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Installation

In order to receive cable programming, the cable
provider may need to install wiring and equipment
at your location. Service technicians perform the
installation work, which may take several hours to
complete.

e Ask whether installation fees apply and the
amount of the fees. In addition, you should ask
what is included in the cost of the installation.
For example, you should ask if installation re-
quires drilling through exterior or interior walls
and, if so, whether there is an additional
charge.

e If you see “free installation,” make sure that
you find out what will be included in “free in-
stallation.” For example, will other
“installation” work be necessary in order to
receive the service? You should also ask if
“free” means through a credit or a redeem-
able coupon or voucher program, and exactly
how that program will work.

e Ask whether someone else other than the
provider will be doing the installation, and
who will be responsible for that installation
work. For example, if there are problems with
the installation (e.g., shoddy workmanship, or
damage done to your property), find out who
will be responsible, and whether to direct any
installation issues to your cable provider or
the third party installer.

III. Taxes, Fees & Other Surcharges

Early Termination Fees (“ETFs”)

Cable providers often charge early termination
fees if you cancel or downgrade a service before
a fixed contractual term, usually 12 to 24 months.
ETFs can be quite substantial.

e Always ask about the amount of the ETFs.
For example, while canceling service before
the contract is up usually results in ETFs; find
out if downgrading a service from a higher-
priced plan to a lower-priced plan also results
in ETFs.
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e If you downgrade or eliminate a service
bought in a bundle, ask whether the cost
for the remainder of the services will
change.

e If you purchase bundled services that are
provided by different companies, make
sure that you know what the contract
terms are for each different company and
if terms, such as early termination fees,
will be different among those companies.

Fees, Taxes & Other Surcharges

In addition to programming, equipment and

installation charges, cable providers may also

assess certain taxes, surcharges and fees as

part of consumers’ monthly bills. These addi-

tional charges can add a significant amount

to your monthly bill.

e Be sure to ask whether there are any
other fees of any kind before entering
into a contract.

e Cable providers may assess other fees
such as “activation fees” to commence
service or other fees that have not al-
ready been discussed.

o Cable providers are required by law to
assess certain taxes and they are permit-
ted to pass on other charges (such as
franchise-related costs) to their customers.
Some of these charges, such as franchise-
related costs, differ in amount depending
on where you live. Determine the taxes,
fees and surcharges specific to your city or
town.

For more information please visit
our website at
www.mass.gov/dtc and click on

Competition Division. You can
also reach us at 800-392-6066
or email us at
consumer.inquiry@state.ma.us.

Department of
Telecommunications & Cable

Better businesses. Smarter consumers.

Geoffrey Why, Commissioner
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