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CYtilBIT NO. I .. 
City of Alexandria, Virginia 

MEMORANDUM 

DATE: DECEMBER 8,2010 

TO: THE HONORABLE MAYOR AND MEMBERS OF CITY COUNCIL 

FROM: JAMES K. HARTMANN, CITY MANAGE 

SUBJECT: 2010 COMCAST CABLE CONIMUNICATIONS, INC. ANNUAL 
SUBSCRIBER SURVEY REPORT 

ISSUE: Receipt of the 2010 Comcast Cable Communications, Inc. (Comcast) Annual 
Subscriber Survey Report. 

RECOMMENDATION: That City Council receive the 2010 Annual Subscriber Survey 
Report from Comcast. 

DISCUSSION: Section 9-3-1532(b) of the City Code requires the cable television 
franchisee to conduct an annual cable subscriber survey for the purpose of evaluating the 
degree of subscriber satisfaction with Comcast's cable television service and identifying 
whether the cable-related needs and interests of the community are being met. The 20 10 
cable subscriber survey was administered via telephone to 801 Alexandria City cable 
subscribers, compared to 800 in 2009. The survey was conducted by 4 7  Broadband 
Market Research, a provider of marketing and teleservices based in Manassas, Virginia. 

Highlights of the 20 10 survey findings follow: 

Survey Sam~ling Procedure 
4 7  Broadband Market Research's staff interviewed a sample of 801 active cable 
television subscribers between August 11 and August 17, 2010. The respondents were 
randomly selected by computer from the Comcast billing database of Alexandria cable 
subscribers. The sample size carries a 95 percent confidence level with a margin of error 
of +I- 3.44 percent. Calls were placed during day and evening hours, as well as during 
the daytimes on Saturdays. All surveys were fblly supervised and all surveyors were 
trained specifically on each survey question and response set. 

Cable Subscriber Survey Results 
Overall subscriber awareness of the availability of the public access (PEG) channels 
which are Community Channel 69, Government Channel 70, and Educational Channels 
71, 72 and 73 increased from 53% (425 of 800) in 2009 to 63% (504 of 801). Eighty- 
seven percent of the respondents (702 of 801) indicated they would be interested in 
specific programming that highlighted City services, programs or projects, up from 17% 
(142 of 800). 



Respondents indicated that the biggest obstacles to watching more programs on the PEG 
channels were (a) lack of interest in topics-56 percent, (b) lack of program listing 
i n f e 2 8  percent, (c) technical quality of programs-four percent, and (d) other 
reasons-12 percent. Staff will work with Comcast officials and Communications staff 
to identify ways to better publicize the availability (content and scheduling) of PEG 
programming. 

With respect to Channel 70 Government Access Programming, 31 percent (160 of the 
504 respondents who indicated they were aware of the public access channels) said that 
they watched Channel 70 programming, down fiom 39 percent in 2009. Of those who 
watched government programming: 

79 percent (126 of 160) had watched a City Council meeting, up from 59 percent 
(1 00 of 167) in 2009; 

37.5 percent (60 of 160) watched a Saturday City Council public hearing, up fiom 
3 1 percent (53 of 167) in 2009; 

56 percent (90 of 160) watched a Planning Commission meeting, up from 35 
percent (61 of 167) in 2009; 

46 percent (74 of 160) watched a Board of Zoning Appeals meeting, up from 34 
percent (58 of 167) in 2009; 

37 percent (59 of 160) watched a Board of Architectural Review - Old & Historic 
District meeting, up from 28 percent (47 of 167) in 2009; 

32 percent (51 of 160) watched a Board of Architectural Review - Parker-Gray 
District meeting, up from 19 percent (32 of 167) in 2009; 

57 percent (92 of 160) watched an Alexandria School Board meeting. Please note 
that eight percent of the total survey respondents reported having children 
enrolled in the Alexandria public school system (64 of 801). Last year 38 percent 
(64 of 167) watched a School Board meeting with 12 percent of the total survey 
respondents having children enrolled in the Alexandria public school system. 

Fifteen percent (124 of 801) of the total respondents reported watching Channel 
69lComcast Cable TV (Alexandria Community Channel), up slightly from last year's 14 
percent. Respondents who indicated that they watched Channel 69 programming 
expressed interest in the following: 

Local High School Sports - 40 percent (50 of 124); down from 41 percent in 
2009; 
Civic Informational Shows - 62 percent (77 of 124); up fiom 44 percent in 2009; 
Entertainment Shows - 70 percent (87 of 124), up from 49 percent in 2009; 
Local Current Events - 84 percent (104 of 124) up from 51 percent in 2009. 



Of the 66 percent (529 of 801) of subscribers who indicated that they handled their cable 
TV problems via telephone, 79 percent (421 of 529) reported that Comcast's customer 
service personnel response was timely, which is up &om 75 percent in 2009, and 94 
percent (499 of 529) felt the -ice was courteous, up from 91 percent in 2009. 
Subscriber problems were resolved and/or questions answered by Comcast staff in 78 
percent of the cases (4 17 of 529), which is up from 74 percent in 2009. 

More respondents visited Comcast's Van Dorn Street office in 2010, 62 percent (499 of 
801) compared to 60 percent (485 of 800) in 2009. Of the 499 respondents who visited 
the local Comcast office, 75 percent were satisfied with the quality of service they 
received. 

Council will recall that in October Comcast notified the City of the move of its offices 
from SouthVan Dorn Street in Alexandria to Shirlington Road in Arlington (near the 
Village at Shirlington). The move occurred this month. Since many customers seek 
service at the Alexandria offices, Comcast will have a small ofice for subscriber service 
at The Trade Center (370 South Pickett Street) and that office opened on December 4. 

Subscriber satisfaction with the cable system increased slightly from 2009 levels in 201 0. 
Using a scale of 1 to 5, with 1 meaning "extremely dissatisfied" and 5 meaning 
"extremely satisfied," the metrics indicate that the majority of the respondents were 
moderately satisfied with all of the following: 

Installation of cable in their home - 3.98, up from 3.61 in 2009 
Picture quality - 4.18, up from 3.79 in 2009 
Soundquality-4.1l,upfrom3.83 in2009 
Response to inquiries - 3.62, up slightly from 3.34 in 2009 
Number of channels - 4.08, up from 3.86 in 2009 
Overall customer satisfaction - 3.85, up slightly from 3.54 in 2009 

To determine the accessibility of Comcast and its equipment for subscribers with 
disabilities, eight questions were posed to survey respondents. Approximately 5.86 
percent (47 of 801) reported a person in the household having a hearing or vision 
disability, which is slightly down from six percent (58 of 801) over last year. Of those 47 
respondents, 2 1 percent (1 0 of 47) reported a mobile, manual or dexterity impairment that 
would interfere with their ability to use cable TV controls. Of the 10 respondents with 
mobile or manual dexterity impairments, five indicated problems in their ability to access 
and/or change channels; five of the 10 reported problems in their ability to discuss bills 
with Comcast, and four of the 10 respondents indicated a problem in finding a listing of 
cable programming. Nine of the respondents in this group reported difficulty with 
understanding the dialoglaudio and seven of the 10 had trouble following programs on 
cable television. It should be noted that Comcast is equipped with a telecommunications 
device for the deaf (TTY), and has channel and program guides in Braille and large print 
for the visually impaired. Staff continually works with Comcast to address other issues 
affecting the accessibility of Comcast and its equipment for persons with disabilities. 

FISCAL IMPACT: None 

ATTACHMENT: 
























