
HEARING EXHIBITS 
 

PERMANENT SUBCOMMITTEE ON INVESTIGATIONS 

 

JUNE 23, 2016 

 

“CUSTOMER SERVICE AND BILLING PRACTICES IN THE CABLE AND 

SATELLITE TELEVISION INDUSTRY” 

   



TABLE OF CONTENTS 

 

EXHIBIT 1 – SUBSCRIBER BASE AND MARKET CAPITALIZATION OF TV PROVIDERS 

EXHIBIT 2 – PRICE INCREASES FOR CHARTER BUNDLES 

EXHIBIT 3 – EXAMPLE OF PROMOTIONAL PRICING AD WITH FINE PRINT 

EXHIBIT 4 – DISH PROMO PACKAGE WITH ROLL TO PAY PREMIUMS 

EXHIBIT 5 – HD, DVR, AND ARS FEES IN 2015 

EXHIBIT 6 – INCREASING RSN AND BROADCAST FEES 

EXHIBIT 7 – INTRODUCTION OF RSN AND BROADCAST FEES 

EXHIBIT 8 – AVERAGE PACKAGE PRICE INCREASES 

EXHIBIT 9 – DIRECTV – PRICE AWARENESS TEST 

EXHIBIT 10 – COMCAST SAMPLE HIGH EFFORT CALL RESOLUTION PATH 

EXHIBIT 11 – DE-ESCALATING OR CLARIFYING QUESTIONS 

EXHIBIT 12 – TIME WARNER CABLE RETENTION TRAINING 

EXHIBIT 13 – SELF-SERVICE OPTIONS 

EXHIBIT 14 – TIME WARNER CABLE SAMPLE TRANSITIONS FROM RETENTION TRAINING 

EXHIBIT 15 – DISH RETENTION TRAINING ON OVERCOMING OBJECTIONS 

EXHIBIT 16 – INTERNAL DISH COMPETITIVE COMPARISON 

EXHIBIT 17 – TIME WARNER CABLE TOP-DOWN APPROACH 



EXHIBIT 1: SUBSCRIBER BASE AND MARKET CAPITALIZATION OF TV PROVIDERS  

 

  

TV PROVIDERS VIDEO SUBSCRIBERS COMPANY VALUE ESTIMATED % 
OF ALL HOUSEHOLDS 

ESTIMATED % 
OF SUBSCRIBER HOUSEHOLDS 

 CABLE COMPANIES 

 

 
 

22,400,000 $145.67B 16.72% 22.4% 

 

 
 

11,056,000 $59.66B 8.25% 11.06% 

 

 
 

4,445,000 $25.77B 3.32% 4.45% 

 SATELLITE COMPANIES 

 

 
 

20,112,000 $47.18B 15.01% 20.11% 

 

 
 

13,874,000 $23.758B 10.35% 13.87% 



EXHIBIT 2: PRICE INCREASES FOR CHARTER’S BUNDLED SERVICE PACKAGES, AS OF 2014 
 

Source:  CHTR-MVPD-PSI-00000770  

 

 

 RATES 
SERVICES YEAR 1 YEAR 2 STANDARD 

 
 

 Triple Play 
 

TV Select + Internet 
+ Phone 
 

$89.97 $109.97 $129.97 

TV Silver + Internet 
+ Phone 
 

$109.97 $129.97 $149.97 

TV Gold + Internet 
+ Phone $129.97 $149.97 $169.97 

 
 

Single Play 
 

TV Select 
 $39.99 $59.99 $59.99 

TV Silver 
 $59.99 $79.99 $79.99 

TV Gold 
 $79.99 $99.99 $99.99 



EXHIBIT 3: EXAMPLE OF PROMOTIONAL PRICING ADVERTISEMENT WITH FINE PRINT 

 

 

 

 

 



EXHIBIT 4: DISH PROMOTIONAL PACKAGE WITH ROLL TO PAY PREMIUMS 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Fine Print: “Requires credit qualification. 24 month commitment with early termination fee and eAutopay 

*After 3 mos, you will be billed $60/mo for HBO, Cinemax, Showtime, Starz and Dish Movie Pack unless you call to cancel.”



EXHIBIT 5
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EXHIBIT 7: INTRODUCTION OF RSN AND BROADCAST FEES  

 
 

 

 

 

 

 

TV PROVIDERS 2011 2012 2013 2014 2015 2016 
 CABLE COMPANIES 

 

 
 

   ✓ ✓✓ ✓✓ 

 

 
 

   ✓ ✓✓ ✓✓ 

 

 
 

✓ ✓ ✓ ✓ ✓ ✓ 

 SATELLITE COMPANIES 
 

 
 

 ✓ ✓ ✓ ✓ ✓ 

 

 
 

      

✓= RSN FEE          ✓= RETRANSMISSION/BROADCAST FEE  
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EXHIBIT 10
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EXHIBIT 11
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EXHIBIT 12
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EXHIBIT 13: SELF‐SERVICE OPTIONS 

 

    

 

Online self-
service options Charter Comcast1 

Time Warner 
Cable DirecTV Dish 

Sign up for service  Y  Y  Y  Y  Y 

Upgrade service  Y  Y  Y  Y  Y 

Downgrade service  N  N  N  Y2  Y 

Cancel service  N  N  N  N  N 

 

 

                                                            
1 Comcast said that it is working to expand self-serve options to allow for a broad range of downgrades, including removing services or changing to a less expensive package. Letter from Reginald J. 
Brown, Counsel for Comcast, to Chairman Portman and Ranking Member McCaskill (June 15, 2016).  
2 DirecTV said that customers could downgrade packages online through self-service, so long as the packages did not include premium channels. In addition, officials noted that customers who 
wanted to remove premiums or cancel a line of business had to call so that DirecTV could “understand their issues and craft tailored solutions to meet their individual needs.” Email from William 
Clarkson, Counsel for DirecTV, to Subcommittee (June 20, 2016) (“DTV-PSI Minority Report Response Submission”). 



EXHIBIT 14

 

Source: 
 

 

4: TIME WARNER CA

 TWC 00001387 

ABLE SAMPLE TRANSSITIONS FROM RETENNTION TRAINING 



EXHIBIT 15

 
 

 

5: DISH RETENTION TRAINING ON OVERCOMING OBJECTIONNS 

 



EXHIBIT 16

 
 

 

 

 

 

 

6: INTERNAL DISH COMPETITIVE COMPAARISON 

 



EXHIBIT 17

 

7: TIME WARNER CAABLE TOP‐DOWN APPPROACH 
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