
February 16, 2021 

Disability Rights Office Via Zendesk and Email (Sherita.Kennedy@fcc.gov)
Consumer & Governmental Affairs Bureau 
Federal Communications Commission  
45 L Street, N.E. 
Washington, D.C.  20554 

Attn: Sherita Kennedy 

Re: Official Notice of Informal Complaint 
FCC Ticket No. 4447708 

Dear Ms. Kennedy: 

This firm is counsel to WKOW License, LLC, licensee of Television Station WKOW, 
Madison, WI (“WKOW”) and WAOW-WYOW License, LLC, licensee of WAOW, Wausau, WI 
(“WAOW” and, together with WKOW, the “Stations”).   

This letter responds to the Notice of Informal Complaint issued to WKOW by the Federal 
Communications Commission (“FCC”), pursuant to Sections 713 and 4(i) of the Communications 
Act, 47 U.S.C. §§ 613, 154(i), and Section 79.1 of the FCC’s Rules, 47 C.F.R. § 79.1, relating to 
a closed captioning complaint filed by Ms. Patricia Ochs.  This complaint has been assigned Ticket 
Number 4447708 by your office (the “Complaint”).1

The Complaint indicated that there are garbled captions on the “Decades” channel.  The 
Stations ultimately determined, based on her location, that Ms. Ochs watches WAOW (not 
WKOW, to whom the Complaint was directed), and she confirmed that fact when the Stations 
communicated with her.  The Stations appreciate that Ms. Ochs has been both cooperative and 
polite through this entire experience.  We certainly can appreciate that she is frustrated by a 
technical issue that should be resolvable.  

Importantly, Ms. Ochs advised that her experience with garbled captions occurs when she 
watches television (multiple channels, not only WAOW) via a streaming app on her computer.  
Apparently, Ms. Ochs does not use a traditional television set for her video programming.  Both 
Stations checked their outgoing over-the-air closed captioning and determined that the captioning 
was intact and not experiencing the type of garbling identified (and documented) by Ms. Ochs. 

1 The NOIC has a response deadline of February 14, 2021, which was a Sunday, and the 
next business day is Tuesday, February 16, because Monday February 15 was a federal holiday.  
Accordingly, this response is timely filed on February 16, 2021.  See 47 C.F.R. § 1.4. 
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The Stations then determined from Ms. Ochs that her PayTV provider is Charter/Spectrum 
and, using technical contacts in other markets (because the Stations didn’t have direct technical 
contacts in the Wausau market for Charter/Spectrum), the Stations were able to reach out 
successfully to Charter/Spectrum technical staff in the right area.  The Charter/Spectrum staff 
indicated to WAOW that the best course of action would be for us to have the consumer contact 
the Charter/Spectrum technical assistance line directly so that they could open a ticket and attempt 
to resolve the issue.  While neither of the Stations is fully satisfied at this point with where things 
stand—because they sincerely wished that they could have resolved the issue for Ms. Ochs—they 
understand the reasonable rationale behind Charter/Spectrum’s desire to handle viewer inquiries 
and complaints through a particular set of channels.   

Following WAOW’s contact with the Charter/Spectrum technical staff, WAOW sent a note 
to Ms. Ochs (a copy of which is attached to this letter) providing her with detailed instructions on 
how to best contact Charter/Spectrum in an effort to resolve the issue.  Moreover, WAOW also 
invited Ms. Ochs to get back in touch with WAOW in the event that she feels like her experience 
with Charter/Spectrum’s technical team falls short of fixing the garbled captioning issue. 

 At this point, WKOW and WAOW believe that their efforts to directly diagnose and 
resolve the garbled captioning issue have been exhausted.  Nonetheless, they remain ready to go 
to bat for Ms. Ochs if Charter/Spectrum fails to help her address the issue in a timely fashion.  This 
response is supported by the attached Certification and Declaration executed by WAOW and 
WKOW. 

 Should you have any further questions regarding the above-referenced Complaint, please 
do not hesitate to contact the undersigned.  Given the ongoing COVID-19 crisis, please feel free 
to reach out to me on my mobile phone, which is 919-448-6127.   

Sincerely, 

BROOKS, PIERCE, McLENDON, 
  HUMPHREY & LEONARD, L.L.P. 

Stephen Hartzell 
Counsel to WAOW-WYOW License, LLC and 

WKOW License, LLC 

cc: Will Schell, FCC (via Will.Schell@fcc.gov) 
Ms. Patricia Ochs (via patty7041@amprideabstract.com)



CERTIFICATION OF LICENSEE 

I, Curtis Miles, hereby declare, under penalty of perjury, as follows: 

1. I am greater than eighteen years of age and am competent to make this Certification.  
I am the Vice President and General Manager of WAOW.  I have held these positions at all relevant 
times. 

2. My signature below indicates, under penalty of perjury, that I have reviewed the 
Complaint and am familiar with its contents, I have reviewed the foregoing correspondence from 
Stephen Hartzell in response to the Complaint, and, except for those of which official notice may be 
taken or those that are supported by references to separate authority, I hereby verify, to the best of my 
knowledge, information, and belief, the truth and accuracy of the factual information contained 
therein.  

[signature appears on following page]



The undersigned, under penalty of perjury, declares the foregoing to be true, complete, and 
correct to the best of his personal knowledge. 

This, the 16th day of February, 2021. 

By:  
/s/ Curtis Miles 

Curtis Miles 
Vice President & General Manager of WAOW 



DECLARATION OF BOB GOESSLING 

I, Bob Goessling, hereby declare, under penalty of perjury, as follows: 

1. I am greater than eighteen years of age and am competent to make this Certification.  
I am the Operations Manager for WKOW.  I have held this position at all relevant times. 

2. My signature below indicates, under penalty of perjury, that I have reviewed the 
Complaint and am familiar with its contents, I have reviewed the foregoing correspondence from 
Stephen Hartzell in response to the Complaint, and, except for those of which official notice may be 
taken or those that are supported by references to separate authority, I hereby verify, to the best of my 
knowledge, information, and belief, the truth and accuracy of the factual information contained 
therein. 

[signature appears on following page]



The undersigned, under penalty of perjury, declares the foregoing to be true, complete, and 
correct to the best of his personal knowledge. 

This, the 16th day of February, 2021. 

By:    /s/ Bob Goessling 
Bob Goessling 
Operations Manager, WKOW 



DECLARATION OF JEFF FASS 

I, Jeff Fass, hereby declare, under penalty of perjury, as follows: 

1. I am greater than eighteen years of age and am competent to make this Certification.  
I am the Chief Engineer for WAOW.  I have held this position at all relevant times. 

2. My signature below indicates, under penalty of perjury, that I have reviewed the 
Complaint and am familiar with its contents, I have reviewed the foregoing correspondence from 
Stephen Hartzell in response to the Complaint, and, except for those of which official notice may be 
taken or those that are supported by references to separate authority, I hereby verify, to the best of my 
knowledge, information, and belief, the truth and accuracy of the factual information contained 
therein. 

[signature appears on following page]



The undersigned, under penalty of perjury, declares the foregoing to be true, complete, and 
correct to the best of his personal knowledge. 

This, the 16th day of February, 2021. 

By:       /s/ Jeff Fass                                 
Jeff Fass 
Chief Engineer, WAOW 
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Stephen Hartzell

From: Jeff Fass <jfass@waow.com>

Sent: Monday, February 8, 2021 5:00 PM

To: patty7041@amprideabstract.com

Cc: Bob Goessling

Subject: Greetings From WAOW

[EXTERNAL]

Hello Patricia, 

My name is Jeff Fass and I am the Chief Engineer at WAOW, located in Wausau, Wisconsin. I have been in 

communication with Bob Goessling, whom you spoke with recently regarding some concerns with Closed Captioning. 

Since you last spoke with Bob, both he and I have been working with Charter/ Spectrum to see if we can get more 

information regarding your concerns, and we have reviewed our existing systems as well. After speaking with 

Spectrum’s representative, they would like you to reach out to them directly to continue the conversation regarding the 

issues you are having. They make this request because they would like to make sure they can keep good records of what 

has happened and what may still need to happen. The representative is aware that it can sometimes be unpleasant to 

navigate the automated phone system, so he has suggested that you state “Speak to an Agent” when you have the 

opportunity to do so. He also suggests that if you are able to, you may also find help by traveling to your nearest 

‘Spectrum Store’. I have done a quick search for the closest stores, but only found one in Stevens Point, so that may not 

be very convenient for you. Here is the Web Link for support and the phone number for help as well; 

https://www.spectrum.net/support/

1-833-267-6094 

And here is a link for the closest stores if you think that may be helpful; 

https://www.spectrum.com/stores

Please feel free to respond to this email if you have any questions and please write back if you are not able to get good 

assistance from Spectrum. We want to help resolve this for you and make sure you are satisfied with your Television 

experience. 

Regards, 

Jeff Fass 

Chief Engineer 

WAOW, Inc. 

(715) 843-9228 

jfass@waow.com

Quincy Media, Inc. and its subsidiaries do not discriminate in the sale of advertising in any medium (broadcast, 
print, or interactive), and will accept no advertising which is placed with an intent to discriminate on the basis 
of race or ethnicity.  


