | — = - ,2.60.,_0. e e————————————— m_
Complaints .
New Complants Packagt Nama - SRVDB4EL
Ot Compataints Carrior Name
Cawnioaded Lig Dawe Sarvad - Sep 10, @004
awninad Search Rasponse flun Datn © Gd 10, 2000
RatmonR Qi aents e o MAoanie on O 10, 2008 . 144 ey
Submt Busoonig k.
Barinw Bosponis Cawnined Serpe Gaghaas -y
Camolalnt Sisarch
DRashboard

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

Step Action

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.

4

gwozom

Loalioss B O D O e
Serve: 2000 Lonmt
Compiaints
Now Comolaints Package Hama | SAVD34B1
(i Comalaings Cayrier Namo
Qownigadad Lst Datw Gerved | Sop 10, 2009

Oawniced Sueech Rusponse Due Date : Oct 10, 2000

Response
Subm Assoohin

Emvimw Busponse Ruwnioad Secvs Packaos
R [ M|

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.

Comolsiots dus for maganie on Ot 10 2006 144

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 TO DOWNLOAD SERVED INFORMAL COMPLAINTS

1 Complamts =» New Complaints

ION1E 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

8erve 2000

Switch to Form 1088 Complaints

] Serve 2000 s ! Logot

G e Compisniy A5 B 1L LT e e RS e

New Complaints wmnuam 6RV03484

Oid Complamnts Carrier Name

nownloaded List Date Served : Bep 10U, 2008

Downioad Search Respone Due Date - Ot 10, 2008

LTI Comoiainta dhse (of 1aspanae on Oct 10, 2000 ; 142

feyiew Reiponas thagn

Comolaint Search mmm

Dashboard

FTLON 28 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.

Serve 2000 Switch o Form 1088 Complaints S aees
Serve 2000 Looout
Complaints i Tl .
New Complaints Package Name | SRV03461
Qid Comnlaints Carrier Namo
Downiloaded List Data Served | Sap 10, 2008
Rownload Search Rasponse Dye Date - Oct 10, 2008
fononse Complaints dus (or sesnonse on Qct AQL 2008 | 142
Submit Besponse
Beviaw Responss Download ferve Batkaon
amolaint Search Ifmn.@all
Dashboard

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.

jUser u:mplllnt number:

Form 2000A ~ Daceptive or g or M

{eanaumer's intormatiom
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Step 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 L.ast 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.

Berve 2000 Switch to Eg_g__]ﬁ Compleaints

T =
oo - DR DD 6 ) [ 4
Comaints ST A S R |
. | Complaint 1 24 RO 1 el R

User Complalmt | o\ o, Serve  Besoonse o0 eige Download
fd Comninnts ‘ Humher —_.MSL_ME__—SEEEEE!
Downloaded List T

08.C00026496-3  Tost al ahri®  0&CO00RE49E BOZ0ndt T
Download Search
LT 08-C00049761-1  Teat bt para® | gE£0004AIB1 S026md! T
Submit Besponge
Beview Resnanse 08-CO0055745-2  test e ahe oS paropossrdsy saibed I
Complaint Search
Dashboard 08-C00068152.1  tarat foro aoie’  BBC000831S2y Sozeedt

. Update

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

Serve 2000 Switch to Form 1088 Complaints

Complaints | Con Y
Bosponse Dawnload -

Qid Comataings Rienalalt  ypst ome o068 BOSPORSE Comptolat Fle Camplere
Downioaded L

= 08-C00028408-1  Tast e T b WM%LM =
Rownload Search
by 08.C00043761-1 Tast e’ oha%  oeCoopasier saeodt I
Submi Rasponse
Beview Resnonge 08-C00055745-1  test boi0 o  RAL0005S74%1 Soaepdt I
Comalant Search 5
Dashboard GB-C00063152-1  terst ard?. pora®  om.coonsaifipl so2Godt I

Dpdace |
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3. Served Informal Complaint Procedures

step Action

4

in this procedure.
it n—

Dajqumh_up-uu:mlhhllﬂ

ﬁ} Nomer  DB-CIDKE49G-1_5026.pd
i Typa. Adobe Acobat Docurment

Frorer espport.ec gov

Open I. Cocd_|

Complaints = New Complaints

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

Whie s hom the Intemet can be tsshul, sorme Bes can potenkaly

@

harm peis compuber. | you do not bust the souca, do not apon o

next step in this procedure.
TR

Do you want to open o save Ihis (Ba?

1 Namer 08-CUKTS190-1_5026,pdt
ﬂ‘} Type  Adobn Acrobat Document

From eappat.fec.gov

& u.-.i| soe | camst |

Whie s from the Irdecnet can ba Lasiul, tome Fios can pokerbully
_nl_- 2. 1 you do nol busl the source. do ot cpen or
sarve e fle. it s i 7 T

I@:

OPTION2:
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

BB Adubs Actobat Protessivnal - [11ey_aprO2{ 1] pdi]

'Z'._HloEdltVlawOotwnent Comments Tools Advanced Window Help -B'x
* gpon.., oo B | O e o O oVt SR Sl Ll :
I Crose PDE » 2= W 1 Create L 5] 0-1 [ ! ] )
g::u Prrow & | Ly O |- ® D) oy @ren-
" oom amw - IT-
= Shomer |l £ - L L =Sl
[ Sevess. _ sweais ] »
| smasm-_%;'m.. A
Reducs Fie S,
st '
Fombat ’ United States Govemment
Federal Communications Commission
Rocument Properties... D
Consumer and Govesnmentai Affairs Bureau
R R Consumer inquiries and Complaints Division
S e S 445 12ih Street, SW, 5-AB47
Emmmsm... R T Wasmngton' D.C. 20554
PriniMe Internet Printing... Shit+CirH9
* Hstory J OFFICIAL
1€\ \1198_spro2fa).ock
2CH\...\summer08{1], pdF NOTICE OF INFORMAL COMPLAINT
2CH...\Fla_ot_svalebief 1) pcf
4Cr\Documents and Settings?,.. \08-529, pf Date: 04/09/2008
§Ci\...\20080508-121338{1] pdf
T reneveere SULTIFIED IN THE ATTACHED LIST IS REQUIRED TORESPONDTOTHIS |
o = 1ef38 | P B e
m

Page 3-5 January 2012

Carrier User Manual - CCMS 2000 Informal Complaint and Response



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

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.

g | T

[ Destion e | 15 E!!~

Fio name. [00C00020459 18026, 2 Al Sy |
eSS Mmtmn: 1) ‘ilﬂ
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 i button at the bottom of the page.

8erve 2000 Switch to Form 1088 Complaints

Serve 2000 TestLogout
Complaints [ompini (or Ia
usee Comolaint Besponas Dawnfoad
9ld Comalaints Humber lestuams  GAOE  OUDoe Comslalnt fls Complete
Downloaded List Mar 17,  Apr 16,
08-C00028496-1 Test 2010 2010 08-CON02R4GE-1 5026.0df 4
=, : Mar17, Apri6  oe.co0043zer) H0z6.0df
08-C00043761-1 Test 2010 2010 4
Submit Response
s . Mar 17,  Apr 16,
ieate KuaDonae 08-C00055745-1  tast 2010 2010 Q8:C00085743.1 50%6.0dl 4
Complaint Search =
Dashboard 08-C000631521  tarst Toro | ahios 080000631521 Szend | R
I Update
Page 3-6 January 2012

Carrier User Manual - CCMS 2000 Informal Complaint and Response




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

7 | Complaints *» New Complaints
If an individual file or a selection of files is confirmed as downloaded, then the following

confirmation appears.

gelected Gomplaints marked as Downloaded

: laint £ Download

Uspr Comnlaint Laxt Serve Resnoose

If all files within the package are confirmed as downloaded, then the following
confirmation appears.

$alectad Gomploints marked as Downloaded
There are no mare Comnlatnts_lr! this Pgd;;ge( SRVD3481) to be downloaded.

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.

Complaints

[ ———

=i |
Downloadad List

Rownigad Search
Response

Submit Response

Review Response

Complaint Search

Rashboard
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33 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
T
Downioad Search
Response
Subimit Response
Review Response

Complaint Search
Dashboard

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.

Foo v
L ) e is o

Eerve 2000

Switch to Form 1088 Complaints = = T ST R T
Serve 2000 Lot
Complaints Pages EE
New Comalaints — ! .
Old Complaints o L et - - : — :
Downloaded List SepyePachegs  Sepeafels  BupsaisDuaOote  View@etslls  Dowplosd Package
Downinad § ©RVD3229 Sop 03, 2008 Oxt 03, 2000 incee Dutasy
Rasponse ERVD3112 Aug 7, 2008 Qep 26, UMD Moy Ootatls m:
Submit Respones SRVG3030 Aug 20, 2000 Bop 19, P00B sowe Dotaily Qownioad
Aaview Resognse SRVZUY Aug 18, 2008 Sap @, 4008 it Dotaits Cownload
Complaint Search SRVOZYO8 Aug U6, BO0D Sap 0, 2000 Vherw Doty Dawnload
Dashhoard SRVOR503 Jub 5D, 200Y fwg 29, 2006 v Datails Qownload
GRVOLI0 i 28 2008 Aug 22, 2008 Winw Dotails Rowpioad
SRVOP236 uf 1o, Ponn Aug 18, 2008 Vo, Dntails Downioad
SRVNI2000 Jul 09, eUpa Aug D8, 2008 N Dotais Qoyrlopd
SRVD1PO? 1 07, 2008 aup 01, 2008 Somw Dotalis Dowrdoad

! 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

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. I
Serve 2000 l.mm':
Complalms Poges EE
oucomoises | SRR FIS o B E7 0 1 vl
Dasnioaded List Seres Packogs Ao Oete™ BrapeninDueDaly  Wiew Detally Dowenjosd Rackage
Dawninad Sasrch SRVOEIE3 Sep 03, 2000 Oct 03, 2008 Qownload
Rasponse fRVD5172 AuQ 07, 2000 Sep 20, 2008 m Downioad
Sutmit Resnonso SRVD3038 aug 20, 2000 Sap 19, 2000 Vinw Details Downioad
Oz 9 oug 19, 2008 Sop 12, 2008 iyt Dotads Oownload
Samoisint Saacch SRVE2200 aug 06, 2000 Seq 05, 2008 inwe Datails Rawolpad
e SAV0P305 sul 20, 2000 Aug 29, 2008 \iaw Dotats Dawnioad
SRVIZBO8 i 23, 2008 aug 22. 2000 Viny Dotaits Qownload
savIR0 1l 16, 2009 Aup 18, 2008 Viow Dotads Dewnload
SRUIZ060 Jui 09, 2008 Aug 08, 2008 Yioe Detads Oownload
SRVDIRSR Jul g2, 2008 Aug M, POGE Vi Dutals Oownioad
4 | Complaints = Downloaded List

To download a previously served complaint?, click on Downloaded List in the left
menu.

Complaints
New Complaints
Old Complaints
Rownlgaded List
Saarch
Rasponse
submi Response
Review Response
Comolaiot Gearch
Rashboard
Respanse Search

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.

Page 3-9 January 2012

Carrier User Manual - CCMS 2000 Informal Complaint and Response



Carrier Electronic Informal Complaint and Response Manual

3. Served Informal Complaint Procedures

Step Action

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

Complaints

Carrier User Manual - CCMS 2000 Informal Complaint and Response

. Last « [Besponse Due

0ld Complaints Scrve Dote Compinint Eile

Number Niime: Pnte
Downloaded List 08-000026498-1 Test Mar 17, 2010 Apr 16, 2010 m
Dawnload Search 08-C00043761-1 Test  Mar 17,2010 Apr 16, 2010 : :
0] 08-C00055745-1 test Mar 17,2010 Apr 16,2030  DA-CO0055745-1 5026.ndf
Submit Resoonse

06-COD0G3152-1 terst  Mar 47,2010 Apr 16, 2030 08:£000631 521 _5026.ndt
Complaint Search
Dashboard

Page 3-10 January 2012



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

34
Step

1

HOW TO SEARCH FOR PREVIOUSLY SERVED PACKAGES AND INFORMAL COMPLAINTS

Action

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

Complaints

New Complaints

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.

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

Served, or Year, then click .

I 00
“F Cintlssion

Serve 2000 Switch to Form 1088 Complaints 2 ek o A
Serve 2000 TestLoqout
Complaints ™ ¥ < =
gldc i .' Last Name l
Usger Complaint Number IOHO\!OEM”
Rownlpaded List |
Download Search Date Servad : | M=
Response Year : I-SBIM— -I
Review Response Clear I
»
Complaint Search
Dashboard
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Step Action

3 | Complaints ® Download Search
Search results appear at the bottom of the page.

Serve 2000 ~ Switch to Form 1088 Complaints )
Serve2000  Testiomut
Complaints [ Downtoad Search AT I
. = — -
Mm_ Last Name : [ 5
User Comptaint Number : |0!-t0002!09!
Downloaded List -
Download Search Datajservedl [ EE
Response Year :I—Salact- -l
Submit Responge
Search i Clen:t
Review Response 4
Complaink Search | Save To Exsel| — S = e
Dashboard R S Y SRR i e CSwarchRewlts
Mser Camolning
R LaglNome  Berve Dote™ gﬁ.{'ﬁmm Complnint File
08-C00028498-1 Test Mar 17,2010  Apr 36,2010  DB-CODOZE4RB.1 S026.0df

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

Search Results.
(TP E’o1xa ica
. ¢t FEE IV H oy it
¢ D] Leienssion
Serve 2000 Switch to Form 1088 Complaints
T L o eeiServe 2000 Lt Test Logout
Complaints | Downiond Searc y hacd Ry P
gt Ll 3 - SIS R T
Hew Complaints Last Name :1
Qi Crmalz i Usear Complaint Number : |qa~monum
Dawnloaded List i
Download Search Dataiseadi] | @
Response Year :Iasnlon_t-. -|
Submit Responge

! - Search | Clear
= == e
m"“‘ﬁ‘“‘"‘“ LastMame  SornDpigw  BEIRARSADUG cop e pg

fnto
06-C00026498-1 Tast Mar 17,2010  Apr 16, 2010  0B-CO0028486-1 5026.pd!
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3. Served Informal Complaint Procedures

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

File Download R A ooty it ¢ s s /A
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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

1 | Response = Submit Response

Click Submit Response from the left menn.

Complaints
Naw Complaints
Qid Complaints
Downloaded List

Download Search

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

forvo2000 " Switch to Form 1088 Compiaints

Complaints
LT To submit 2 response, chick Browse ta focate a document, and
Qid Complaints then dick Submit to send the file
Rownloaded List
Download Search serve 1d : [SRVIZET “K(A)

Response User Complaint Number l 08-C00028468-1 '.
Submit Response Attachment ; r'—'—"—'—' [ @
Review Response
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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2 | Response "» Submit Response

i

‘Serve 2000 Switch to Form 1088 Complaints b,
T i e Serveid000. © TestLogout
Comploints [ Submit Respons Al j W TP R e
PURR NETURSSAR v LAl WS IRLE (LiW SRh ISR i y
To submit a response, click Browse to locate a document, and
Qid Complairts then click Submit to send the file
Rewnloaded List
Downicad search Serveld: |8fﬂ_V1_§S‘l1 "I :)
Response tser Complaint Number | ]DB{_!WWW‘H '.
Submit Response Attachment r'—'—'——'"—"' T @
Raview Response
Complaint Search it LD)
Dashboard 3 %

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

o esponse file from the saved location and click .
i —
Fie reve (o rgy A T
S I X El "“_'—-"‘4

D. Click on the 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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4, Carrier Response Procedures

| 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 anotheér response is provided

Serve 2000

Switch to Form 1088 Complaints
) % : Serve 2000 Test Logout
Complaints '|___ A ] 'I __'_-r-- & "T"-—wﬁhwv—b‘!w’! S E 1
- S = ot i

Qid Comolaints Thank you for your responsa to complainant | Ela Test

Rownloaded List Size of the uploaded File : 614 KB

Download Search Your Confirmation Number 1o 1 08-C00028498-1

Your Response file name is : 08-C00028490-1_5026.pdf
Response
Qelete Reppanse Submit another response

Review Response -

Comolaint Search

Rashboard

4 | Response = Submit Response

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

Retpanse Fie 00-CAO04N763 -1 5026041 Deleted.

Subima another (eaponun

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@fce.gov.

5 | Response =» Submit Response
Submit Another Response returns to the screen in Step | of this procedure.
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click on

New

Save As..,
Page Setup...

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

in the pop-up window.

! e Edt Yiew Inset Format Tooks Table Window Help

. 4
0o

Edit with Microsoft Office Word

'agw Henge =

A
€ Stechon . € Tumers Page

CPages [ ..I_”mn =

pape g For

td
Entes ohar & ninge _v;-'?un-un fli e

4. Carrier Response Procedures
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4.2 HOW TO REVIEW A SUBMITTED RESPONSE

1 | Response =» Review Response
To review previously submitted responses, click Review Response in the left menu.
Complaints
New Compiaints
0Old Complaints
Dawnloaded List
Dawnload Search
Response
Submit Resporiae

Daghboard

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

8erve 2000 8witch to Form 1088 Camplaints

2 Serve 2000 ] TestLogout

Complaints

31&_:2!]&4&1’“ Serve Package SeryoDpteY Responsa Due Date View Respanse Detalls

SRV12311 Mar 17,2010 Apr 16, 2010 mwm
Doewnioaded List
Rownload Search
Response

Submit Resgonne
Review Regponge
Comolaint Search
Rashboard

F ResponaAs

t7 ¥ b . 1]
P e e L A T Al

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

S __ Switch to Form 1083 Complaints iy _ =
Serve 2000 TestLogout
Complaints 3
¢ Mser Complnint Lost  ServeDmic  Busponse Dug Submitted
Qid Comolaiots Humber Mome ¥ Balr, Bats Sammeatie
MMM 08-C000284983  Test  hot 7 apr 16,2030 o 1 lmi -
Response oL
Submit Response
Review Respanie
Complant Search
Dashboard

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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43  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 left
menu.

Complaints
New Comolaints
Q!d Complaints
Downloaded List
Downioad Search
Response
Submit Response
Review Response

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 number), Date Served,
ponse was Submitted, or Year, then click on the button.,

Switch to Form 1088 Complaints

 Serve 2000

; TestLogout
Complaints
New Comolainks
User Complaint Number lns-cnoozuss
Oid Comalaints -
Date Served : | m
Rawnloaded List
5 { Searct Response Submitted : _Q_Il -l
Response Yaar 1 |- Select -~ ~|
Submit Responge
Complaint Search
Raghboard
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4 | Response = Review Response

Click to view the response or click on to save the response file to
a desktop location.

File Download
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-5
51

DASHBOARD PROCEDURE
How TO USE THE FCC CARRIER RESPONSE WEBSITE’S DASHBOARD

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

Complaints
New Complaints
Old Complaintg
Downloaded List
Rownload Search
Response
Submit Response
Review Response
Comolaint Search

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®.

Sarve 2000 8witch to Form 1088 Complaints

Serve 2000  TestLooout

Complalnts rie

= 4 L —— —— P
S Sy s s |
PRownloaded |.ist {1’7
Download Search
Response
Submit Resoonse
Review Response
Complaint Search

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.

Page 5-1 January 2012

Carrier User Manual - CCMS 2000 Informal Complaint and Response



Carrier Electronic Informal Complaint and Response Manual

4. Carrier Response Procedures

Response =» Complaint search
The search results display as shown below.

Foc Fagnin

(PR Fall ot Ml
< 2 (Chhimssan

Serve 2000 Switch to Form 1088 Complaints i
R it B ~ Serve 2000 TestLoqout
Complaints | Complaint Seard fﬂ?}ﬁfﬁﬂ@:ﬂi"i
hew Complaints User Complaint Number ; W
;. Date Served : I
Dawnloaded List -
D 15 Response Submitted x'N! ~|
Response v.:ar:l—Snluct- 3|
; Search ] Clel:l
Beview Responte
Complaint Search = J = :
Rashboard A v autts holl=
Usor Complnint  Last oo .. poyo Boseonsg Submitted poeoonco py Submit
Humber Hame Dun.Date Bale 58
08-CO0028498-1 Tast ;'g;n”' :g'“;ﬁ' ;’g;o“' Mm—‘-im - R Submi

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

‘Switch to Form 1088 Complaints

Complaints :,', 55"'&";"5_1 75

New Complaints
To submit a respense, clich Browse to locate a document, and

QOid Complaints then dick Submit to send the file
Downloaded List
Downlpad Search Serve Id : SRV12311

Response User Complaint Number ; 08-C00026498-1 dmibesd
Submit Response Atrachmant | [Ci\Bosuzentn and Sew | Gowee
Beviow Response
Complaint Search
Dashboard
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3 | Dashboard
The next screen displays all complamts requiring a response within that Serve Package.

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

Serve 2000 Switch to Form 1088 Complaints
Serve 2000 Testlooout
Complaints a.m. @Eﬂ 4,.. 01. ,m Ww
| ==_—”a\ Lmans
Maer Comploint  Lhsd Response
0id Complaints Mumber o Mame Serve Date ¢ it COmplaint Fite
Downloaded List Mar 17, 16, 3
S 08.C00043761-1 Test  pov ! oaf 0e.CO043761) 50260 Subme
Response Mar 17, Apr 16,
_ 06-CO00SE74N-1 test o0 by DECOO0SSTAS ED260dl  Submit
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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.
Complaints
New Complaints
Old Complaints
Downloaded List
Download Search
Response
submit Regponge
Review Responge
Complaint Search
Dashboard
Downloa'ad' Instructions
To Submit 8 response
How to use Dashboard |
User Manual
Serve Application
Requirements
Supported File Tvpes

6.1 How 10O SUBMIT A RESPONSE
1. Login with the User Name and Password provided by the FCC.
2. Click Submit Response from the left menu.

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

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

6. 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.

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

9. Click on Submit another response at the bottom of the confirmation message to
continue submitting responses.
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6.2

6.3

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.

How TO USE THE DASHBOARD
1. Login with the User Name and Password provided by the FCC.

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

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

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

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

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

8. Click on a number under Mot 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
CCMSHelp@fec.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.

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

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, xls, 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.

Complaints e .bmp - Bitmap (image)

e o .csv—Comma Separated Value

Dovinloaded List e .doc, .docx — MS Word 2003-2010
- © o gif—Image File

Submit 8',’.‘.:(10”53‘ o .jpg-Image File

f:;;ﬁgf;; o .pdf- Adobe
oﬁmnmwms o .png-Image File

To Submit 2 rasponss ° .ppt, .pptx — MS PowerPoint 2003-2010

How to use Daghboard

.properties — File Properties

User Manual

secve Application e .rtf — Rich Text Format
Beaulrements

e o tif/.tiff — Image File

o .txt— Text
e .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 Cérrier 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
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CAMS Consumer Advocacy and Medistion Specialists
CCMS Consumer Complaint Management System
CGB Consumer & Governmental Affairs Bureau
FCC Federal Communications Commission
D TIdentification
IC Informal Complaint number; aka User Complaint Number in CCMS
NOIC Notice of Informal Complaint
PDF Adobe Portable Document Format
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