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Case No. BC596668
JONATHAN GIANNOULIS, individually
and on behalf of all others similarly
situated, and DESHON ALLEN,
individually and on behalf of all others
similarly situated,

13
Plaintiffs,

14
15

v.

16

DIRECTV, LLC,

17
18
19
20
21
22
23
24
25
26

Defendant.

SECOND AMENDED CLASS
COMPLAINT FOR DAMAGES

ACTION

1. Failure to Pay For All Hours Worked (Cal.
Labor Code §§ 204, 223)
2. Failure to Pay Overtime Premium
(Cal. Labor Code §§ 1194, 510)
3. Failure to Pay Minimum Wage
(Cal. Labor Code §§ 1194, 1197, 1197.1, & 1199)
4. Failure to Provide Meal Periods
(Cal. Labor Code §§ 226.7, 512)
5. Failure to Provide Rest Periods
(Cal. Labor Code § 226.7)
6. Unlawful Wage Deductions, Collection From
Wages (Chargebacks)
(Cal. Labor Code §§ 221, 225, 225.5)
7. Failure to Furnish Wage Statements
(Cal. Labor Code §§ 226, 1174, 1175)
8. Failure to Reimburse Necessary Business
Expenses
(Cal. Labor Code § 2802, 226.8)
9. Failure to Pay Wages Due on Discharge,
Layoff, or Resignation
(Cal. Labor Code §§ 201, 202, 203, 204)
10. Unfair Business Practices
(Cal. Bus. & Prof. Code § 17200, et seq.)
11. Private Attorney General Act
DEMAND FOR JURY TRIAL
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1

SECOND AMENDED COMPLAINT

2

Plaintiffs Jonathan Giannoulis and Deshon Allen, individually and on behalf of all others

3

similarly situated, through undersigned counsel, complain and allege the following against

4

Defendant DIRECTV, LLC (“DIRECTV”):

5
6

NATURE OF SUIT
1.

DIRECTV—the largest provider of satellite television services in the United

7

States—engaged thousands of technicians, including Plaintiffs and many others in the State of

8

California, to install, repair and service its satellite systems. Although DIRECTV requires these

9

technicians to wear a DIRECTV uniform, follow a schedule dictated by DIRECTV, drive a

10

DIRECTV-branded vehicle, and perform their work according to the same, exacting DIRECTV

11

policies and procedures as DIRECTV’s acknowledged employees must follow, DIRECTV

12

disclaims any legal relationship with workers like Plaintiffs, classifying them instead as

13

“independent contractors.”

14

2.

DIRECTV willfully misclassifies these workers to leverage the benefits a captive

15

labor force provides, while shirking its obligations under the California Labor Code to these

16

workers, including, among other things, paying them a fair and proper wage for all hours that

17

they work in a timely, transparent, and appropriate manner, providing adequate meal and rest

18

periods, furnishing wage statements, and reimbursing them for necessary business expenses.

19
20
21

3.

The law does not defer to DIRECTV’s false and self-serving labels to decide

whether technicians like Plaintiffs are “independent contractors.”
4.

In this action, Plaintiffs intend to prove that they and others like them (“Plaintiff

22

Technicians”) are legally employed by DIRECTV and are entitled to the rights and protections

23

California law provides to all employees.

24

5.

Messrs Giannoulis and Allen also bring an action under the Private Attorney

25

General Act (“PAGA”) against DIRECTV on behalf of all other aggrieved employees who

26

worked as satellite television technicians for DIRECTV in California (“Plaintiff Technicians”).

27

Plaintiffs seek to recover all penalties on behalf of themselves and on behalf of all other similarly

28
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1

aggrieved technicians in California pursuant to PAGA, including wages under Cal. Labor Code §

2

558(a)(3).

3
4
5
6

JURISDICTION AND VENUE
1.

The California Labor Code and the California Unfair Competition Law authorize

court actions by private parties to recover damages for violation of their provisions.
2.

This Court has jurisdiction over this action pursuant to California Constitution

7

Article VI, § 10 and under California Code of Civil Procedure (“CCP”) § 410.10. Jurisdiction is

8

proper in the Superior Court of California, County of Los Angeles, because all parties resided

9

and/or conduct business in Los Angeles County, California, at the commencement of the action.

10

3.

This Court has general jurisdiction over DIRECTV because, at all relevant times,

11

DIRECTV has had systematic and continuous contacts with the State of California and its

12

principal place of business is located in El Segundo, Los Angeles County, California. DIRECTV

13

is registered to do business in California with the California Secretary of State and conducts

14

business throughout California, including in Los Angeles County.

15

4.

This Court has specific jurisdiction over DIRECTV because the claims in this

16

action stem from DIRECTV’s specific contacts with the State of California—namely, its

17

employment of Messrs. Giannoulis & Allen and numerous other California technicians.

18

5.

Venue in Los Angeles County is proper pursuant to Code of Civil Procedure §

19

395(a) because a substantial part of the events giving rise to the claims alleged herein occurred in

20

this county and DIRECTV is located in and subject to personal jurisdiction in this county.

21
22
23

PARTIES
6.

Plaintiff Jonathan Giannoulis is an individual who was residing in or around

Lancaster, California, at the time this action commenced.

24

7.

Plaintiff Deshon Allen is an individual residing in or around Rialto, California.

25

8.

DIRECTV, Inc. is a Delaware corporation with its principal place of business in

26

El Segundo, California. DIRECTV, Inc. does business as DIRECTV Home Services in the State

27

of California and other states. In December 2011, DIRECTV, Inc. merged with another

28
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1

DIRECTV entity, DIRECTV Operations, LLC. The resulting entity is known as DIRECTV,

2

LLC, which is a Delaware corporation with its principal place of business in El Segundo,

3

California. In July 2015, AT&T Inc. announced that it had completed its acquisition of

4

DIRECTV.

5
6
7

9.

Plaintiffs worked for DIRECTV in California, in and around the Los Angeles

10.

DIRECTV has done and continues to do business in the State of California.

area.

8
9

COMMON FACTUAL ALLEGATIONS
11.

As alleged herein, Plaintiffs and other members of the proposed class (“Plaintiff

10

Technicians”) worked as a satellite television technicians. Their principal job duties were to

11

install, repair, and service DIRECTV satellite television systems.

12

12.

DIRECTV was at all times relevant herein, in the business of, among other things,

13

providing satellite television service to businesses and consumers. Installation and repair of

14

satellite dishes, receivers, and related equipment is an integral part of DIRECTV’s business.
DIRECTV’s Provider Network

15
16

13.

DIRECTV controls and manages its nationwide corps of service technicians in

17

two ways: (1) by directly employing service technicians (“W-2 Employees”); and (2) through an

18

employment network of service providers (the “Provider Network”) consisting generally of

19

Home Service Providers (“HSPs”), Secondary Service Providers (“Secondary Providers”),

20

subcontractors, and service technicians.

21

14.

By design, the Provider Network is organized and operated as a top-down

22

structure: DIRECTV sits atop the Provider Network, controlling the employment network

23

through substantially identical contracts with Providers (“Provider Agreements”); the Providers,

24

in turn, enter into contracts with a patchwork of largely captive entities that DIRECTV generally

25

refers to as subcontractors.

26
27

15.

DIRECTV acquired the HSPs that had been providing installation services in the

state of California, and took over the contractual and employment relationships those HSPs had

28
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1

in place, such that the employees of those HSPs became DIRECV employees, and the other

2

contractual obligations of those HSPs became DIRECTV’s obligations. These and certain other

3

companies DIRECTV acquired became known collectively as the DIRECTV “Owned and

4

Operated” Network (the “O&O” Network), also referred to as DIRECTV Homes Services.

5

16.

The Owned and Operated Network / DIRECTV Home Services (and its

6

predecessor companies)’s geographic responsibility encompassed the entire State of California,

7

no other HSP worked on or provided technicians who worked on work orders in the State of

8

California.

9

17.

Like DIRECTV’s other HSPs, the Owned & Operated Network had its own,

10

acknowledged W-2 employee technicians performing installation and service work, and it

11

contracted with other “contracting companies” to perform the same installation work its

12

employee technicians provided.

13

technicians to perform the work (the “contractor technicians”).

14

18.

The “contracting companies” in turn engaged individual

In the Owned & Operated Network specifically, DIRECTV contracts with the

15

contracting companies through a standard form contract called the “Services Provider

16

Agreement” or the “SPA.” An example of the SPA, with Plaintiffs understand and believe were

17

substantially the same for all contracting companies that engaged Plaintiff Technicians relevant

18

to this action, was filed in the action Perez v. Lantern Light, Case No. 2:12-cv-01406 (W.D.

19

Wash.) and is attached hereto as Exhibit A.

20
21
22

19.

The SPA requires contractor technicians to comply with and by the terms,

conditions, and restrictions imposed upon the contracting companies as set forth in the SPA.
20.

Upon information and belief, at all relevant times, DIRECTV was the primary, if

23

not the only, client of these contracting companies and was the source of substantially all, if not

24

all, of the contracting companies’ and the contractor technicians’ income.

25
26

21.

The contracting companies supply DIRECTV with workers as part of the usual

course of DIRECTV’s business; these workers perform the same work for DIRECTV as do

27
28
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1

DIRECTV’s admitted W-2 employees, and constitute a large contingent of DIRECTV’s labor

2

force.

3

22.

Through exclusivity provisions in the SPA, DIRECTV prohibits the contracting

4

companies and contractor technicians from installing, servicing, or repairing satellite television

5

systems for any other DIRECTV competitor.

6

23.

No matter how engaged each DIRECTV technician (whether employee or

7

contractor) must install DIRECTV’s satellite television equipment according to the same

8

policies, procedures, practices, and performance standards as required by DIRECTV.

9

24.

The DIRECTV policies and procedures contractor technicians are required to

10

follow include DIRECTV’s Standard Professional Installation Guidelines, which provide

11

exhaustive detail as to how technicians (including Contractor Technicians) must perform

12

installations—it even choreographs how the technicians should ring the door bell, the size of drill

13

bits and screws and the types of wires the technicians must use, and even mandates that

14

technicians must show pride in their work.

15

25.

DIRECTV mandates particularized methods and standards of installation to

16

assure DIRECTV’s equipment is installed according to the dictates of DIRECTV’s policies and

17

procedures. As a consequence, each technician’s essential job duties are virtually identical no

18

matter where performed and no matter which intermediary the technician is ostensibly working

19

for.

20

26.

The SPA enables DIRECTV to control nearly every facet of the technicians’

21

work, down to the “DIRECTV” shirts they must wear, the “DIRECTV” ID card they must show

22

customers, and the “DIRECTV” branded vehicle they must drive. This is in part because the

23

customer was DIRECTV’s customer—not the contracting companies’ and not the contractor

24

technicians’. DIRECTV considered the technicians (including contractor technicians) to be the

25

“face of DIRECTV,” and recognized that contractor technicians may often be the only

26

DIRECTV representative to have direct and personal contact with the DIRECTV customer, such

27
28
6
SECOND AMENDED CLASS ACTION COMPLAINT

1

that DIRECTV considered it essential that the contractor technician make a positive first

2

impression with the customer that reflects well on DIRECTV.

3

27.

Through its Provider Network, as alleged in more detail below, DIRECTV

4

controls the details of its technicians’ day-to-day work including, but not limited to, control over

5

what work Plaintiff Technicians perform, where that work is performed, when that work is

6

performed, and how that work is performed. DIRECTV also uses the Provider Network to

7

control how Plaintiff Technicians were paid.

8
9
10
11
12
13

DIRECTV Employs the Technicians Through Its Provider Network
28.

DIRECTV assigns each technician work orders via a centralized computer

software system that DIRECTV controls.
29.

DIRECTV assigns each technician a unique “Tech ID Number”; every DIRECTV

work order is assigned to a particular technician via their Tech ID Number.
30.

Plaintiffs, like all members of the putative class, typically started their workday

14

after receiving daily work assignments through DIRECTV’s dispatching systems. DIRECTV

15

uses a database program known as SIEBEL to coordinate the assignment of particular work

16

orders to technicians using each technician’s unique “Tech ID Number.”

17

31.

DIRECTV required Plaintiffs to download and install onto their personal mobile

18

phone an application through which DIRECTV sent them work schedules directly.

19

information and belief, DIRECTV distributes work assignments directly to all Plaintiff

20

Technicians in a similar manner.

21

32.

On

After receiving daily work assignments, Plaintiffs typically called the customer

22

contact for each of his assigned jobs to confirm the timeframe within which Plaintiffs expected

23

to arrive at the customer’s home. Plaintiffs then traveled to their first assigned appointments and

24

thereafter continued to complete the work orders assigned by DIRECTV in the order DIRECTV

25

prescribed. Upon arriving at each job site, Plaintiffs were required to check-in and update their

26

“status” with DIRECTV. At the end of an assigned job, DIRECTV required Plaintiffs to report to

27

DIRECTV that the installation was complete and work with other DIRECTV employees to

28
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1

activate the customer’s service and close the order. Upon information and belief, DIRECTV

2

controls the working day of all Plaintiff Technicians in a substantially similar way.

3
4
5
6
7
8
9
10
11

33.

When performing DIRECTV’s work, DIRECTV requires Plaintiff Technicians to

purchase and wear a uniform with DIRECTV insignia on it.
34.

The uniform displays only DIRECTV’s name and logo. The uniform does not

identify any subcontracting entity.
35.

Additionally, DIRECTV requires Plaintiff Technicians to display DIRECTV

insignia on vehicles they drive to customers’ homes.
36.

DIRECTV requires Plaintiff Technicians to hold themselves out as agents of

DIRECTV.
37.

Plaintiff exclusively installed DIRECTV satellite television and not satellite

12

television for any other provider. On information and belief, the same is true for substantially all

13

other Plaintiff Technicians.

14

38.

DIRECTV promulgates training materials, including detailed instructions for how

15

installations are to be completed. Plaintiff Technicians receive and are required follow these

16

procedures. By requiring that Plaintiff Technicians comply with DIRECTV’s instructions,

17

Plaintiff Technicians are forbidden to exercise meaningful discretion in how they perform

18

installations.

19

39.

DIRECTV requires that all technicians pass pre-screening and background

20

checks, and obtain a certification from the Satellite Broadcasting & Communications Association

21

(“SBCA”) before DIRECTV assigns them work orders. This requirement allows DIRECTV to

22

mandate certain training for all technicians.

23

40.

DIRECTV uses these requirements to control who is hired to install its systems.

24

41.

DIRECTV uses a network of field managers to oversee the work performed by

25
26
27

Plaintiff Technicians.
42.

The SPA grants DIRECTV the right, in DIRECTV’s sole discretion, to terminate

any individual contractor technician.

28
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1

43.

Through its SIEBEL system and mobile applications, DIRECTV effectively

2

controls who continues to perform its work, and retains ultimate authority to terminate any

3

technician by simply ceasing to issue work orders to that technician.

4

44.

DIRECTV reviewed Plaintiff Technicians’ work by inspecting the work Plaintiff

5

Technicians performed, tracking various performance metrics in its electronic database

6

(including but not limited to those listed in the SPA), and conducting phone interviews of

7

DIRECTV customers.

8

45.

The phone interviews asked the customers various questions about the installation

9

process to evaluate, among other things, the customer service the contractor technicians

10

provided. One of the measures DIRECTV used to evaluate an individual contractor technician’s

11

customer satisfaction score was to ask the customer whether the customer would recommend

12

DIRECTV to his/her friends and family (it did not ask whether the customer would recommend

13

the contractor technician who performed the work to the customer’s friends and family).

14

46.

DIRECTV had the power to discipline individual contractor technicians based on

15

their performance scores, including by mandatory training, financial penalties (“chargebacks”

16

and unprofitable routing assignments), and by terminating the contractor technician.

17

47.

Although DIRECTV controls nearly every aspect of Plaintiff Technicians’ work,

18

DIRECTV insists that Plaintiff Technicians are not DIRECTV employees, claiming instead that

19

they are “independent contractors.”

20
21
22

48.

DIRECTV does not provide Plaintiffs and other members of the putative class

with itemized wage statements, or ensure that such statements are provided to them.
49.

DIRECTV has no policy that authorizes or permits Plaintiff Technicians to take

23

meal breaks or rest periods during their workday, nor does the manner in which DIRECTV

24

schedules Plaintiff Technicians’ workday preserve or permit dedicated meal or rest periods.

25
26

50.

DIRECTV’s policies and practices accomplish two, interrelated purposes: they

ensure DIRECTV retains all necessary control over its technician labor force while disclaiming

27
28
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1

technicians’ status as employees in order to avoid the responsibility of complying with the wage

2

and hour requirements of California’s employment laws.

3

51.

DIRECTV willfully fails to maintain traditional time records and other

4

employment documentation. And by using so-called independent contractors, avoids the reach of

5

California’s employment laws, DIRECTV willfully fails to pay overtime compensation to

6

Plaintiffs.
The Piece-Rate System: DIRECTV’s Unlawful Payment Scheme

7
8
9
10

52.

As with other aspects of their work, DIRECTV effectively controls Plaintiff

Technicians’ compensation through the common policies and practices mandated in its Provider
Agreements.

11

53.

Plaintiff Technicians are paid pursuant to a “piece-rate” payment scheme, under

12

which Plaintiff Technicians are not paid for all hours that they work. Rather they are paid on a

13

per-task (a/k/a/ piece rate) basis only for “satisfactorily” (as determined by DIRECTV)

14

completing certain enumerated “productive” tasks that DIRECTV listed on a standardized rate

15

card.

16
17
18

54.

There is no contract, memorandum, or other document between Plaintiff and

DIRECTV memorializing or explaining this pay system.
55.

In addition to the certain tasks DIRECTV designated as compensable, Plaintiff

19

Technicians perform other work each week during the relevant time period for DIRECTV, such

20

as assembling satellite dishes, driving to and between job assignments, receiving and reviewing

21

schedules, calling customers to confirm installations, obtaining required supplies, assisting other

22

technicians with installations, working on installations that were not completed, and working on

23

“rollback” installations where Plaintiff Technicians have to return and perform additional work

24

on installations previously completed.

25
26

56.

Plaintiff Technicians are not paid for these indispensable tasks that are integral to

DIRECTV’s business and customer experience.

27
28
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1

57.

Although Plaintiff Technicians routinely work more than forty hours per week

2

and more than eight hours per day, as set forth in more detail below, they are not paid any

3

overtime premium.

4

58.

Moreover, Plaintiff Technicians are not paid wages free and clear. Rather,

5

Plaintiff Technicians are subjected to “chargebacks,” i.e., deductions from their pay, if there are

6

issues with an installation, or complaints from the customer, generally up to 90 days after the

7

customer’s service is activated. The chargebacks can occur for a variety of reasons, nearly

8

always at the direction of DIRECTV, and often for reasons that are out of Plaintiff Technicians

9

control, including, for example, faulty equipment, customer calls regarding how to operate their

10

remote control, or a customer’s decision to rate the service provided by the technician at under

11

95%.

12
13
14
15
16

59.

Plaintiff Technicians must also purchase all supplies necessary to perform

installations, such as screws, poles, concrete, cables, fittings, clips and zip-ties.
60.

DIRECTV requires Plaintiff Technicians to use their own vehicles, affixed with

DIRECTV insignia, to perform DIRECTV’s work.
61.

Plaintiff Technicians must also provide all maintenance and purchase all the gas

17

used—without reimbursements from DIRECTV—in the vehicles they drive between DIRECTV

18

customers’ homes.

19

62.

Plaintiff Technicians must also use their personal smart phones to receive and

20

review work orders, to “status” themselves upon arriving at a job, to close a work order and to

21

activate a customer’s service.

22
23
24

63.

These required business expenses were incurred for DIRECTV’s financial benefit

yet effectively reduce Plaintiff Technicians’ wages.
64.

The policy and practice of imposing “chargebacks,” failing to compensate

25

Plaintiff Technicians for all hours worked, and failing to reimburse Plaintiff Technicians’

26

necessary business expenses resulted in Plaintiff Technicians routinely working more than eight

27

hours in a workday or forty hours in a workweek without receiving overtime pay.

28
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1

65.

Plaintiff intends to prove that DIRECTV’s piece-rate pay system fails to comply

2

with applicable law, and constitutes an intentional effort to deny Plaintiff earned wages and

3

overtime compensation in violation of the California Labor Code, and also constitutes an unfair

4

business practice under the California Business and Professions Code § 17200 et seq., which

5

entitles Plaintiff to restitution of wages due for a period of four years prior to the filing of his

6

original Class Action Complaint.
PLAINTIFF JONATHAN GIANNOULIS’ SPECIFIC ALLEGATIONS

7
8

66.

Plaintiff Jonathan Giannoulis re-alleges the allegations set forth above.

9

67.

Although Mr. Giannoulis was classified as an independent contractor, under

10

California law he was a DIRECTV employee.

11

68.

Through a subcontracting entity, Mr. Giannoulis worked for DIRECTV from

12

June, 2014, through August, 2015,1 when his employment was terminated. He was rehired

13

through a different subcontracting entity and worked for DIRECTV from August, 2015 through

14

approximately November 2015.

15

69.

In virtually every workweek between approximately June 2014 and November

16

2015, Mr. Giannoulis worked more than 40 hours per week as a technician for DIRECTV in the

17

state of California and was unlawfully deprived of overtime compensation.2

18

70.

In fact, Mr. Giannoulis spent approximately 8 to 12 hours per day, 5 to 7 days per

19

week performing tasks for the benefit of DIRECTV. Many of those hours were spent working for

20

DIRECTV’s benefit on tasks not assigned a piece rate and which were thus unpaid.

21

71.

Mr. Giannoulis’ employment was effectively terminated in August, 2015, when

22

DIRECTV ended its relationship with the subcontractor and stopped issuing work orders to Mr.

23

Giannoulis. At the time of Mr. Giannoulis’ termination, he was not paid all the wages he was

24

owed and to this date has not received all the wages he is owed. Similarly, Mr. Giannoulis was

25
26
27

1

Mr. Giannoulis has a four-month gap in his employment with DIRECTV from September 2014
to January 2015.
2
Exceptions to a typical workweek might include days in which work was not performed due to
weather, a holiday, or illness.

28
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1

not paid all the wages he was owed in approximately November 2015, when he stopped working

2

on DIRECTV work orders through the second subcontractor, and to this date he has still not

3

received all the wages he is owed for that period of time either.

4

72.

DIRECTV’s employment policies and practices detailed herein (i.e., imposing

5

weekly “chargebacks,” failing to compensate Mr. Giannoulis for all hours worked, and failing to

6

reimburse Mr. Giannoulis’ necessary business expenses) resulted in further unlawful reduction of

7

Mr. Giannoulis’ compensation in violation of California law.
PLAINTIFF DESHON ALLEN’S SPECIFIC ALLEGATIONS

8
9

73.

Plaintiff Deshon Allen re-alleges the allegations set forth above.

10

74.

Although Mr. Allen was classified as an independent contractor, under California

11

law he was a DIRECTV employee.

12

75.

Through a subcontracting entity, Mr. Allen worked for DIRECTV from

13

approximately December 2014 through October 2015 when he voluntarily terminated the

14

relationship.

15

76.

In virtually every workweek between approximately December 2014 and October

16

2015, Mr. Allen worked more than 40 hours per week as a technician for DIRECTV in the state

17

of California and was unlawfully deprived of overtime compensation.3

18

77.

In fact, Mr. Allen spent approximately 8 to 12 hours per day, usually 6 days per

19

week performing tasks for the benefit of DIRECTV. Many of those hours were spent working for

20

DIRECTV’s benefit on tasks not assigned a piece rate and which were thus unpaid.

21
22

78.

all the wages he was owed and to this date has not received all the wages he is owed.

23
24

At the time of Mr. Allen terminated the employment relationship, he was not paid

79.

DIRECTV’s employment policies and practices detailed herein (i.e., imposing

weekly “chargebacks,” failing to compensate Mr. Allen for all hours worked, and failing to

25
26
27

3

Exceptions to a typical workweek might include days in which work was not performed due to
weather, a holiday, or illness.

28
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1

reimburse Mr. Allen’s necessary business expenses) resulted in further unlawful reduction of Mr.

2

Allen’s compensation in violation of California law.

3
4
5

CLASS ACTION ALLEGATIONS
80.

Plaintiffs, proceeding as representatives, bring these claims on behalf of the Class

consisting of:

6

All current, former, or prospective workers who installed, serviced, and/or repaired

7

DIRECTV systems in the State of California but were not classified by DIRECTV as W-2

8

employees, and who were paid on a piece rate basis at any time from four years preceding

9

the date of filing this complaint to the date of judgment.

10

81.

11

Procedure § 382.

Plaintiff will seek certification of the Class under California Code of Civil

12

Numerosity

13

82.

The exact number of members of the Class as identified above is not known.

14

However, DIRECTV’s total technician workforce numbers about 14,000. About 4,500 of these

15

technicians are directly employed by DIRECTV. By inference from DIRECTV’s substantial

16

footprint in the State of California, and taking into account turnover during the relevant time

17

period, Plaintiff conservatively estimates that the number of Class members is in the several

18

hundreds, if not thousands. The Class is so numerous that joinder of individual member is

19

impracticable.

20

Commonality

21

83.

22
23
24

There are common questions of law and fact in the action that relate to and affect

the rights of each member of the Class, including but not limited to:
(a)

Whether DIRECTV misclassifies California installation, service and repair

technicians, i.e., Plaintiff Technicians, as independent contractors;

25

(b)

Whether DIRECTV “employed” Plaintiffs and the Class;

26

(c)

Whether DIRECTV suffered and/or permitted Plaintiffs and the Class to work on

27

DIRECTV work orders;

28
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1
2
3
4
5
6

(d)

Whether DIRECTV, through the SPA, has a right to control the manner and

means of the work performed by Plaintiffs and the Class;
(e)

Whether DIRECTV fails to properly compensate Plaintiffs and the Class for all

hours worked in violation of California law;
(f)

Whether DIRECTV fails to properly compensate Plaintiffs and the Class for

overtime worked in violation of California law;

7

(g)

8

as required by law;

9

(h)

10
11
12
13
14
15
16
17
18
19
20
21
22
23

Whether DIRECTV fails to provide Plaintiffs and the Class meal and rest periods

Whether DIRECTV’s practice of imposing “chargebacks” violates the California

Labor Code;
(i)

Whether DIRECTV fails to provide Plaintiffs and the Class with accurate

itemized wage statements;
(j)

Whether DIRECTV fails to reimburse Plaintiffs and the Class for their necessary

business expenses, including uniforms and tools, as required by law;
(k)

Whether class members who were terminated or resigned are entitled to waiting

time penalties under the California Labor Code;
(l)

Whether DIRECTV engaged in unfair business practices under California

Business and Professions Code § 17200 et seq.;
(m)

Whether DIRECTV’s policies and procedures for recording Plaintiff Class’ hours

violated the California Labor Code and IWC Wage Orders; and
(n)

Whether DIRECTV had a pattern and practice of engaging in willful

misclassification of employees as independent contractors.
84.

Because DIRECTV’s relationship to the technicians at issue is defined and

24

managed through standardized contracts and company-wide policies, the defenses DIRECTV

25

will raise to these claims, to the extent it raises any, will be applicable generally to the class and

26

any individual defenses DIRECTV may have should not defeat predominance in this case.

27
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1

85.

The relief sought is common to the Class; each affected Plaintiff Technician will

2

be entitled under California Labor Code and applicable wage orders, wage payments and

3

statutory civil penalties that were wrongly denied them or acquired from them by DIRECTV’s

4

willful and deliberate misclassification of them as independent contractors.

5

86.

This action is also brought as a representative action under California’s Unfair

6

Competition Law for the benefit of Plaintiffs, the Class, and the public. Under the Unfair

7

Competition Law, Plaintiffs and the Class members will be entitled to, among other things,

8

restitution of money that DIRECTV wrongfully acquired or unlawfully withheld from them and

9

other equitable and injunctive relief. Further, the public is entitled to restitution and

10

disgorgement of funds DIRECTV has improperly obtained.

11

Typicality

12

87.

The claims of Plaintiffs, who are the representatives of the Class of Plaintiff

13

Technicians identified above, are typical of the claims of the Class. Plaintiffs and all other

14

similarly situated employees sustained injuries and damages arising out of and caused by

15

DIRECTV’s policies, practices, and common course of conduct, which subjected Plaintiffs and

16

the Class to the same violations of the IWC Wage Orders, California Code of Regulations,

17

California Labor Code, and California Business and Professions Code.

18

88.

Specifically, and as alleged in more detail herein, Plaintiffs—like other members

19

of the Class—were not provided proper and accurate wage statements; they did not receive meal

20

or rest breaks; they were paid on a piece-rate basis that failed to pay them for all time worked,

21

failed to provide premium pay for overtime, and failed to pay the minimum wage; they did not

22

receiver reimbursement for their necessary business expenses; and when their employment ended

23

(albeit temporarily) they were not—and have not yet been—paid all the wages they are owed.

24

89.

The claims of all Class members depend upon a showing of the acts and

25

omissions of DIRECTV described herein giving rise to the right of Plaintiff and the Class to the

26

relief sought.

27
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1

Adequacy

2

90.

3

The named Plaintiffs are the representative parties for the Class. They are able to

and will fairly and adequately protect the interests of the Class.

4

91.

There is no conflict as between the individually named Plaintiffs and other

5

members of the Class with respect to this action, or with respect to the claims for relief herein set

6

forth.

7

92.

The attorneys for Plaintiff are experienced and capable in the field of wage and

8

hour litigation. They have successfully prosecuted claims in other, similar litigation. Of the

9

attorneys designated as counsel for Plaintiffs, George Hanson, and Toji Calabro of Stueve,

10

Siegel, Hanson LLP, and Brad Lear and Todd Werts of Lear Werts LLP, will actively conduct

11

and be responsible for this case.

12

Superiority of Class Action

13

93.

Certification of the Class is appropriate under applicable law. The questions of

14

law and fact common to the members of the class predominate over any questions affecting only

15

individual members. A class action is superior to other available methods for the fair and

16

efficient adjudication of the controversy, and will create a substantial benefit to both the public

17

and the courts in that:

18
19

(a) Costs of prosecuting the action individually will vastly exceed the costs for
prosecuting the case as a class action;

20

(b) Class certification will obviate the necessity of a multiplicity of claims;

21

(c) It is desirable to concentrate the litigation of these claims in this forum; and

22

(d) Unification of common questions of fact and law into a single proceeding before this

23

Court will reduce the likelihood of inconsistent rulings, opinions, and decisions.

24

Class certification will avoid case management difficulties and provide multiple benefits

25

to the litigating parties, including efficiency, economy of scale, unitary adjudication with

26

consistent results, and equal protection of the rights of each Class member.

27
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1

94.

A class action is a superior means of fairly and efficiently resolving this dispute.

2

Members of the Class almost invariably lack the means to pay attorneys to prosecute their claims

3

individually.

4

inappropriately misclassified as independent contractors, absent notice, many of them may not

5

realize that they may be entitled to the protections of the California Labor Code and the

6

California Unfair Competition Law. And individual litigation would be inappropriately

7

burdensome and costly, not only for the parties but for the courts. Only by aggregating claims

8

can Plaintiffs gain the leverage necessary to pursue a just and global resolution of the issues

9

raised in this complaint. A class action is therefore essential to prevent a failure of justice.

10

95.

Given that the nature of the claim is that the class members have been

Notice to the proposed Class will be accomplished through discovery by

11

obtaining DIRECTV’s technician records and the records of entities that DIRECTV has

12

contracted with. Once the identity of other Class members is determined, potential Class

13

members may easily and quickly be notified of the pendency of this action by U.S. mail, email,

14

or other means.

15

COUNT I

16

Failure to Pay For All Hours Worked

17

(California Labor Code §§ 204, 223, IWC Wage Order 4-2001)

18

By Plaintiffs individually, and on behalf of similarly situated members of the Class

19

against Defendant DIRECTV.

20

96.

Plaintiffs re-allege the allegations set forth above.

21

97.

Labor Code § 204 establishes the fundamental right of all employees in the State

22
23
24
25
26

of California to be paid wages in a timely fashion for their work.
98.

Labor Code § 223 makes it unlawful for an employer to pay a lower wage than

that required by statute while purporting to pay the wage required by statute.
99.

IWC Wage Order No. 4-2001 applies to Plaintiffs and Class members’

employment with DIRECTV, and no exemptions apply.

27
28
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1

100.

Pursuant to the IWC Wage Order(s), including Wage Order 4-2001, DIRECTV is

2

required to pay Plaintiffs for all hours worked, meaning the time during which an employee is

3

subject to the control of an employer, including all the time the employee is suffered or permitted

4

to work, whether or not required to do so.

5

101.

DIRECTV, as a matter of company policy and procedure, consistently schedules

6

Plaintiffs to work and/or requires Plaintiffs to work without paying straight time for each and

7

every hour Plaintiffs are under DIRECTV’s control.

8

102.

As alleged herein, Plaintiffs are paid piece-rate for very limited and specific tasks

9

that they completed for DIRECTV. They are not compensated for other tasks completed for

10

DIRECTV’s benefit. Moreover, Plaintiffs are not compensated for all time worked during the

11

continuous workday.

12

103.

In the course of perpetrating these unlawful practices, DIRECTV willfully fails to

13

keep accurate records of all hours worked by, compensation paid to, and expenses incurred by

14

Plaintiffs and the Class.

15

104.

DIRECTV violated California law, in relevant part, by failing to compensate

16

Plaintiffs and the Class for all wages earned as required by California Labor Code §§ 204, 223; 8

17

C.C.R. § 11040; and California Wage Order 4-2001.

18

105.

DIRECTV violated California law, in relevant part, by willfully failing to

19

compensate Plaintiffs and the Class for all wages earned and all hours worked in violation of

20

California Labor Code §§ 204 and 223. DIRECTV has acted neither in good faith nor with

21

reasonable grounds to believe that its actions and omissions were not a violation of California

22

law. DIRECTV’s unlawful conduct was willful because, among other reasons described herein,

23

DIRECTV knew or should have known that Plaintiffs were misclassified as independent

24

contractors, that they were not being paid for all hours worked and that its piece-rate system(s)

25

violates California law. See Gonzalez v. Downtown L.A. Motors, 215 Cal. App. 4th 36, 49-50

26

(2014).
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1
2

106.

As a result of DIRECTV’s violation of the California Labor Code and applicable

Wage Orders, Plaintiffs and the Class have been damaged.

3

107.

For at least the three years preceding the filing of the Class Action Complaint,

4

Plaintiffs and the Class are entitled to recover unpaid straight time wages in amounts to be

5

proved at trial, plus liquidated damages in an amount equal to the unlawfully withheld wages

6

plus interest, attorneys’ fees, and costs pursuant to §§ 218, 218.5, 218.6, 1194, 1194.2.

7
8
9

108.

Plaintiffs are also entitled to penalties available pursuant to California Labor Code

109.

Plaintiffs and the Class request all relief permitted by law.

§ 558.

10

COUNT II

11

Failure to Pay Overtime Compensation

12

(California Labor Code §§ 1194, 510)

13

By Plaintiffs individually, and on behalf of similarly situated members of the Class

14

against Defendant DIRECTV.

15

110.

Plaintiffs re-allege the allegations set forth above.

16

111.

IWC Wage Order No. 4-2001 applies to Plaintiffs and Class members’

17
18
19
20

employment with DIRECTV, and no exemptions apply.
112.

California Labor Code § 1198 provides that it is unlawful to employ persons for

longer than the hours set by the IWC without just compensation.
113.

As alleged herein, Plaintiffs and the Class worked in excess of 8 and 12 hours in a

21

single day, in excess of 40 hours in a week and also worked in excess of 8 and 12 hours on the

22

seventh day of work.

23

114.

As alleged herein, Plaintiffs were paid piece-rate for specific tasks that they

24

completed for DIRECTV. They were not compensated for other tasks they completed for

25

DIRECTV’s benefit. Moreover, Plaintiffs were not compensated for all time worked during the

26

continuous workday.
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1

115.

California Labor Code § 510 codifies the right to overtime compensation at one-

2

and-one-half the regular rate of pay for hours worked in excess of 8 hours in one day, 40 hours in

3

one week, or for the first 8 hours worked on the seventh day of work, and to overtime

4

compensation at twice the regular rate of pay for hours worked in excess of 12 hours in a day or

5

in excess of 8 hours in a day on the seventh day of work.

6

116.

DIRECTV failed to pay overtime compensation.

7

117.

In the course of perpetrating these unlawful practices, DIRECTV willfully failed

8

to keep accurate records of all hours worked by, compensation paid to, and expenses incurred by

9

Plaintiffs and the Class.

10

118.

DIRECTV violated California law, in relevant part, by failing to compensate

11

Plaintiffs and the Class for overtime wages as required by California Labor Code §§ 510, 1194; 8

12

C.C.R. § 11040; and IWC Wage Order 4-2001.

13

119.

DIRECTV violated California law, in relevant part, by willfully failing to

14

compensate Plaintiffs and the Class for overtime hours as required by law. DIRECTV has acted

15

neither in good faith nor with reasonable grounds to believe that its actions and omissions were

16

not a violation of California law. DIRECTV’s unlawful conduct was willful because, among

17

other reasons described herein, DIRECTV knew or should have known that Plaintiffs were

18

misclassified as independent contractors, that they were not being paid the required premium for

19

all overtime worked, and that its piece-rate system(s) violates California law. See Gonzalez v.

20

Downtown L.A. Motors, 215 Cal. App. 4th 36, 49-50 (2014).

21
22

120.

As a result of DIRECTV’s violation of the California Labor Code and applicable

Wage Orders, Plaintiffs and the Class have been damaged.

23

121.

For at least the three years preceding the filing of the Class Action Complaint,

24

Plaintiffs and the Class are entitled to recover unpaid overtime wages in amounts to be proved at

25

trial, plus interest, attorneys’ fees, and costs pursuant to California Labor Code § 218.5, 1194.

26
27

122.

Plaintiffs are also entitled to penalties available pursuant to California Labor Code

§ 558.

28
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1

123.

Plaintiffs and the Class request all relief permitted by law.

2

COUNT III

3

Failure to Pay Minimum Wage

4

(Cal. Labor Code §§ 1194, 1197 & 1197.1)

5

By Plaintiffs individually, and on behalf of similarly situated members of the Class,

6

against Defendant DIRECTV.

7

124.

Plaintiffs re-allege the allegations set forth above.

8

125.

California Labor Code § 1197 provides that employers must pay at least the

9

minimum hourly wage fixed by the Industrial Welfare Commission. IWC 4-2001(4)(B) provides

10

that every employer shall pay to each employee not less than the applicable minimum wage for

11

all hours worked, whether remuneration is measured by time, piece, commission, or otherwise.

12

126.

California law prescribes that it is an automatic minimum wage violation when an

13

employer fails to compensate an employee for each and every hour worked. Employees paid on

14

piece rate must be separately compensated for non-piece work; averaging wages over the

15

workweek to meet minimum wage obligations is not permitted under the California Labor Code.

16

See Gonzalez v. Downtown L.A. Motors, 215 Cal. App. 4th 36, 49-50 (2014).

17

127.

DIRECTV’s piece-rate compensation system fails to pay Plaintiffs and the Class

18

for all hours worked. Furthermore, DIRECTV’s policy of imposing chargebacks to deduct wages

19

already earned, and its policy of failing to indemnify or reimburse Plaintiffs and the Class for

20

their reasonable business expenses results in DIRECTV’s failure to pay certain class members

21

the required minimum wage in certain workweeks, even when the total compensation for the

22

week is averaged over every “productive” and “non-productive” hour the employee worked.

23

Such instances violate California Labor Code §§ 1194, 1197, 1197.1, and 1199.

24

128.

DIRECTV has acted neither in good faith nor with reasonable grounds to believe

25

that its actions and omissions were not a violation of California law. DIRECTV’s unlawful

26

conduct was willful because, among other reasons described herein, DIRECTV knew or should

27

have known that Plaintiffs were misclassified as independent contractors, that they were not

28
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1

being paid for all time worked, and that its piece-rate system(s) violates California law. Cal.

2

Labor Code § 1194.2.

3
4

129.

As a result of DIRECTV’s failure to pay the minimum wage, Plaintiff and the

Class have been damaged.

5

130.

For at least the three years preceding the filing of the Class Action Complaint,

6

Plaintiffs and the Class are entitled to recover unpaid wages in amounts to be proved at trial, plus

7

interest, liquidated damages in an amount equal to the unpaid wages plus interest, attorneys’

8

fees, costs and penalties pursuant to California Labor Code §§ 1194, 1194.2, and 1197.1.

9
10
11

131.

Plaintiffs are also entitled to penalties available pursuant to California Labor Code

132.

Plaintiffs and the Class request all relief permitted by law.

§ 558.

12

COUNT IV

13

Failure to Provide Meal Periods

14

(IWC Wage Order 4-2001 (11); Cal. Code Reg. Tit. 8, Sec. 11040(11); Cal. Labor Code

15
16

§§ 226.7, 512)
By Plaintiffs individually, and on behalf of similarly situated members of the Class,

17

against Defendant DIRECTV.

18

133.

Plaintiffs re-allege the allegations set forth above.

19

134.

California Labor Code §§ 226.7 and 512, and Wage Order 4-2001(11) provide

20

that it is unlawful to employ persons for a period of more than five hours without one meal

21

period of not less than 30 minutes or two meal periods for every ten hours of work.

22

135.

If the employer fails to provide the requisite meal period to the employee, the

23

employer is required to pay the employee an additional hour of pay at the employee’s regular

24

rate of compensation. Cal. Labor Code §§ 226.7; IWC Wage Order 4-2001(11); 8 C.C.R.

25

11040(11).

26
27
28
23
SECOND AMENDED CLASS ACTION COMPLAINT

1

136.

DIRECTV fails to provide Plaintiffs and the Class the requisite meal period and,

2

instead, schedules their days such that Plaintiff and the Class do not have sufficient time to take a

3

30 minute meal break.

4

137.

Because DIRECTV compensates Plaintiffs and the Class on a piece-rate instead

5

of hourly basis, DIRECTV fails to pay Plaintiffs and the Class the additional hour of pay at the

6

employee’s regular rate of compensation.

7

138.

DIRECTV’s failure to provide legally compliant meal periods is willful, in that it

8

acted neither in good faith nor with reasonable grounds to believe that its actions and omissions

9

were not a violation of California law.

10
11
12

139.

As a result of DIRECTV’s violation of the California Labor Code and applicable

Wage Orders, Plaintiffs and the Class have been damaged.
140.

Plaintiffs and the Class are entitled to the unpaid balance of wages owed and

13

penalties according to California Labor Code §§ 226, 226.7, including penalties available

14

pursuant to California Labor Code § 558.

15

141.

Plaintiff and the Class request all relief permitted by law.

16

COUNT V

17

Failure to Provide Rest Periods

18

(IWC 4-2001(12); Cal. Code Reg. Tit. 8, Sec. 11040(12); Cal. Labor Code § 226.7)

19

By Plaintiffs individually, and on behalf of similarly situated members of the Class,

20

against Defendant DIRECTV.

21

142.

Plaintiffs re-allege the allegations set forth above.

22

143.

California Labor Code § 226.7 and Wage Order 4-2001(12) require employers to

23

allow employees to take paid rest periods, in the middle of the work period, the length of which

24

is set at ten minutes of net rest for every fours of work (“or major fraction thereof”).

25
26

144.

If the employer fails to provide the mandated rest period, the employer is required

to pay the employee an additional hour of pay at the employee’s regular rate of compensation for

27
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1

each day that the rest period is not provided. IWC 4-2001(12); Cal. Code Reg. Tit. 8, Sec.

2

11040(12); Cal. Labor Code § 226.7.

3

145.

DIRECTV fails to provide Plaintiffs and the Class the requisite rest period and

4

instead, schedules their days such that Plaintiffs and the Class do not have sufficient time to take

5

their statutory rest break.

6

146.

Because DIRECTV compensates Plaintiffs and the Class on a piece-rate instead

7

of hourly basis, DIRECTV fails to pay Plaintiffs and the Class the additional hour of pay at the

8

employee’s regular rate of compensation.

9

147.

Plaintiffs and the Class are entitled to recover rest period compensation under

10

IWC Wage Order 4-2001(12), CCR 11040 (12), for at least the three years preceding the filing of

11

the Class Action Complaint.

12
13
14

148.

Plaintiffs are also entitled to seek and recover reasonable attorneys’ fees and costs

pursuant to §§ 218.5 and 1194, and penalties pursuant to California Labor Code § 558.
149.

DIRECTV’s failure to provide legally compliant rest breaks is willful, in that it

15

acted neither in good faith nor with reasonable grounds to believe that its actions and omissions

16

were not a violation of California law.

17
18
19

150.

As a result of DIRECTV’s violation of the California Labor Code and applicable

Wage Orders, Plaintiffs and the Class have been damaged.
151.

Plaintiffs and the Class request relief as described below and as permitted by law.

20

COUNT VI

21

Unlawful Wage Deductions, Collection From Wages (Chargebacks)

22

(Cal. Labor Code §§ 221, 225)

23

By Plaintiffs individually and on behalf of similarly situated members of the Class,

24

against Defendant DIRECTV.

25

152.

Plaintiffs re-allege the allegations set forth above.

26

153.

Under California Labor Code § 221, it is unlawful for any employer to collect or

27

receive from an employee any part of wages theretofore paid by said employer to said employee.

28
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1

154.

As alleged herein, Plaintiffs’ pay was regularly subjected to “chargebacks”

2

without Plaintiffs’ agreement or consent. DIRECTV’s involvement in this scheme willfully and

3

intentionally violated California Labor Code § 221.

4

155.

As a direct and proximate result, Plaintiffs have suffered damages.

5

156.

Plaintiffs are entitled to recovery of wages unlawfully deducted as well as

6

penalties for such unlawful deductions for at least the three years preceding the filing of the

7

Class Action Complaint.

8
9
10

157.

For unlawfully withholding and deducting wages in violation of California Labor

Code § 221, DIRECTV is liable for the penalties described in Labor Code § 225.5.
158.

Plaintiffs request relief as described below and as permitted by law.

11

COUNT VII

12

Failure to Furnish Wage Statements

13

(IWC 4-2001(7)(A), Cal. Code Reg. Tit. 8, Sec. 11040(7)(A), Cal. Labor Code §§ 226, 1174,

14

1175)

15

By Plaintiffs individually, and on behalf of similarly situated members of the Class,

16

against Defendant DIRECTV.

17

159.

Plaintiffs re-allege the allegations set forth above.

18

160.

California Labor Code § 226 requires employers to provide employees, on each

19

payday, itemized statements showing, among other things: (1) gross wages earned, (2) total

20

hours worked by the employee, (3) the number of piece-rate units earned and any applicable

21

piece rate if the employee is paid on a piece-rate basis, (4) all deductions, (5) net wages earned,

22

(6) the inclusive dates of the period for which the employee is paid, (7) the name of the

23

employee, (8) the name and address of the legal entity that is the employer and, (9) all applicable

24

hourly rates in effect during the pay period and the corresponding number of hours worked at

25

each hourly rate by the employee.

26
27

161.

DIRECTV knowingly and intentionally failed to timely deliver such statements to

Plaintiffs or the Class, or ensure that Plaintiffs or the Class received these statements.

28
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1

162.

DIRECTV willfully violated its obligations under California law, including those

2

under California Labor Code §§ 226(a), et seq., by knowingly and intentionally failing to provide

3

Plaintiffs and the Class with timely and accurate wage statements.

4

163.

As a direct and proximate result, Plaintiffs and the Class have suffered damages.

5

Among other things, DIRECTV’s failure to provide wage statements required for employees was

6

in furtherance of DIRECTV’s policy and practice of misclassifying Plaintiffs and the Class as

7

independent contractors; DIRECTV’s wage statement failures prevented and will prevent

8

Plaintiffs and the Class from determining the true amounts of wages owed to them; and caused

9

and will cause Plaintiffs and the Class extra work and effort to determine their true wages and

10
11

the identity of their employer(s).
164.

For knowingly, intentionally, and unlawfully failing to provide Plaintiffs and the

12

Class with timely and accurate wage statements in violation of California Labor Code § 226,

13

DIRECTV violates California Labor Code §§ 1174 and 1175.

14
15
16
17
18

165.

For such violations, DIRECTV is liable for the penalties described in Labor Code

§§ 226(e), 226.3, and 558.
166.

For failing to maintain records, DIRECTV is liable for the penalties described in

Labor Code § 1174.5.
167.

Plaintiffs and the Class are entitled to recovery of the greater of their actual

19

damages or $50 for the initial pay period in which a violation occurred and $100 per employee

20

for each violation in a subsequent pay period, not exceeding an aggregate penalty per employee

21

of $4,000. Plaintiffs and the Class are entitled to an award of costs and reasonable attorney’s fees

22

under California Labor Code § 226(e).

23

168.

Plaintiffs request relief as described below and as permitted by law.

24
25
26
27
28
27
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1

COUNT VIII

2

Failure to Reimburse Necessary Business Expenses

3

(Cal. Labor Code § 2802, IWC 4-2001(9))

4

By Plaintiffs individually, and on behalf of similarly situated members of the Class, against

5

Defendant DIRECTV.

6

169.

Plaintiffs re-allege the allegations set forth above.

7

170.

Under California Labor Code § 2802, DIRECTV is required to indemnify

8

Plaintiffs and the Class for costs necessarily incurred as a direct consequence of the discharge of

9

their duties as DIRECTV’s employee.

10

171.

In particular, Section 9 of the applicable Wage Order requires that uniforms shall

11

be provided and maintained by the employer, and that tools or equipment are required or

12

necessary to perform the job shall be provided and maintained by the employer.

13

172.

DIRECTV requires Plaintiffs and the Class to purchase—out of their own

14

pockets—their DIRECTV uniforms, tools, and certain supplies required to perform installations,

15

such as screws, poles, concrete, cables, fittings, zip-ties, and clips. DIRECTV also requires

16

Plaintiffs and the Class to provide—without reimbursement—personal smart phones and all

17

maintenance and fuel for the vehicles they drive between DIRECTV customers’ homes for

18

DIRECTV’s benefit.

19

expenses and losses violates California Labor Code §§ 2802, 226.8(2), and IWC 4-2001(9).

20
21
22
23
24

173.

DIRECTV’s failure to indemnify Plaintiffs and the Class for these

DIRECTV failed to indemnify or reimburse Plaintiffs and the Class for actual,

necessary expenses Plaintiffs and the Class incurred in discharging their duties for DIRECTV.
174.

As a direct and proximate cause of DIRECTV’s actions, Plaintiffs and the Class

have suffered damages.
175.

Plaintiffs and the Class are entitled to reimbursement of necessary expenditures

25

and losses, including reasonable costs and attorney’s fees, plus interest from the date the losses

26

were incurred for at least the three years preceding the filing of this Class Action Complaint.

27
28
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1
2
3

176.

Plaintiffs are also entitled to penalties available pursuant to California Labor Code

177.

Plaintiffs request relief as described below and as permitted by law.

§ 558.

4

COUNT IX

5

Failure to Pay Wages Due on Discharge, Layoff, or Resignation

6

(Cal. Labor Code §§ 201, 202, 203, 204)

7

By Plaintiffs individually, and on behalf of similarly situated members of the Class, against

8

Defendant DIRECTV.

9

178.

Plaintiffs re-allege the allegations set forth above.

10

179.

Under California Labor Code § 201 (discharge or lay-off) and/or § 202

11

(resignation), Plaintiff Technicians who are former DIRECTV technicians are entitled to timely

12

payment of all wages earned and unpaid, immediately upon termination (discharge) or within 72

13

hours of notice (resignation).

14

180.

Members of the Class were either terminated by DIRECTV or have resigned from

15

their employment with DIRECTV. To this day, members of the Class have not received the

16

wages and other compensation they rightfully earned.

17

181.

DIRECTV’s failure to pay Class members for every hour worked, the minimum

18

wage, proper overtime, in addition to the chargebacks and unreimbursed expenses, means that

19

DIRECTV also fails to make timely payment of the wages Class members have earned on

20

regular paydays, in violation of California Labor Code § 204, and timely payment of the wages

21

Class Members have earned when they stop working for DIRECTV due to discharge, layoff or

22

resignation, in violation of California Labor Code §§ 201, 202, and 203.

23

182.

DIRECTV willfully refused to pay Class Members all wages earned and unpaid at

24

the time of their termination/resignation or within 72 hours thereafter in violation of its

25

obligations under Labor Code §§ 201 and 202, and continues to refuse to pay Class members all

26

wages earned, including overtime compensation.

27
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1

183.

DIRECTV’s compensation system clearly violates California’s Labor Law such

2

that any belief by DIRECTV that wages were not owed to Class Members would be objectively

3

unreasonable and in bad faith. Despite the ability to make such payment, DIRECTV maintained

4

customs, policies, practices, procedures, and routines incompatible with the requirements of

5

California Labor Code.

6

184.

7

suffered damages.

8

185.

As a direct and proximate cause of DIRECTV’s actions, Class Members have

Plaintiffs are entitled to restitution and statutory penalties (continuation wages)

9

pursuant to California Labor Code § 203, prejudgment interest on unpaid and continuation wages

10

pursuant to California Labor Code § 218.6 and/or California Civil Code § 3287(a), and penalties

11

available pursuant to California Labor Code § 558.

12

186.

Plaintiffs and the Class request relief as described below and as permitted by law.

13

COUNT X

14

Unfair Business Practices

15

(Cal. Bus. & Prof. Code § 17200, et seq.)

16

By Plaintiffs individually, and on behalf of similarly situated members of the Class, against

17

Defendant DIRECTV.

18

187.

Plaintiffs re-allege the allegations set forth above.

19

188.

California’s Business and Professions Code § 17200, et seq. prohibits acts of

20
21

unfair competition, which includes any “unlawful business act or practice.”
189.

The policies, acts, and practices described in this Complaint were and are an

22

unlawful business act or practice because DIRECTV’s (1) failure to pay wages due, (2) failure to

23

pay overtime wages at the lawful rate, (3) failure to provide meal and rest periods as required by

24

law, (4) failure to provide accurate and timely wage statements (5) failure to reimburse business

25

expenses and (6) imposing unlawful deductions violate applicable California Labor Code

26

sections, including but not limited to California Labor Code §§ 201, 202, 203, 204, 210, 223,

27

226, 226.7, 226.8, 510, 512, 558, 1174, 1194, 1197, 2802, and other provisions of California

28
30
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1

common and/or statutory law. Plaintiff and the Class reserve the right to allege additional

2

statutory and common law violations by DIRECTV.

3

190.

These practices were and are unfair and resulted in injury to Plaintiffs, the Class,

4

and the general public in that DIRECTV’s unlawful acts result in the loss to Plaintiffs and the

5

Class of wages they are rightfully owed and harm to competition in the State of California

6

thereby decreasing consumer choice.

7

191.

The policies acts and practices described in this Complaint were and are an

8

unlawful business act or practice because any justification for DIRECTV’s illegal and wrongful

9

conduct were and are vastly outweighed by the harm such conduct caused Plaintiffs, the Class,

10
11

and the members of the general public.
192.

As a direct and proximate result of DIRECTV’s unfair business practices,

12

DIRECTV has reaped unfair benefits and illegal profits to which it is not rightfully entitled that

13

rightfully belongs to Plaintiffs and the Class, and an unfair competitive advantage through

14

retaining money that is due its employees pursuant to state law, all at the expense of Plaintiffs,

15

the Class, and members of the public.

16

193.

DIRECTV’s unlawful business practices are likely to continue.

17

194.

Plaintiffs are entitled to seek preliminary and permanent injunctive relief,

18
19
20
21
22
23
24

including but not limited to orders that DIRECTV:
(a) Account for and restore to Plaintiffs the compensation unlawfully withheld from him
for the four years preceding the filing of this Class Action Complaint;
(b) Identify, locate, and make restitution to affected members of the general public all
funds and the value of all things acquired by the acts of unfair competition alleged herein,
(c) Cease its unlawful practice of misclassifying technicians as independent contractors
and thus unlawfully denying them wages to which they are entitled under the law,

25

(d) Disgorge all illegally obtained monies from failing to pay taxes, state disability

26

insurance premiums, and unemployment taxes obtained by way of DIRECTV’s violation of

27
28
31
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1

California Business and Professions Code § 17200, et seq., for the four years preceding the filing

2

of this Class Action Complaint; and

3
4
5

(e) All additional orders necessary under California Business and Professions Code §
17203.
195. Plaintiffs request relief as described below and as permitted by law.

6

COUNT XI

7

Private Attorney General Act (PAGA)

8

(Violation of Cal. Labor Code §§ 201-204, 223, 226.7, 226.8, 512, 558, 1174, 1197, 2802 and

9

2810.3; penalties pursuant to 210, 216, 225.5, 226.3, 226.6, 226.8, 558, 1174.5, 1199, 2699)

10

By Plaintiffs individually, and on behalf of other aggrieved employees, against Defendant

11

DIRECTV

12

196.

Plaintiffs re-allege the allegations set forth above.

13

197.

Plaintiffs, individually and on behalf of other aggrieved employees and the

14

general public, allege that on or about September 9, 2015, written notice was provided to the

15

Labor and Workforce Development Agency (“LWDA”) and DIRECTV of the specific violations

16

of the California Labor Code that DIRECTV has violated and continues to violate.

17

198.

No response was provided from LWDA to Plaintiff’s September 9, 2015 letter.

18

199.

Plaintiffs therefore have exhausted all administrative procedures required of them

19

under Labor Code §§ 2698, 2699 and 2699.3, and as a result, are justified as a matter of right in

20

bringing forward this cause of action.

21

200.

As a result of the acts alleged above, Plaintiffs seek penalties under Labor Code

22

§§ 2698 and 2699 because DIRECTV’s violations of numerous provisions of the California

23

Labor Code, as alleged above.

24

201.

In addition to the acts alleged above, Plaintiffs further alleges that, under

25

California Labor Code § 226.8, it is unlawful for a defendant to willfully misclassify an

26

employee as independent contractor, or to charge him a fee or make deductions from his

27
28
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1

compensation for any purpose, including for goods, materials, repairs, equipment maintenance,

2

fines arising from his employment.

3

202.

DIRECTV willfully violated its obligations under California law, including those

4

under California Labor Code § 226.8, by voluntarily and knowingly misclassifying Plaintiffs and

5

the members of the putative class as independent contractors and deducting work-related

6

expenses from their compensation including imposing “chargebacks,” in a concerted effort to

7

intentionally deprive Plaintiffs and the Class of wages they were owed and to unjustly retain

8

such monies for itself.

9

203.

DIRECTV has engaged in a pattern and practice of willfully misclassifying a

10

large contingent of its labor force as independent contractors, including Plaintiff Technicians,

11

through its Provider Network.

12

204.

DIRECTV also willfully failed to make or maintain accurate records of all hours

13

worked by, compensation paid to, expenses incurred by, and other payroll records related to

14

Plaintiffs in violation of California Labor Code § 1174 and 1174.5.

15

205.

DIRECTV engaged in a pattern and practice of despicable conduct in perpetrating

16

the above-described employment scheme, which subjected Plaintiffs and other aggrieved

17

employees to unjust hardships in conscious disregard of their rights.

18

206.

The State of California has a strong public policy in preventing the willful

19

misclassifications of workers as independent contractors rather than employees. This public

20

policy includes, among other things, requiring employers to pay their fair share of payroll taxes,

21

provide workers with required protections, and compete fairly with other businesses who choose

22

not to evade their responsibilities under the law.

23

207.

In perpetrating its unlawful employment scheme, DIRECTV intentionally

24

concealed the true nature of the employment relationship from Plaintiffs and other aggrieved

25

employees.

26
27
28
33
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1

208.

DIRECTV consciously disregarded the rights of its workers by choosing to deny

2

them the rights and benefits afforded to acknowledged employees so that DIRECTV could

3

advance its own corporate interests.

4
5
6

209.

In perpetrating its unlawful employment scheme, DIRECTV deceived Plaintiffs

and other aggrieved employees about the true nature of the employment relationship.
210.

DIRECTV acted oppressively, fraudulently, and maliciously with conscious

7

disregard of Plaintiffs’ rights or the consequences of its actions and with the intent of depriving

8

Plaintiffs and other aggrieved employees of property and legal rights and protections to which

9

they were entitled.

10

211.

As a direct and proximate result, Plaintiffs have suffered damages.

11

212.

Pursuant to California Labor Code § 2699, Plaintiffs should be awarded twenty-

12
13

five percent (25%) of all penalties due under California law, including attorneys’ fees and costs.
WHEREFORE, Plaintiffs respectfully pray that this Court:

14

a. Determine that this action and may be maintained as a class action;

15

b. Appoint Plaintiffs as Class Representatives;

16

c. Appoint Plaintiffs’ counsel as Class Counsel;

17

d. Enter judgment for Plaintiffs individually and for the Class as to the violations

18

alleged herein;

19

e. Award general and compensatory damages;

20

f. Award damages and/or penalties for unpaid wages and unpaid overtime pursuant

21

to California Labor Code §§ 1194, 1197, 1197.1, 204, 223, 226.7, and 512.

22

g. Award damages for deductions pursuant to California Labor Code §221;

23

h. Award damages and/or penalties pursuant to California Labor Code §§ 203(a),

24
25
26

226(e), and other provisions;
i. Award damages for unreimbursed business expenses as permitted under
California Labor Code § 2802 and applicable Wage Orders;

27
28
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1

6

George A. Hanson, (Pro Hac Vice Forthcoming)
MO Bar No. 43450
Email: hanson@stuevesiegel.com
Toji Calabro, CA Bar No. 239950
Email: calabro@stuevesiegel.com
460 Nichols Road, Suite 200
Kansas City, Missouri 64112
Telephone: 816-714-7100
Facsimile: 816-714-7101

7

LEAR WERTS LLP

8

Bradford B. Lear (Pro Hac Vice Forthcoming)
Mo. Bar No. 53204
Email: lear@learwerts.com
Todd C. Werts (Pro Hac Vice Forthcoming)
Mo. Bar No. 53288
Email: werts@learwerts.com
2003 W. Broadway, Ste. 107
Columbia, MO 65203
Telephone: (573) 875-1991
Facsimile: (573) 875-1985

2
3
4
5

9
10
11
12
13
14

Attorneys for Plaintiffs

15
16
17
18
19
20
21
22
23
24
25
26
27
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FILED UNDER SEAL

DIRECTV, INC.
SERVICES PROVIDER AGREEMENT
This Servicesgrovider Agreem~ (including all Exhibits and Schedules hereto, this "Agreement") is entered
into as of
VbV1"f 0
, 20 0'! (the "Effective Date"), between DIRECTV, Inc. doing
business as DIRECTV Home Services, a California corporation ("DIRECTV"),
and
Lv~uJ 1 lrJC.-·
("Contractor").
DIRECTV and Contractor may also be
collectively referred to herein as the "Parties."

RECITALS
A.
DIRECTV is a provider of direct broadcast satellite ("DBS") services to consumers which
include video, audio, data and other programming delivered via specialized satellite receiving equipment.
B.
DIRECTV is also engaged in the business of installing and activating digital satellite system
equipment for consumers consisting of a satellite antenna (including the LNB) and an integrated
receiver/decoder (including a remote control) ("DIRECTV System"), which is compatible and fully operable
with DIRECTV's DBS services.

C.
Contractor is engaged in the business of installing, servicing and maintaining various consumer
electronic products, including satellite systems.

NOW, THEREFORE, in consideration of the mutual covenants herein contained, the parties hereto

agree as follows:
AGREEMENT
1.

Appointment of Contractor.
a.

Authority. DIRECTV hereby engages Contractor to provide services in the installation

and maintenance of DIRECTV System Hardware (the "Services," or "Fulfillment Services" when referring

specifically to initial customer installation services only) as defined herein and as identified in Exhibit l.a.i.
attached hereto for DIRECTV customers located in geographical areas specified in Exhibit l.a.ii. attached
hereto, which services shall be performed in accordance with this Agreement and a Work Order (as defined
below) issued by DIRECTV in connection therewith. Additional installation and/or maintenance services for
DIRECTV -related products, other products (each such service an "Additional Service"), shall be individually
defined in a separate Statement of Work, the rates for such Additional Services included, and shall be attached
hereto and incorporated herein as Exhibit l.a.iii. Throughout the Term, this Agreement may be amended by
mutual agreement of the parties to include further Additional Services and such Additional Services shall be
provided by Contractor pursuant to the terms and conditions as shall be set forth herein (Additional Services
shall be referred to as "Services" throughout this Agreement). For purposes of this Agreement, a "Work Order"
shall mean an individual order issued by DIRECTV for each Service, or series of Services. Each Work Order
shall be subject to the terms of this Agreement and the requirements of each applicable Statement of Work
attachment.
b.
Limitation. Nothing herein shall be construed to grant Contractor any right or authority
to sell, solicit or take orders for DIRECTV's DBS service, or otherwise act as a sales agent or an agent of
DIRECTV, or sell or rent a DIRECTV System either on its own behalf or on behalfofDIRECTV.
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c.
Commencement of Work Notwithstanding any other provision herein, Contractor may
perform Services only upon: (i) receipt of a written or electronic Work Order from DIRECTV or its authorized
agent; (ii) receipt of the DIRECTV System specifically identified by DIRECTV for the DIRECTV customer, or
notification that the DIRECTV customer has received the DIRECTV System; (iii) coordination by Contractor
directly with the DIRECTV customer for the earliest convenient time to perform the applicable Services in
connection with the DIRECTV System and agreed upon hardware and antenna placement (subsequent to the
scheduling of the appointment window by DIRECTV); and (iv) confirmation by Contractor to DIRECTV of
receipt of the Work Order and scheduled time for provision of applicable Services. Under no circumstances,
however, shall Contractor delay the provision of any Services hereunder, or the scheduling of such Services
appointment, for the convenience of Contractor and/or its employees or agents.
Initial appointment
coordination by Contractor with the DIRECTV customer shall also be used by Contractor to identifY any
potential line of sight, landlord/tenant or other issues such that the technician shall be provided with all
necessary equipment or DIRECTV forms in order to be able to properly complete the Work Order.
Furthermore and in accordance with the Statement of Work and the Policies and Procedures, as defined in
Section 2.f., Contractor shall, on the morning of the scheduled appointment, contact each applicable DIRECTV
customer with a reminder telephone call regarding the time of the scheduled appointment.
d.
Work Orders. Contractor shall perform and provide the Services hereunder in
accordance with this Agreement, the applicable Work Order issued by DIRECTV or its authorized agent and
the applicable Statement ofWork(s)as set forth in Exhibit l.a.iii.
e.
Reservation of Rights. Contractor expressly acknowledges and agrees that all rights in
and to the satellite transmission of DIRECTV's DBS services, the DIRECTV System and the renting, sale,
installation and/or maintenance of the DIRECTV System are reserved to DIRECTV and nothing in this
Agreement shall be deemed to restrict in any manner the right or ability of DIRECTV to distribute its DBS
services or the DIRECTV System itself or through other parties, or provide any Services to DIRECTV
customers itself or through any other party.
f.
Allocations. Execution of this Agreement does not constitute or guarantee that any
Work Order(s) will be issued by DIRECTV or its authorized agent. DIRECTV may allocate any Work Orders
described hereunder among its employees, contractors, retailers and others in any manner it may choose.
Notwithstanding anything in this Agreement or the attached exhibits to the contrary, Contractor acknowledges
that this Agreement is non-exclusive and that Contractor is not guaranteed any minimum number of
installations or maintenance or other Service Calls on a per-DMA basis or otherwise.
g.
No Separate Business. This Agreement does not authorize Contractor to operate any
business or provide Services to others for its own account and is merely a contract for Services to be provided
to, and on behalf of, DIRECTV as ordered by DIRECTV. In no event shall any non-DIRECTV authorized
documents, advertisements, offers or promotions be provided by Contractor to DIRECTV customers during the
performance of the Services hereunder without prior written approval by DIRECTV. Contractor is not required
to pay any fees to DIRECTV to perform hereunder, although fees payable by DIRECTV to Contractor pursuant
to its performance hereunder may be subject to offsets or recoupments as is more specifically set forth in
section 4 of this Agreement. Contractor acknowledges and agrees that DIRECTV customers are customers of
DIRECTV, not Contractor.
2.

Contractor Administrative Responsibilities.

a.

Connectivitv.

(i)
Scheduling/Management System. To the extent that Contractor elects to
receive the DIRECTV Work Order data and convert such data into Contractor's own order management system,
Contractor agrees that all information provided by DIRECTV with respect to any Work Order shall remain and
DTVHS Contractor form 6-18-09
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be visible at the technician Work Order level. At DIRECTV's sole discretion, Contractor shall within a
reasonable rollout schedule, as shall be communicated by DIRECTV, outfit all technicians with a laptop
computer or other approved web-based, handheld device capable of receiving, modifYing and closing Work
Orders in the field by such employee technician. All costs related to the purchase of aoy such laptop or
handheld device (together, "Devices") shall be the responsibility of Contractor, Contractor shall also be
responsible for all "air-time" charges (including both voice and data) incurred through the use of the Devices, if
any. DIRECTV shall retain title to all Devices provided by it to Contractor, if aoy (other than those Devices, if
any, Contractor elects to purchase), and Contractor shall promptly return all such Devices to DIRECTV upon
DTRECTV's written request. To the extent that DIRECTV elects to provide Contractor with Devices, the terms
of such provision shall be set forth in Exhibit 2.a.(i) hereto. DIRECTV shall have the right to recoup from
Contractor its costs related to all provided Devices which are damaged, lost or are otherwise unaccounted for by
Contractor, Contractor agrees that it will promptly report the resolution of each Work Order placed by
DIRECTV through the system in accordance with this Agreement and those guidelines and procedures
established by DTRECTV from time to time. Contractor acknowledges and agrees that failing to promptly aod
properly report the resolution of each Work Order placed by DIRECTV pursuant to the established business
rules and/or policies and procedures shall delay or prevent DIRECTV's ability to credit Contractor with the
completion of such Services and Contractor shall not earn Fees for aoy particular Work Order until properly
closed. Contractor shall require that each technician, including any subcontractor, has the ability to
communicate, via cell phone, with both Contractor's applicable dispatch office as well as DIRECTV call center
representatives while performing the Services hereunder,
(ii)
Internet/E-Mail. Contractor shall establish and maintain an Internet electronic
mail address (a) for purposes of business-to-business communication between DIRECTV and Contractor and
(b) to properly perform the obligations hereunder, IfDIRECTV reasonably determines that Contractor's receipt
aodlor traosmission of data via email as it relates to this Agreement is hindered as a result of Contractor's
utilization of a particular internet service provider ("ISP") (i.e., ISP file size restrictions, unreasonable traffic
load, etc.), Contractor shall be required, within ten (10) days of such notification from DIRECTV, to retain a
mutually agreeable ISP in order for Contractor to perform its obligations hereunder,
b.
Office Space; Additional Costs. Contractor shall provide at its own expense, all office
space and supplies, office overhead (such as telephone, copier and facsimile expense), labor, skills, tools and
other equipment and personnel necessary for it to perform the Services in a timely manner. In addition,
Contractor shall be responsible for all travel, lodging aod meal cost, if any, should over-night travel be required
to perform Services. Contractor shall conspicuously display an approved sign at each office reflecting a logo
designated by DIRECTV (in conformance with the DIRECTV Trademark and Style Guide, as defined in
paragraph 21, below). Contractor shall staff each office with trained personnel and Contractor shall be available
to perform the Services as requested by DIRECTV in accordance with the terms of this Agreement
c.

Personnel; Vehicles; Uniforms. See Exhibit 2.c.

d.
Books, Records and Inspections. During the term of this Agreement and for a period of
three (3) years thereafter, Contractor agrees that it will keep accurate and complete books aod records regarding
its performance of its obligations under this Agreement (including but not limited to all of the DIRECTVowned original customer-signed forms such as the Customer Installation Satisfaction Checklists for each Work
Order performed, all DIRECTV Lease Addendum documents, landlord approval forms (collectively, The
"DIRECTV Customer Documents"). The DIRECTV Customer Documents shall be collected and returned to
Contractor's local DIRECTV Home Services office on a weekly basis. Contractor shall also maintain separate
from the DIRECTV Customer Documents all property damage reports, injury reports, police reports, DIRECTV
System Hardware Bill of Lading documents and documentation verifYing employee background checks and will
make such books and records available by fax or by physical inspection, or such other means as DIRECTV
requests, as soon as is reasonably possible upon DIRECTV's request. During the term of this Agreement, as
well as any extension thereof, Contractor shall make its offices available at any time during business hours so
DTVHS Contractor form 6-18-09
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that DIRECTV may inspect and otherwise audit the way in which Contractor is performing the Services both at
Contractor's offices/warehouses and on customers' premises as well as to inspect the manner in which
DJRECTV System hardware is being secured. Such audits by DIRECTV shall include completed Work Orders
as well as work in progress. In addition, Contractor shall keep accurate and complete financial records related to
Such records, to be timely updated monthly (or quarterly for
its business obligations under this Agreement.
public companies) shall include an income statement, balance sheet, cash flow and a rolling 12-month financial
plan. All such records and all accounting systems with respect tbereto shall be made available for inspection and
review by DIRECTV or its representatives upon reasonable notice to Contractor during normal business hours
throughout the Term of this Agreement. In the alternative, if Contractor conducts annual audits and can produce
audited financial records along with an independent auditor's opinion, DIRECTV-access to such audit results shall
be sufficient. Financial records provided shall be maintained in accordance with generally accepted accounting
principles. Contractor shall fully cooperate with DIRECTV in such inspection and audit.
e.
Communications Contact. Contractor agrees that it will have reasonably adequate
representatives available at all times, seven (7) days a week (8 am to 6 pm local time), for communication with
DIRECTV and DIRECTV customers, including administrative personnel to coordinate witb DIRECTV
personnel regarding completion of the scheduling of the Services hereunder. Specifically, Contractor shall
provide a phone number that the DJRECTV Customer Service Department may provide to DIRECTV
customers who have a specific question or problem related to such Customer's installation or installation
appointment attached to a Work Order provided by DIRECTV to Contractor. Contractor shall be obligated to
reasonably staff to answer such incoming calls as set forth above. Attached as Exhibit 2.e. is a list of persons
whom DIRECTV may call outside of the required business hours to coordinate the provision of Services.
Contractor will promptly provide an updated list to DIRECTV whenever the list of persons changes for any
reason. The designated contact person(s) shall be available on a 24-hour-per-day 7-day-per-week basis.
f.
Policies and Procedures. In addition to the terms and conditions set forth herein and in
each Work Order, Contractor agrees that it will comply with all DIRECTV service guidelines and policies and
procedures as reasonably determined by DIRECTV (the "Policies and Procedures" or "P&P") furnished to
Contractor, which Policies and Procedures may be amended by DIRECTV from time to time in its reasonable
discretion. Such Policies and Procedures are hereby incorporated into this Agreement by this reference.
Contractor will ensure that the Policies and Procedures are quickly disseminated to all Contractor personnel,
including Subcontractors, performing the Services.
g.
Representations and Warranties. Contractor shall not make any warranties or
representations regarding DIRECTV's programming services or DIRECTV System that are inconsistent with or
more extensive than the warranties and representations provided by DIRECTV, and/or the DIRECTV System
manufacturers. In no event shall Contractor offer any DIRECTV customer a Contractor-provided service or
maintenance plan with respect to the DIRECTV system unless DIRECTV has previously approved, in writing,
such an offer by Contractor.
3.

Contractor Installation and Service Responsibilities. See Exhibit 3.

4.

Fees Payable by DIRECTV.

a.
Services. In full consideration for Contractor's provision of the Services hereunder,
DIRECTV agrees to pay Contractor for such Services as described below.
(i)
Fulfillment Services. For certain Fulfillment Services, as well as Service Calls,
provided by Contractor, Contractor shall be entitled to receive payment as set forth in Exhibit 4.a.(i) ("Rate
Matrix") for proper and successful completion oftbe applicable Work Order.
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b.
Credits; Refunds; Chargebacks. Notwithstanding anything to the contrary contained
herein, Contractor shall not be entitled to any payment for Fulfillment Services not completed for any reason,
including a cancellation by the DIRECTV customer at the door. In addition, DIRECTV shall have the right to
offset from the amounts owed to Contractor hereunder or any other agreement between the Parties, or recoup
from, or charge back directly to, Contractor, at its option, any amount owed by Contractor to DJRECTV
hereunder, including, but not limited to, hardware and performance chargebacks as set forth hereunder, any
amounts received by Contractor to which it is not entitled hereunder, any payments made to Contractor in error
and any cost that DIRECTV incurs or amount that DIRECTV credits, refunds or pays to a DIRECTV customer
or any other third party arising out ofthe Services provided by Contractor hereunder. If the amount owed by
DIRECTV to Contractor for a given month is not sufficient to cover the amount owed to DIRECTV by
Contractor for such month, Contractor shall pay the difference to DIRECTV within thirty (30) days following
its receipt of an invoice from DIRECTV.
5.

Invoicing and Payment; Disputed Payment Resolution.

a.
General. All installation, maintenance and Service Calls not included in the payments
process as defined below shall be considered disputed payments ("Disputed Payments") and shall be submitted
by Contractor and paid by DIRECTV as set forth herein.
b.
Payments. The payments process shall apply only to installation and services included
in the Rate Matrix attached hereto as Exhibit 4.a.(i), which may be amended by DIRECTV in its reasonable
discretion. DIRECTV shall pay Contractor on or before thirty (30) days after the end of the applicable
DIRECTV Accounting Period (i.e., the last day of a given calendar month), provided, however, that no
payment shall be considered to be due and payable until the Services in connection therewith have been
performed and completed by Contractor in accordance with this Agreement.
c.
Disputed Payment Resolution. Contractor shall have thirty (30) days from receipt of
payment to request a reconciliation of DIRECTV's payment to Contractor. All payments disputed by
Contractor must be made in writing as prescribed hereunder and/or in the established Policies and Procedures.
With respect to any disputes concerning Contractor's provision of the Services which are not reflected in
DIRECTV's system and consequently not paid by DIRECTV, the dispute form/template must be submitted as
prescribed by DIRECTV and/or in the Policies and Procedures. All disputed payments must be supported by
adequate written descriptions and supporting documents. Upon such request, DIRECTV shall have forty-five
(45) days from its receipt of notice of a disputed payment to investigate Contractor's claim and to respond to
Contractor. In the event that DIRECTV maintains records needed by Contractor in order to resolve a dispute,
DIRECTV shall provide such documentation to Contractor once at no cost to Contractor. Disputes not
submitted in accordance with the process herein shall not be considered by DIRECTV. DIRECTV shall act in
good faith and deal fairly with Contractor in reviewing any reconciliation requests submitted by Contractor.
DIRECTV's decision regarding a reconciliation request shall be final and determinative.
d.
Overpayments. Immediately upon discovery by Contractor, or as a result of
DIRECTV's audit in accordance with Section 2(d) above, of any overpayment, Contractor shall notify
DIRECTV, as applicable, and shall return the excess amount to DIRECTV as soon as reasonably possible, but
in no event longer than ten (I 0) days after discovery, or DJRECTV, at its option, may withhold payment of
monies due to Contractor until such time as any overpayment has been rectified.
6.

Fee Collections; Liens.

a.
Payment for Services. Except as otherwise requested in wntmg by DJRECTV,
Contractor shall not collect any fees, payments or otherwise from DIRECTV customers in connection with the
Services provided and performed in accordance with this Agreement.
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b.
Liens. In no event shall Contractor (a) file, or threaten to file, a lien or a claim against
a DIRECTV customer; (b) encumber in any way the property of a DIRECTV customer; or (c) in any way seek
to secure payment from said DIRECTV customer in connection with Contractor's provision of Services
hereunder, except as otherwise permitted by DIRECTV. In the event of any dispute with DIRECTV related to
the Services provided hereunder, Contractor agrees that it shall seek recourse only against DIRECTV and
Contractor agrees to promptly pay and discharge any liens, claims or charges filed by or on the behalf of any of
its laborers, subcontractor(s), material suppliers or any other third party whom Contractor has engaged related
to the provision of the Services hereunder. DIRECTV shall have the right to obtain injunctive relief in order to
prevent Contractor from breaching its obligations (or to obtain specific performance to compel Contractor to
perform its obligations) pursuant to this Section.
7.
Term. The term (the "Term") of this Agreement shall be effective as of the date written above
and shall continue for one (1) year (the "Effective Date"). The Term will automatically renew thereafter for
additional, individual one-month periods unless (i) either Party provides written notice of termination subject to
provisions in Section 8 of this Agreement or (ii) no Work Orders have been assigned to Contractor during the 6month period immediately preceding the expiration of the then-current Term.
8.

Early Termination.

a.
Without Cause. Either party may terminate this Agreement for any reason by giving
the other party no less than seven (7) days prior written notice.
b.
With Cause. Except as stated in Section 8(c) below, in the event that either Party
breaches its duties or obligations hereunder, which breach is not cured within five (5) days after written notice
is given by the non-breaching party to the breaching party specifYing the breach in reasonable detail, this
Agreement may be terminated by the non-breaching party immediately upon giving written notice to the
breaching party.
c.
Noncurable Breaches. In the event Contractor commits a noncurable material breach of
this Agreement, then, notwithstanding Section 8(b) above, DIRECTV shall have the option to terminate this
Agreement immediately upon written notice to Contractor without an opportunity to cure, with no further
liability to Contractor. A particular noncurable material breach may be deemed to have occurred, by way of
example, and not as any limitation, where Contractor or any employee, agent or affiliate:
(i)
has misrepresented the prices, terms, or conditions upon which the
manufacturer's warranty, extended warranty, installation services or other products, promotions, or services are
being offered by DIRECTV;
(ii)

has engaged in signal piracy or theft of satellite signals;

(iii)
has engaged in or attempted to engage in the sale and distribution of, or
otherwise has used, modified access cards;
(iv)
has engaged in or attempted to engage in documentable "bait-and-switch"
conversion tactics for services which compete with DIRECTV programming services;
(v)
has induced or attempted to induce a DIRECTV customer to switch to a service
which competes with DIRECTV's programming service;
(vi)
has received a notice of violation of the terms or conditions of any license or
permit required in the conduct of its business and has failed to correct such violation within the time period
specified in such notice;
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(vii)
has knowingly submitted a request for a payment, including any bonus
payment, where one is not properly payable;
(vii)
has failed at any time to comply with and maintain the insurance requirements
and business license requirements set forth in this Agreement;
(viii) has installed or attempted to install, or failed to immediately inform DIRECTV
of, a residential programming package at a commercial customer location;
(ix)
has changed or attempted to change identification numbers on customer
accounts to falsely obtain any kind of payment;
(x)
has breached the obligations regarding the use of DIRECTV Confidential
Information as described in Section 23 below, including, but not limited to, deploying a third party vendor with
access to DIRECTV Confidential Infonnation prior to such third party being approved in writing by DIRECTV;
or
(xii)
9.

has breached its obligations as set forth in Section 10 of this Agreement.

Effects of Termination.

a.
Upon termination, suspension, or expiration of this Agreement, all rights and
obligations of either party hereunder shall cease without further liability, effective as of the date of termination,
suspension or expiration, unless otherwise stated in this Agreement and except with respect to liabilities arising
prior to termination of this Agreement. Contractor agrees, and agrees to cause its employees, agents and
subcontractors, to return to DIRECTV within ten (I 0) days after termination of this Agreement all materials
(and all copies thereof) relating to DIRECTV, including, but not limited to, any and all price and specification
catalogues, all administrative manuals, all sales literature, and any and all other such materials. Upon
termination of this Agreement, Contractor agrees that Contractor, its employees, agents and subcontractors
immediately shall discontinue the use of any service mark or trademark covered by this Agreement, as well as
the use of any other items involving DIRECTV's name, such as signs, stationery, logos, or business cards, and
Contractor will not represent itself in any fashion as a contractor, an agent or representative of DIRECTV.
Upon termination, suspension or expiration of this Agreement, Contractor agrees that it and each of its
employees, agents and subcontractors will promptly return all DIRECTV owned property (Devices, DIRECTV
Tools, DIRECTV hardware) in their possession to DIRECTV by any delivery means reasonably requested by
DIRECTV. Because of the difficulty in establishing the improper use of Customer Information and other
DIRECTV Confidential Information, as defined below, Contractor agrees that for a period of two years after
termination, it shall not, on behalf of any other provider of multi-channel video service or on its own behalf,
solicit any DIRECTV customer for whom Contractor provided Services in accordance with the terms of this
Agreement.
b.
If the termination hereof is due to Contractor's material breach, DIRECTV may elect to
terminate the DIRECTV Sales Agency Agreement, if any exists between the parties, at its sole discretion.
Exclusivity. Due to the fact that Contractor will have access to Customer Information and
10.
other DIRECTV Confidential Information as defined below, during the term of this Agreement, Contractor
agrees that neither it, nor its parent entities, subsidiaries or affiliates, shall perform installations or Services for
any other provider or distributor of products/services which compete with DIRECTV's programming services
or any other DIRECTV product or service within the DMA(s) it is receiving DIRECTV Work Orders, except as
otherwise permitted by DIRECTV. This includes, but is not limited to the distribution of television
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programming via DTHIDBS, cable, MMDS, FiOS/IPTV or any and all other technologies and media now
existing or hereafter developed.
11.
Other Products. From time to time, DIRECTV may offer to Contractor the opportunity to
market/promote additional products or services to the DIRECTV Customer while Contractor is performing the
Services within the Customer's residence (e.g., The DIRECTV Protection Plan). In the event that Contractor
elects to act as one of DIRECTV's representatives as it relates to such products or services, the terms of such
arrangement shall be set forth in Exhibit 11, hereto.
12.
Defaults and Remedies. In the event Contractor is in anticipatory breach of this Agreement or
has failed to comply with any material term or provision of this Agreement, DIRECTV shall have the right at its
option to (a) perform or cause to be performed any one or more of Contractor's obligations, in which case,
DIRECTV shall be entitled to obtain from Contractor or deduct from any amount payable to Contractor, an
amount equal to any increased cost incurred by DIRECTV in performing or obtaining the performance of
Contractor's obligations hereunder; (b) terminate this Agreement in accordance with Section 8; or (c) pursue
any other remedy available under applicable law.
13.
Conformance to All Laws. DIRECTV and Contractor shall comply with all applicable
federal, state, county and municipal laws, codes, rules, regulations in the performance of its obligations under
this Agreement, including but not limited to, in the case of Contractor, obtaining all of the necessary
business/contractor licenses and permits required of Contractor by the municipality and state in which the work
is being performed and complying with the Occupational Safety and Health Act.
14.

Taxes.

a.
Contractor Taxes. All taxes that may be levied on Contractor for services provided
under this Agreement or otherwise shall be the sole responsibility of Contractor, including all applicable taxes
on payments made by DIRECTV to Contractor pursuant to this Agreement.
b.
Contesting of Taxes. Contractor shall not contest the levying or assessment of any tax
for which DIRECTV or DIRECTV customers are responsible for payment related to the services provided
hereunder without DIRECTV's prior written consent.
15.

Insurance. From and after the date of this Agreement:

a.
Coverage. Contractor shall obtain and maintain insurance, as provided by a licensed
insurer with a Best's rating of A- VIII or better, with coverage and limits as follows:
(i)
Contractor shall carry a policy (or policies) of Workers Compensation
Insurance covering Contractor's employees in each jurisdiction in which Contractor is performing work
pursuant to this Agreement. Each such policy shall be on a form approved for use in each state in which work
is being performed and shall provide, at a minimum, statutory Workers' Compensation coverage and
Employer's Liability Insurance at limits of not less than $500,000.00 per employee per accident for Bodily
Injury by Accident, $500,000.00 per employee per occupational disease and $500,000.00 for all occupational
diseases. If Contractor shall be performing work pursuant to this Agreement in a state known as a
"Monopolistic" state, or if Contractor has qualified in any state as a self-insurer, the Employers' Liability
coverage for that state may be attached either to another Workers' Compensation policy or to the Commercial
General Liability coverage.
(ii)
Commercial General Liability Insurance covering Operations and Premises
Liability; Independent Contractors; Completed Operations; Product Liability; Contractual Liability; Personal
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Injury; Property Damage caused by explosion, collapse and underground damage; and Broad-Form Property
Damage. The limits of such liability insurance shall be no less than $1,000,000.00 per occurrence.
(iii)
Comprehensive Automobile Liability Insurance covering all owned, hired and
non-owned vehicles, including the loading or unloading thereof, with limits of no less than $1,000,000.00
combined single limit for bodily injury and/or property damage,
(iv)
All Risk Commercial Property Insurance issued on a replacement cost basis, in
an amount sufficient to cover all DIRECTV -owned property in the care, custody, and control of Contractor, if
any, The policy must name DIRECTV as the loss payee.
(v)
Umbrella or Excess Liability Insurance covering the items set forth in (i)
(insofar as it relates to Employer's Liability Insurance), (ii) and (iii) above with a policy limit of not less than
$5,000,000.00.
b.
Companies. All such insurance shall be carried in companies reasonably satisfactory to
DIRECTV and licensed to do business in the jurisdiction where the obligations of Contractor under this
Agreement are to be performed, and the liability policies shall be primary coverage and shall name DIRECTV,
its subsidiaries, employees and affiliates as additional insureds.
c.
Commencement of Work. Contractor shall likewise not allow any subcontractor to
commence work until subcontractor has obtained the same insurance coverage required of Contractor
hereunder; provided, however, that subcontractors shall not be required to carry umbrella or blanket insurance
policies.
d.
Cancellation. Each policy shall provide that it will not be canceled, non-renewed or
materially amended except after thirty (30) days advance written notice to DIRECTV, mailed to the address
indicated herein, and the policy, policy endorsements or certificates of insurance shall so state.
e.
Evidence of Insurance. Contractor shall provide certificates evidencing coverage as
listed above prior to commencement of work, and at every annual renewal of the policies, for the duration of
this Agreement. All certificates shall name DIRECTV (including its officers, directors, affiliates, employees
and agents) as an additional insured as respects commercial general liability, automobile liability, and umbrella
or excess liability insurance. Endorsements to the policies naming DIRECTV as additional insured will be
provided by Contractor upon request. Contractor will endeavor to obtain waivers of subrogation in favor of
DIRECTV from its insurers.
16.
Amendment. DIRECTV retains the right to change (i) both the Rate Matrix pursuant to
Section 5.b., above, and (ii) the Performance Standards as set forth in Exhibit 3.e.(v), from time to time in its
reasonable discretion, as its business needs dictate, provided that reasonable, prior written notice shall be
provided to Contractor. Subject to the exclusions set forth in the previous sentence, this Agreement may only
be modified or supplemented by written agreement by both parties. Modifications include, but are not limited
to, changes to Contractor's business entity, including name, ownership and/or legal organizational
formation/structure.
17.
Assignment. As this is an agreement for personal services, Contractor may not assign its rights
and obligations under this Agreement without the written consent of DIRECTV. Any purported assignment by
Contractor to a third party in violation of this Section shall be void effective as of the date the attempted
assignment was made, and DIRECTV shall have the right immediately to terminate this Agreement upon notice
of such attempted assignment without consent. DIRECTV, in its sole discretion, may assign its rights and
obligations under this Agreement at any time for any purpose.
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18.
Indemnification. Contractor shall indemnifY, defend and hold DIRECTV, its affiliate,
subsidiary and parent entities and each of their respective directors, officers, employees, agents, assigns and
successors harmless from any and all costs, expenses, liability, claims, judgments, lawsuits and demands
(including attorneys' fees) arising out of (a) the performance, breach or alleged breach by Contractor of its
obligations, warranties, representations or covenants under this Agreement; (b) the negligence or other
wrongdoing, in whole or in part, on the part of any employee, agent, servant, subcontractor, or representative of
Contractor in connection with the performance of its obligations under this Agreement; (c) the termination,
disturbance, interruption or other interference with services of any type of utility or other public or private
facility damaged, harmed or disturbed, or caused to be disturbed, by Contractor and any of its agents, servants,
employees, subcontractors or representatives; (d) any acts or omissions of Contractor which would cause the
independent contractor status as provided in Section 19 to be breached; and (e) any acts or omissions of any
subcontractor. This Section shall survive the termination or expiration of this Agreement. DIRECTV shall
indemnifY, defend and hold Contractor, its officers, directors, employees, agents and affiliates harmless of and
from any and all costs, expenses, liability, claims, judgments, lawsuits and demands (including attorneys' fees)
arising out of (a) the performance or breach by DIRECTV of its obligations under this Agreement; or (b) the
active negligence or other wrongdoing on the part of any employee, agent, servant or representative of
DIRECTV in connection with the performance of its obligations under this Agreement.
19.
Independent Contractor. Contractor is an independent contractor authorized during the term
hereof to perform and provide Services to DlRECTV. Except as otherwise expressly provided herein,
Contractor shall have full control over the methods, techniques, sequences, and procedures of the Services to be
provided hereunder. This Agreement is intended to create an independent contractor relationship between the
parties for purposes of federal, state and local law, including the Internal Revenue Code of !986, as amended.
Without limitation, Contractor agrees to provide DIRECTV with a completed "Request for Taxpayer
Identification Number and Certification" in which the applicable taxpayer identification number is identified.
Because Contractor and Contractor's employees and subcontractors are not employees, franchisees, agents or
otherwise of DIRECTV, Contractor and its employees and subcontractors are not entitled to any benefits to
which DIRECTV employees may be entitled under DIRECTV policies or as otherwise required by law,
including workers' compensation or unemployment compensation benefits. DIRECTV will not withhold any
taxes from any amounts payable to Contractor under this Agreement and will not make any FICA or other
contributions on behalf of or for the benefit of Contractor, its employees and subcontractors. Contractor will be
solely responsible for the payment of all state, federal and local taxes on amounts payable to Contractor under
this Agreement. Contractor shall indemnifY DIRECTV for any claims relating to such payments.
20.

THIS SECTION IS DELETED.

21.
Service Marks and Trademarks. DIRECTV hereby grants, and Contractor hereby accepts,
the non·exclusive right to use the service marks or trademarks of DIRECTV (the "DIRECTV Marks") solely in
connection with the provision of Services during the Term. Contractor agrees that (i) it shall use the DIRECTV
Marks solely in connection with the provision of Services during the Term, and in accordance with all of the
terms and conditions set forth herein, (ii) the DIRECTV Marks shall be exhibited and displayed in the exact
form provided by DIRECTV, (iii) it shall not make or permit the making of any copies of the DIRECTV Marks,
in whole or in part except as reasonably required for the purposes herein specified, (iv) it shall not have the
right to authorize others, with the exception of Contractor's affiliates, subsidiaries and agents, to use the
DIRECTV Marks (and then only subject to the restrictions set forth herein), (v) its use of the DIRECTV Marks
shall include all standard proprietary notices prescribed by DIRECTV, if any, and (vi) its use of the DIRECTV
Marks shall conform to quality standards which are provided by DIRECTV. All right, title and interest in and
to the DIRECTV Marks, including all associated goodwill shall remain vested in DIRECTV subject to the
rights of use granted in this Agreement. Contractor will not use any service marks or trademarks of DIRECTV
("DIRECTV Marks") or of any network or programmer included in the DIRECTV programming services,
without the specific prior written consent ofDIRECTV. Any unauthorized use of such marks by Contractor, or
any use not in compliance with any rules or procedures regarding the use of such marks, shall constitute an
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infringement of the rights of DIRECTV or of its network suppliers. Contractor shall be authorized to use the
DIRECTV Marks in accordance with the terms hereof and in accordance with the terms of the trademark and
logo guidelines provided by DIRECTV (the "DIRECTV Trademark and Style Guide"). Notwithstanding any
provision of this Agreement, Contractor's rights in the DIRECTV Marks shall be limited to those rights set
forth here. Contractor shall indemnifY and hold DIRECTV harmless from and against any and all costs,
expenses (including reasonable attorneys' fees) and liabilities resulting from a breach of this Section. A breach
of this Section shall be deemed a material breach of this Agreement.
22.
Notices. All notices required hereunder shall be in writing and shall be deemed given when
personally delivered, when telecopied (with confirmation receipt) if also sent via U.S. first class mail, upon
delivery by an overnight courier service, or upon the date of receipt when sent by certified mail, return receipt
requested, to the following address or to such other address a party may hereafter designate in writing:

If to D!RECTV:

DIRECTV, Inc.
Vice President, Field Services
DIRECTV Home Services
650 I East Bell view Ave
Englewood, CO 80 Ill

with copies to:

I) Senior Vice President, Field Operations
DIRECTV, Inc.
161 Inverness Drive West
Englewood, CO 80112
Fax: (303) 712-4976
2) Legal Department
DIRECTV, Inc.
161 Inverness Drive West
Englewood, Colorado 80112
Fax: (31 0) 964-4883
Fax: (303) 712-4947

If to Contractor:
23.

SEE EXHIBIT 2.e.

Proprietary Information and Confidentialitv.

a.
Definition. Contractor, its employees, agents and subcontractors, in carrying out their
duties, will have access to certain trade secrets, marketing data, Customer Information as well as certain
knowledge concerning the business affairs of DIRECTV, including the terms of this Agreement (collectively
"DIRECTV Confidential Information").
b.
Restricted Use. Neither Contractor, its employees, agents nor subcontractors may use
any DIRECTV Confidential Information for any reason whatsoever (other than to perform this Agreement),
including, but not limited to, for its own benefit or for the benefit of a third party or to interfere, or cause
interference with DIRECTV and DIRECTV's customers. Contractor shall ensure that DIRECTV Confidential
Information is protected with at least the same degree of care Contractor uses to protect its own information of
like nature, but no less than a reasonable degree of care, taking into account the competitive nature of the
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information. Contractor specifically agrees that all materials (and all copies thereof) relating to DIRECTV,
including, but not limited to, all price and specification catalogues, lists of all former and current DIRECTV
customers or prospect lists supplied by DIRECTV or generated by Contractor during the course of this
Agreement, all administrative manuals, all sales literature, and any and all other information or data related to
DIRECTV's programming services, are the exclusive property of DIRECTV and are to be used by Contractor,
its employees, agents and subcontractors solely in the performance of their obligations and duties as described
herein, and that such lists and other data are to be returned to DIRECTV immediately upon termination of this
Agreement. In addition, to the extent that DIRECTV Confidential Information, per DIRECTV's instruction,
becomes obsolete or outdated, such documentation is to be destroyed pursuant to Paragraph 2.d., above, subject
to Contractor's right to maintain the documentation beyond this date as set forth in paragraph 2.d., above.
c.
Confidentiality Agreements. Contractor agrees that it will require its employees,
agents and subcontractors to sign an agreement that protects DIRECTV at least to the same degree as set forth
in this Section before any activity in support of this Agreement is undertaken by such employee, agent or
subcontractor.
d.
No Obligation of Confidentiality.
For purposes of this Section, DIRECTV
Confidential Information shall not include information: (i) which becomes generally available to the public
through no wrongful act of Contractor; (ii) is already lawfully in the possession of Contractor and not subject to
an existing agreement of confidentiality; (iii) is furnished to Contractor by a third party free from any duty of
confidentiality to DJRECTV; or (iv) is disclosed pursuant to the binding order of a government agency or a
court so long as Contractor provides notice to DJRECTV prior to any such disclosure and uses reasonable
efforts to obtain confidential treatment for the information.
e.
Irreparable Damage. Contractor acknowledges and agrees that DIRECTV would be
irreparably damaged if Contractor breached any part of this Section and that DIRECTV may take any action,
including seeking injunctive relief, to prevent Contractor's prospective breach or continuing breach of this
Section.
f.
Material Consideration. Contractor acknowledges and agrees that Contractor's and its
employees', agents' and subcontractors' compliance with this confidentiality Section is a material consideration
to DIRECTV in entering into this Agreement and the relationship hereby created.
Limitations on Damages. CONTRACTOR AND DIRECTV AGREE THAT THERE WILL
24.
NOT BE ANY LIABILITY TO THE OTHER FOR ANY LOST PROFITS, SPECIAL, INCIDENTAL, OR
CONSEQUENTIAL DAMAGES, EVEN IF ADVISED OF THE POSSIBILITY OF SUCH DAMAGES.

25.

Miscellaneous Provisions.

a.
Reservation of Rights.
Agreement are expressly reserved to DIRECTV.

All rights not specifically granted to Contractor in this

b.
Authority to Execute. Each party represents to the other that the person executing this
Agreement on such party's behalf has the right, power and authority to enter into this Agreement and to perform
such party's obligations under this Agreement and that such execution is binding upon such party.
c.
Waiver. Any failure to insist on the strict performance of any term or condition of this
Agreement: (i) shall not be deemed a waiver of such term or condition unless the waiver is reduced to writing
and signed by the parties; and (ii) shall not act as a waiver of the right to insist upon strict performance of that
term or condition in the future.
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d.
Integration. This writing represents the entire agreement and understanding of the
Parties with respect to the subject matter hereof and supersedes all previous agreements with respect to the
same; it may not be altered or amended, except by an agreement in writing signed by the Parties.
Notwithstanding the foregoing, nothing herein shall be construed to supersede or otherwise affect the Parties'
rights and obligations under the Sales Agency Agreement between the Parties.
e.
Governing Law. This Agreement shall be governed by the laws of the State of
California, without regard to any conflict of law principles.
f.
Jurisdiction and Venue. In the event of any legal action involving this Agreement, the
parties agree that exclusive venue shall be where DJRECTV's corporate headquarters is located. With respect
to all disputes under this Agreement, Contractor submits itself to the exclusive personal jurisdiction of the
federal and state courts of the State of California.

g.
Headings. The headings of paragraphs in this Agreement are for convenience only;
they form no part of this Agreement and shall not affect its interpretation.
h.
No Inference Against Author. No provision of this Agreement shall be interpreted
against any party because such party or its legal representative drafted such provisions.

i.
Severability. If any part of any provision of this Agreement is invalid or unenforceable
under applicable law, the provision shall be ineffective only to the extent of such invalidity or unenforceability
without in any way affecting the remaining parts of the provision or this Agreement.
j.
Binding Effect. This Agreement is binding upon the parties hereto, and their respective
executors, administrators, heirs, assigns, and successors in interest.
k.
Attorney Fees. In the event of any legal dispute between the parties, the prevailing
party shall be entitled to all costs and expenses, including expert witness fees and reasonable attorneys' fees, at
trial and at any appeal therefrom.

I.
Remedies. Subject to the limitations of Section 24, no remedy conferred by any
specific provision of this Agreement is intended to be exclusive of any other remedy available to the parties
under this Agreement or at law or in equity, whether by statute, rule or otherwise.
m.
Defined Terms. Any defined terms used in the Exhibits to this Agreement shall have
the meanings given to them in this Agreement.
n.
Counterpart Signatures. This Agreement may be executed in counterparts, all of which
taken together shall constitute one and the same instrument.
o.
Survival of Terms. The rights and obligations which, by their terms or nature, extend
beyond the termination or expiration of this Agreement, shall survive any expiration or termination of this
Agreement.
26.

Arbitration.

(a)
Any dispute or claim arising out of the interpretation, performance, or
breach of this Agreement shall be resolved only by binding arbitration, at the request of either party, in
accordance with the rules of JAMS, modified as herein provided. The arbitrators shall be, to the fullest extent
available, either retired judges or selected from a panel of persons trained and expert in the subject area ofthe
asserted claims. If the claim seeks damages of less than $500,000, one arbitrator shall decide it. In all other
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cases, each party shall select one arbitrator, who shall jointly select the third arbitrator. If for any reason a third
arbitrator (or the sole arbitrator for claims nnder $500,000) is not selected or agreed upon within one month
after the claim is first made, JAMS shall appoint that arbitrator. The arbitrators shall apply California
substantive law to the proceeding, except to the extent Federal substantive law would apply to any claim. The
arbitration shall be conducted in Los Angeles, California. An award may be entered against a party who fails to
appear at a duly noticed hearing. The arbitrator(s) shall prepare in writing and
to the
factual
and the reasons on which their decision is based.
The parties agree and acknowledge that no class arbitration
shall be permissible hereunder nor shall any claims involving the Communications Act or ECPA claims be
subject to an arbitration proceeding. The decision of the arbitrators may be entered and enforced as a final
judgment in any court of competent jurisdiction. The parties shall share equally the arbitrator's fees and other
costs of the arbitration.
(b)
Notwithstanding the foregoing, the following shall not be subject to arbitration
and may be adjudicated only by the Los Angeles County, California Superior Court or the U.S. District Court
for the Central District of California:
(I)
any dispute, controversy, or claim relating to or contesting the validity
of DIRECTV's right to offer DIRECTV Service to the public or any of DIRECTV's Trade Secrets or Marks;
and

(2)
the request by either party for preliminary or permanent injunctive
relief, whether prohibitive or mandatory, or provisional relief such as writs of attachments or possession.
(c)
This Subsection and any arbitration conducted hereunder shall be governed by
the United States Arbitration Act (9 U.S.C. Section I, et seq.). The parties acknowledge that the transactions
contemplated by this Agreement involve commerce, as defined in said Act. This Subsection 18.12 shall survive
the termination or expiration of this Agreement.

IN WITNESS WHEREOF the duly authorized representatives of the Parties hereto have caused this
Agreement to be executed as of the day and year first written above.

DIRECTV, INC.

ny

By: _________________________
Name:
Title: Senior Vice President

Name:
Title:
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EXHIBIT l.a.i.
SERVICES/FULFILLMENT SERVICES
Fulfillment Services
•
•
•

High Power residential installations, including retail sales agents, DIRECTV Direct Sales initiatives
and fulfillment of other acquisition activities
Multi-satellite residential installations including PARA TODOS, Local into Local and High
Definition
Commercial customer installations (upon Contractor's applicable commercial certification by DIRECTV)
Grade 1 - Capable of installing up to 4 or 8 IRDs in the same commercial establishment using one
multiswitch
Grade 2 - Capable of installing any number of IRDs in a commercial establishment using multiple
multiswitches

Grade 3 - Capable of building a headend in a commercial establishment that receives DIRECTV
programming, converts it to a standard VHF/UHF channel frequency and distributes it to a "cable ready" TV
set on a standard UHFNHF distribution system.

Service Work
•
•
•
•
•
•
•

Service Calls (including escalated Service Calls from other Contractors)
Move/transfer installations
DIRECTV System and other equipment pick-ups (disconnected and downgraded accounts)
Additional outlet upgrades
Relocates
Multi-satellite upgrades
High Definition ("HD") Antenna Installation
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EXHIBIT l.a.ii.
FULFILLMENT SERVICE DMAS
(Pursuant to Contractor's Authorization under Section !(a) of the Agreement)
NO SPECIFIC DMAs ARE ASSIGNED AT THIS POINT.

Any assigned DMA and/or portions of a DMA that may be assigned to Contractor shall be assigned on a
non-exclusive basis. Contractor IS NOT AUTHORIZED TO CONDUCT FULFILLMENT OR OTHER
SERVICES PURSUANT TO THIS AGREEMENT IN ANY DMAs NOT AUTHORIZED BY THIS
CONTRACT OR UNLESS DIRECTED IN WRITING BY DIRECTV.
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EXHIBIT I.a.iii -Statement of Work

RESIDENTIAL
Standards for all Antenna Type Residential Installations
Customer service requirements for all customer interaction
1.

Arrival at customers residence within the designated window of time with the proper ID badge and uniform.

2.
3.

Completion of site survey.
Planning the installation with the customer (coaxial cable routing, antenna location and connection of devices) prior to commencement

4.

of any work.
Notification to customer and Contractor management of any additional

(non~standard

I custom) charges prior to commencement of any

work.
PLEASE NOTE THAT ALL NON-STANDARD CHARGES SHALL BE SUBJECT TO DIRECTV'S PUBLISHED NATIONAL
PRICING FOR EACH APPLICABLE CHARGE
5.

Cleaning up any mess made during installation and removing it fi:om the customer's residence.

6.

Activation ofDIRECTV service.

7.

Customer education on system operation and features identified in the DIRECTV Customer Education statement of work (min. 20
minutes).
Completion of Installation Checklist and obtaining customers signature certifying the job was completed to their satisfaction.

8.

Standard Receiver Hook-Up, Cabling and Antenna Mounting Requirements
1.

Routing and properly attaching coaxial cable following local/NEC codes using DIRECTV approved RG-6 coaxial cable with a max loop
resistance at 100 feet of2 ohms or less.
2. Routing coaxial cable through all exterior and interior walls, as needed routing of cable through the attic without fishing interior walls
is considered standard. Routing of cable through crawlspace and penetrating adjacent floor or wall fishing up to adjacent floor is
considered standard.
3. Grounding antenna system and all coaxial cables to meet Local I NEC requirements.
4. Installing one DIRECTV System IRD.
5. Connection to an active telephone line capable of dialing out. There is no additional charge to the customer for installation of a phone jack
for this connection.
6. Mounting of antenna to meet Manufacturers and/or DIRECTV Quality Specifications, whichever is more stringent.
7. Aligning the antenna for peak signal strength.
8. Completion of a system test verifying signal strength, access card match and telephone cmmectivity.
9. Connection of existing off-air antenna or active coaxial cable drop (enabling TV to function as it had prior to DIRECTV installation).
10. Connection of co-located devices (VCR, existing surround sound, DVD, video games, etc).
11. Coaxial cable and fittings must meet DIRECTV specifications and all exterior connections must be weather proofed.

Digital Video Recorder ("DVR") Summary
I.
2.
3.

Optimize connection to the dual tuners of the DVR system to the DIRECTV receiver using dual independent coaxial cable
runs from the LNB or Multiswitch to the receiver's dual satellite inputs.
Educate the customer with an explanation of the DVR features and initial steps to use the service
Cover all required customer education steps identified in the DIRECTV Customer Education SOW.

lS"x 20" Antenna/2 or 3 LNB installation
1)

System Requirements
a) Connection of the 110 LNB/Combiner kit when specified or required for a customers programming choices
b) Proper cormection of the multi-sat multi~switch, if required

2)

PARA TODOS Requirements
a) Verification of the receipt and quality of the PARA TO DOS channels
b) Instruction to the customer of where the PARA TO DOS channels are located
c) Instruction on changing the menu language to/from English to Spanish

3)

VIP Requirements
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a)

Includes the following as applicable: All wall fishes, All pole mounts (including coaxial cable drop and bury), nonpen or sled mounts, custom mounts (including but not limited to tripods, under eave, and balcony mounts), diplexers
(2), and wireless phone jacks (including base and extensions). Any or all of these are considered standard work on all
VIP installs.

4)

KA/KU HD Requirements
a) A BBC (B band converter) must be installed to the ''SAT IN" with all H20 IRDs, and two BBC's must be installed to
each of the two "SAT IN" ports on the HR20.
b) All KA/KU ODU's must be peaked and aligned according to DIRECTV, Inc. and manufactures' recommendations,
including fine tuning both Azimuth and Elevation Settings.
c) A Pole Mount is considered standard on all KAIKU ODUs if a pole is the only viable location for LOS (Line of Site)
a. If LOS can be obtained for any KA/KU ODU on the customer's home using standard installation methods
and the customer objects, requesting that the ODU be installed on a Pole Mount, custom charges may be
applied
d) Two monopole support anns must be installed on all wall and roof mounted KA/KU ODUs.
e) A KA/KU ODU is required for all HD installations.
f)
A DIRECTV approved wideband 6X8 multi-switch is to be used on all KA/KU installs requiring more than 41ines or
on WorldDirect Installs.
g) A H20 or HR20 receiver is required on all KA/KU HD installs.
h) Optimize the connection of the HDTV receiver to the HDTV capable/ready TV or adaptive equipment using all
cabling supplied with the HDTV receiver, and one standard definition connection to a separate video input
i) Verification of the receipt and quality of the HDTV charmels
j) Location of available off-air HD channels if an off air antenna is installed for HD local programming
k) Instruction to the customer of where All HDTV channels are located
I) Cover all required customer education steps identified in the DIRECTV Customer Education SOW.

5)

WorldDirect Requirements
a) Installation of the 66cm or 87cm WorldDirect ODU
b) Installation of a 4x4 multi-switch with a single 66cm or 87 em ODU with the attached 101 LNB
c) Installation of a 6x8 multi-switch with a KA/KU, 72.5,or AU2 ODU and WorldDirect ODU
d) Auto configuration on all standard APG receivers to detect World Direct programming
e) Location of the requested WorldDirect programming in the APG guide
t)
Cover all required customer education steps identified in the DIRECTV Customer Education SOW.

6)

72.5 Requirements
a) Installation of a DIRECTV approved 4x4 multi-switch with 2 I 8" ODU's
b) Installation of a DTRECTV approved 6x8 multi-switch with a KA/KU, AU2 ,or WorldDirect ODU
c) Auto configuration on all standard APG receivers to detect the 72.5 local programming
d) Cover all required customer education steps identified in the DIRECTV Customer Education SOW.

7)

Hawaii Requirements
a) Installation of correct ODU(s) in Hawaii is required:
b) To acquire the 99°, lO I o and I 03° satellites requires a 1.2 M ODU
c) To acquire the 110° and ll9° satellites requires a second 1.2 M ODU
d) To acquire the 95° satellite requires an 87CM ODU
e) Add the appropriate LNB kits to receive the proper programming per the customer Work Order request.
f) ''Standard IRDs" in AK or mare the H20s
g) A DIRECTV approved wideband 6X8 multi-switch is to be used on all Alaska I Hawaii installs requiring more than 4 lines or on
WorldDirect Installs
h) Cover all required customer education steps identified in the DIRECTV Customer Education SOW.
Alaska Requirements
a) Installation of the correct ODU(s) in Alaska is required.
i) The size of the ODU is determined by Alaska DMA
(I) Juneau 1.2Meler0DU
(a) To acquire the 99°, 101 o and 103° satellites requires a 1.2 M ODU
(b) To acquire the 110° and 119° satellites requires a second 1.2 M ODU
(c) To acquire the 95° satellite requires an 87CM ODU
(2) Anchorage 1.8Meter ODU
(a) To acquire the 99°, 101° and 103° satellites requires a 1.8 M ODU

8)
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ii)

(b) To acquire the 110° and 119° satellites requires a second 1.8 M ODU
(c) To acquire the 95° satellite requires an 87CM ODU
(3) Fairbanks 2.4 Meter ODU
(a) To acquire the 99°, 101° and 103° satellites requires a 2.4 M ODU
(b) To acquire the 110° and 119° satellites requires a second 2.4 M ODU
(c) To acquire the 95° satellite requires an 87CM ODU
(4) Exceptions can and will be made per DMA and ODU size if a subscriber can be converted and/or installed
with a smaller dish size.
At no time will DIRECTV service be installed with an ODU under a 1.2M dish)
(1) Cover all required customer education steps identified in the DIRECTV Customer Education SOW.

DIRECTV residential installations include all of the following:

I.

Arrival at customer's residence within the designated window of time wearing proper ID and uniform.

2.

Completion of a site survey and plmming the installation with the customer (coaxial cable routing, antenna location,
connection of devices).

3.

VerifY services ordered and work to be performed with customer. Any non-standard I custom work with incremental
costs associated must be communicated and agreed to in writing prior to commencement of installation. See Addendum
A for VIP Installs and Addendum B for KA/KU installs for standard work policy changes for these install types.
PLEASE NOTE THAT ALL NON-STANDARD CHARGES OR CUSTOM WORK SHALL BE SUBJECT TO
DIRECTV'S PUBLISHED NATIONAL PRICING FOR EACH APPLICABLE CHARGE.

4.

Routing and properly attaching DIRECTV approved RG-6 coaxial cable through external and internal walls, as needed routing of
cable through the attic without fishing interior walls is considered standard. Routing of cable through crawlspace and penetrating
adjacent floor or wall fishing up to adjacent floor is considered standard ..
. Any existing coaxial cable must be replaced unless the technician is able to verifY the integrity and the quality of the
existing coaxial cable meets DIRECTV's standards. All pre-existing coaxial cable fittings are to be replaced.

5.

6.

Proper use of DIRECTV -approved drop materials from the DIRECTV Approved Materials List is required. Proper
use includes, but is not limited to, the use of approved tools for attachment of all fittings, approved switches or
diplexers, approved coaxial cable, approved grounding devices, and approved coaxial cable clips or ties.

7.

All coaxial cable connections and entry points must be properly sealed.

8.

The system must be grounded to meet or exceed Local/ NEC requirements.

9.

Properly mounting to customer's home, aligning and peaking satellite antenna for maximum signal strength. Standard
mounting includes, but is not limited to, the roof, eave, outside wall, balcony, deck, chimney pole, or ground pole
mounts when necessary for line of sight, and tripod and other Non Penetrating mounts. Six lag bolts or anchor screws
must be used on all mounting surfaces when available and the use of two monopoles for every KA/KU ODU installed
on the roof, wall or other standard location.

10. The ODU should always be marked on the mast with a permanent marker for tilt, azimuth, and elevation settings after
optimal peaking and alignment. Only DIRECTV -approved ODUs should be used. See Addendum Band C for ODU
specifications for KAIKU (HD Install) and Alaska I Hawaii.
II. In any market where any programming is required from the 11 oo or 119 oorbital slots, a Triple Sat ODU is required on
all installations. The exceptions are: KAIKU installs- see Addendum B-and Alaska I Hawaii installs- see
Addendum C.

12. Proper installation is required of a second 18 inch ODU and integration with the proper DIRECTV -approved multiswitch in all 72.5° markets where local channels have been requested.
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13. Proper installation is required of the World Direct ODU (95°) and integration with the proper DIRECTV -approved
multi-switch on all WorldDirect installs.
14. Dual coaxial cable runs are required on all AU2 and 18 inch installs, triple coaxial cable runs are required on all
WorldDirect (95°) installs, and quad coaxial cable runs are required on all KA/KU and 72.5° installs from the ODU to
the ground block or multi-switch.
15. Dual coaxial cable must be run to all DIRECTV DVRs.
16. Installation of one or more DIRECTV System IRDs as indicated on the customer's Work Order.
17. All IRDs must be connected to a land-based telephone line or DIRECTV -approved wireless phone jack.
18. Connection of existing off-air antenna or active cable drop (enabling TV to function as it had prior to DIRECTV
installation). This connection may not be diplexed/piggy backed dovm the coax on any HD install where a KA/KU
ODU has been installed, and must be directly run from the off-air-antenna/cable drop to the customer's existing
location(s) and integrated into all HD IRD's at these same location(s).
19. Connection of existing co-located devices (VCR I DVD, functioning surround sound, DVD, video games, etc.) and
programming the DIRECTV Universal Remote Control to operate all applicable devices.
20. Completion of a system test verifying signal strength (on all transponders on all required orbital slots), access card
match, and telephone connectivity.
21. Activation ofDIRECTV service.
22. Cleaning up any mess made during installation and removing debris from the customer's residence. This includes
removal of empty equipment boxes at customer's request.
23. Removal of customer's "DIRECTV-utilized" ODU is considered standard (upon customerrequest) provided the ODU
is attached to the house and is less than one meter in size; non-DIRECTV ODUs may be removed and provided to the
customer tOr disposal at their discretion.
•

The ODU mast, reflector and LNB(s) should be removed; however, the foot of the ODU should remain
attached to the home.

24. Customer education (minimum 20 minutes required) on the DIRECTV system operation and features including soft
and hard resets and on how our system functions with existing customer equipment. Customer education should
include but is not limited to; customer's favorite channels locations, how to set locks and limits, favorite channels set
ups, PPV ordering, channel neighborhoods, location of local channels, DIRECTV interactive, and programming
searches. Inform the customer about channel 114 & 201 (customer information) at the end of the customer education.
•

Customer Education on the DIRECTV remote: including but not limited to, how to program the remote,
how to navigate using the remote and programming the remote for all existing devices. If the provided
codes do not enable the remote to work with the device, a code scan must be performed. All knovm
codes for all devices should be written down for the customer on the receiver manual.

25. Completion of all applicable forms and obtaining customer's signature certifying the job was completed to his or her
complete satisfaction.
26. If, after arriving at a job the installation cannot be completed and is, per the supervisor, cancelled, the installer must
explain to the customer in detail why they were not able to complete the job.
In addition to the above, the following unique requirements apply in these situations:

Addendum A: KA I KV High Definition Installs

I.

A BBC "B band converter" must be installed to the "SAT IN" with all H20 IRDs, and two BBC's must be installed
to both "SAT IN'' connections on the HR20.
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II.
III.
IV.
V.
VI.
VII.

All KA/KU ODD's must be peaked and aligned according to DIRECTV, Inc. and manufactures' recommendations,
including fine tuning both Azimuth and Elevation Settings.
A Ground Pole Mount is considered standard on all KAIKU ODUs if needed for LOS (Line of Site), ONLY
aesthetically requested Ground Pole Mounts are considered custom labor and may be charged to the customer.
Two monopole support arms must be installed on all wall and roof mounted KA I KU ODUs.
A KA/KU ODU is required on ALL HD installs or upgrades.
A wideband 6X8 multi-switch is to be used on all KAIKU installs requiring more than 4lines or on WorldDirect
Installs.
A H20 and/or HR20 receiver is required on all KA/KU HD installs.

Addendum B: Alaska I Hawaii Installs
Installation of correct ODU(s)in Alaska I Hawaii is required:
a. To acquire the 99°, 101° and 103° satellites requires a 1.2 M ODU (1.8 Min some areas)
b. To acquire the 110° and 119° satellites requires a second 1.2 M ODU (1.8 in some areas)
c. To acquire the 95° satellite requires an 87CM ODU
d. Add the appropriate LNB kits to receive the proper programming per the customer Work Order request.
II. ''Standard IRDs" in AK or HI are the H20s, standard DVRs are HR20s.
III. A wideband 6X8 multi-switch is to be used on all Alaska I Hawaii installs requiring more than 4lines or on
WorldDirect Installs.
Addendum C: DIRECTV on Demand installs
I. Installation oflntemet connection to HD DVR
a. A DIRECTV approved Ethernet adapter must be installed to an available Ethernet connection at the
customer's router.
b. A DIRECTV approved Ethernet adapter must also be installed to Ethernet port on the back of the DIRECTV
HDDVR.
c. The DIRECTV HDDVR must be configured to connect to the DIRECTV on Demand service.

I.

In no event shall Contractor skip any of the above steps when installing a Customer within an MDU structure which has
been previously wired for L-band distribution of the DIRECTV Service (an "MDU Resident"). All such MDU Residents
must receive signal from his/her own installed antenna. If an antenna cannot be installed for any reason, the Work Order
is to be cancelled and the MDU Resident is to be informed that he/she needs to contact the building manager in order to
receive information about receiving the DIRECTV Service.

Advanced Products Installation Checklist
1.

DVRs require continuous phone connections without exception

2.

For all Advanced Product installations or upgrades you will need the following:

a.

F fittings

b.

Single RG6 coaxial cable

c.

*Dual Line RG6 coaxial cable

d.

* Dual Ground Blocks

e.

Standard tools

f.

Spare Dual LNB

3.

If a customer currently has an 18" ODU with a single LNB and they are keeping the 18" ODU it will have to be
upgraded to a dual LNB prior to any other steps.

4.

Each advanced product requires 2 ports. Each standard receiver requires 1 port. Swn the ports to determine the switch
configuration needed. Examples:
a.

I advanced product and 2 standard receivers = 4 ports
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b.
5.

6.

2 advanced products and I standard receiver= 5 ports

If the customer's equipment will use a 18" ODU and will require:
a.

2 ports--- DUAL LNB

b.

3 to 4 ports --- 3x4 multi-switch

c.

5 to 8 ports --- 4x8 POWERED multi-switch

If the customer's equipment will use a 18"x20" ODU and will require:
a.

2-4 ports --- Use existing switch or built in switch KaKu or AU2 ODU

b.

5 to 8 ports --i.
ii.

Use a 4x8 of6x8 (Ka/Ku,72.5, or WorldDirect customers) multi-switch
2 dual ground blocks or I quad ground block

The DIRECTV residential Customer Education includes the following:
27. The technician must follow all guidelines regarding proper materials and installation practices set forth in the standard
residential statement of work.
28. Completion of a site survey and planning the installation with the customer (Coaxial cable routing, antenna location,
connection of devices). The Tedmician must verify approval of the installation and explain why the ODU is mounted
in the best possible location and explain and receive written approval for all customer installation charges.
29. The technician is required to provide and review the ''Welcome kit" with the customer.
30. Customer education on the IRD, Remote control and Programming must include the following:
a)

How to perform soft and hard resets of the IRD

b)
c)

How to access and navigate through the IRD guide.
How to change inputs on TV or AV receiver for viewing ofDIRECTV or other customer equipment.

d)

How our DIRECTV system functions with existing customer equipment including how to record on a VCR, how
to play a DVD, and how to use surround sound.

e)

How to set locks and limits

f) How to order PPV
g) Location oflocal channels including XM music channels
h) DIRECTV interactive how to use and navigate
i)
Explain usage and location of all mix channels
j)
How to do programming searches.
k) How the Caller ID works and how to disable or enable the caller ID and check previous call in phone numbers.
I) Inform the customer about the customer information channels (114), (201) at the end of the customer education.
m) How to access games, when applicable
n) How to navigate using the remote in the guide
o)

How to program the remote for all existing devices and how to program new components to the DIRECTV
remote.

p)

How to navigate the menu using the remote including info and test screens

q)

How to check signal strength

a.

All known codes for all devices should be written down for the customer on the receiver manual.

31. Completion of all applicable forms and obtaining customer's signature certifYing lhe job was completed to his or her
satisfaction.
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32. Final walk through with the customer showing ODU location, Multi-switch location and type of multi-switch if
applicable, and all receiver locations.
33. If, after aniving at a job the installation cannot be completed and is, per the supervisor, cancelled, the installer must
explain to the customer in detail why they were not able to complete the job.
34. Customer Education should be a minimum of20 minutes
35. Ask customer if they are completely satisfied and if there is anything else they require.
Addendum A: DVR Customer Education

I.
II.
Ill.
IV.
V.
VI.
VIT.
VIII.

How to record progranuning
How to pause rewind and fast forward using the remote
30 second skip
Setting up series link
How to access and delete recorded programming from "My VOD'"
How to check to do list
PPV purchasing and recording including the ability to record and watch later
Show the customer the location of the DVR plus channellOOO and explain the future location ofDIRECTV plus
welcome video in showcases.

Addendum B: KA/KU HD installs Customer Education

I.
II.
III.
IV.
V.
VI.

Off air antenna channel location and integration
Importance of the BBC for progranuning reception
How to change display mode
HD channel locations including local channels where available
How to change TV Format
HD DVR should encompass a combination ofHD installs and DVR installs

Addendum C: EarthLink Customer Education

I.
11.
ITT.
IV.

How to install and configure modem
How to connect and reset the modem
How to check wireless Signal strength
How to troubleshoot connectivity

Addendum D: Wild Blue Customer Education
I.
II.
III.
IV.

How to install and configure the software
How to connect and reset the modern
How to check Signal strength
How to troubleshoot connectivity

Addendum F: DIRECTV on Demand Customer Education
I. How to install and configure the DIRECTV Ethernet adapter to the customer's router and HDDVR
II. How to connect to the DIRECTV on Demand service on the HDDVR
III. How to identity if the DIRECTV approved Ethernet adapter is functioning.
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Exhibit 2.a.(i)
DIRECTV Devices

In the event that DIRECTV provides you with handheld computing devices ("Devices") to be used solely
for electronic Work Order closure, Contractor agrees to be responsible for the following costs/charges:
l.

$70.00 per month per Device charge to cover the cost of airtime (voice/data)
services, and

2. $2,000.00 charge for each Device that is damaged, lost, stolen or otherwise not
produced when requested to be returned to DIRECTV.
Title to the Devices shall remain with DIRECTV. Contractor shall not make any bulk transfer of
Devices or any other transfer, sale or contract for the sale thereof; grant any security interest therein;
make or suffer to be made, whether voluntarily or involuntarily, any lien or encumbrance thereon; or
pledge the same for any purpose, and any such transfer, sale, contract, lien or pledge shall be null and
void as to DIRECTV. In addition to any other rights DIRECTV may have, DIRECTV shall have the
right to terminate its provisioning of Devices immediately for Contractor's material breach of the terms
of this paragraph.
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EXHIBIT 2.c.
PERSONNEL. VEHICLES AND UNIFORMS

A.
Personnel.
With respect to any employee or subcontractor who is assigned by
Contractor to perform its duties under this Agreement, any part of which requires entrance by the
employee onto property owned or rented by a DIRECTV customer, or any other citizen of the
community, Contractor warrants that such individual is qualified, able and suitable to perform the duties
assigned in a good, professional and workmanlike manner and with care and concern for DIRECTV,
DIRECTV's customers, third parties and any of their property, and that they have successfully
completed SBCA Certified Installer Training (or other DIRECTV -approved training program) and have
been otherwise properly trained to perform and provide the Services hereunder (Services could expand
requiring specific, additional DIRECTV training). Specifically, Contractor shall only allow those
employees and subcontractor technicians who have successfully completed the applicable DIRECTVapproved training program to perform those Services which require a certain minimum level of training
(i.e., Grades 1-3 DIRECTV commercial installation certification). Further, Contractor agrees that it shall
not allow any unauthorized person or persons not employed by or affiliated with Contractor or
DIRECTV to either drive or ride in any vehicle transporting DIRECTV equipment or to accompany any
Contractor technician on the premises of any DIRECTV customer(s) without the express written consent
of DIRECTV. In the event that Contractor is considering offering employment to an individual then
currently employed by another installation and service contractor ofDIRECTV, Contractor agrees that it
will not intentionally solicit or knowingly hire the other company's employees that are engaged in the
provision of the Services or in any related capacity while such person is employed by the other company
and for a period of thirty (30) days from the date such person terminates employment with the other
company, unless otherwise mutually agreed upon in writing by Contractor and the other company.
Throughout the Term, Contractor shall maintain an accurate database setting forth the skill sets and
training programs completed by each of its technicians and such data shall be subject to independent
review by DIRECTV pursuant to Section 2.d of the Agreement. Contractor shall, throughout the Term
of the Agreement, maintain a minimum one-to-twenty (I/20) supervisor to technician ratio, including
subcontractors, in each individual market that Contractor operates. In addition, Contractor hereby agrees
to include a background check and drug screen on potential employees (including both new individuals
and former employees who desire to return to Contractor) within its standard hiring/operating policies
with respect to those individuals whose employment shall include performing the Services. Contractor
agrees to use DIRECTV's appointed vendor for the performance of such checks and screens. Both the
individual employee background checks as well and the results of negative drug screen shall be made
available to DIRECTV upon reasonable notice to verify compliance and Contractor shall secure the
written consent of each such individual relating to the release of his/her qualifYing results to DIRECTV.
Specifically, Contractor's employee check/screen shall ensure that:
(i) each such individual has been required to take a drug screening test for those
controlled substances as dictated by DIRECTV and the results of the test were negative prior to the
offering of employment related to the performance of the Services;
(ii) a federal and county (including city, if applicable) criminal background
check was performed, subject to applicable law, on such individual (including sex offender database
check) and the check revealed no (a) convictions for felonies, (b) misdemeanor convictions related to
violence or sex offenses, or (c) other information which would indicate that the individual is a danger to
DIRECTV, its customers, third parties or any oftheir property; and
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(iii) a social security number verification and DMV record review has occurred.
B.
Subcontractors. In no event shall Contractor appoint or allow any third party or
subcontractor to perform and provide any Services prior to (i) that subcontractor providing to Contractor
evidence of the minimum insurance requirements as set forth herein and background check/drug screen
via DIRECTV's appointed vendor of each of its Services-providing technicians (Contractor to maintain
on file all subcontractor technician background checks and negative drug screen results available for
audit by DIRECTV), (ii) that subcontractor receiving and successfully completing SBCA Certified
Installer Training (or other DIRECTV-approved training program) for each applicable technician, as
determined by DIRECTV in its sole discretion and (iii) receiving an approval from DIRECTV, which
approval may or may not be granted in DIRECTV's discretion. In the event Contractor engages or
otherwise utilizes subcontractor(s) in the performance of Services as set forth herein, Contractor shall
cause such subcontractor(s) to comply with and abide by the terms, conditions and restrictions imposed
upon Contractor as set forth in this Agreement, including all attachments and exhibits related thereto;
provided, however, that Contractor shall be solely responsible for the methods, techniques, sequences,
and procedures of the Services to be provided hereunder and the timely completion of each Work Order
performed by such subcontractor(s), if any; provided, further, that the utilization of a subcontractor may
be expressly forbidden pursuant to the specific terms of the attached Statement of Work applicable to the
contemplated Service. On a monthly basis, Contractor shall be obligated to provide to DIRECTV, a
written list of its subcontractors who actually performed Services. All subcontractor usage data provided
to DIRECTV shall be subject to verification by DIRECTV as set forth in paragraph 2.g. In addition,
each subcontractor shall be identified in DIRECTV's Work Order management system such that
DIRECTV may at all times determine the labor capacity of each such subcontractor. DIRECTV, in its
sole discretion and upon notice to Contractor, may terminate the subcontractor status of any such third
party or subcontractor and Contractor may not engage or otherwise utilize such third party or
subcontractor in the performance of Services as set forth herein unless and until DIRECTV, in writing,
reinstates such third party or subcontractor as a subcontractor, if ever. In addition to subcontractors who
shall be performing Services hereunder, Contractor may elect to deploy third parties with respect to
certain call center and/or data management activities. In no event shall any such third party vendor have
access to any DIRECTV Confidential Information, as defined in Section 23.a. of the Agreement, prior to
DIRECTV's (i) written approval of such third party vendor, and (ii) receipt of a fully executed
confidentiality agreement, including terms and conditions materially consistent with Section 23, by and
between Contractor and such third party vendor (at which point such third party vendor would become a
subcontractor).

C.
Identification Cards. Contractor, at its own expense, will provide identification badges
to be worn by personnel, including subcontractors, engaged in the performance of Contractor's duties
under this Agreement. DIRECTV shall provide Contractor with a generic ID card template to be used.
Such badges will include the name, address and telephone number of Contractor, in addition to a
photograph and the name of the individual wearing the badge. The identification badges will be
displayed by all Contractor personnel at all times while performing the Services and shall indicate that
the installer is an authorized DIRECTV installer. In addition, installers and maintenance personnel will
present a professional appearance at all times and will wear DIRECTV uniforms, as set forth below.
Qualifications for performance shall include, but not be limited to, customer-relations skills, technical
skills and adherence to dress standards. Employees shall identifY themselves as Contractor's employees,
not DIRECTV employees, in any circumstance where identification is necessary.
D.
Vehicles. Contractor's aggregate vehicle fleet, including those vehicles used by any
subcontractor shall consist of new or like-new and damage-free, OSHA-compliant vans or trucks.
DTRECTV's specific standards as to what shall constitute new or like-new, as well as the trademark
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guidelines, shall be clearly set forth within the DIRECTV vehicle approval policy. Failure by Contractor
to meet this fleet requirement shall be considered a material breach of this Agreement. Contractor shall
clearly identify all vehicles and other major equipment operating under the authority of this Agreement
with Contractor's name and phone number as a service provider for DIRECTV or such other entity as
DIRECTV may reasonably direct. Contractor, in its sole discretion, may display the DIRECTV logo on
all vehicles and other major equipment it operates under this Agreement in accordance with the terms
hereof and in accordance with the terms of the trademark and logo guidelines provided by DIRECTV. In
addition, any vehicle used by a subcontractor that displays the DIRECTV logo shall (i) clearly identifY
the vehicle as a contractor vehicle (including the phone number of the subcontractor), and (ii) only be in
the form of a magnetic decal which shall be removed by the subcontractor at all times when such vehicle
is not performing services on behalf of DIRECTV. In no event shall Contractor place, or allow any
subcontractor to place, any DIRECTV markings on any vehicle not meeting the standards as set forth in
the vehicle approval policy. All vehicles used by Contractor in the performance of the Services shall be
kept clean and shall be maintained in accordance with reasonable standards specified by Contractor.
E. Uniforms. Contractor shall require that all of its technicians, including all subcontractor
technicians, performing Services within the residences or commercial establishments of DIRECTV
customers wear no less than the approved DIRECTV shirt and cap while performing the Services. Such
shirts or caps shall be offered to Contractor from DIRECTV, or its agent, at DIRECTV's published
prices. All other DIRECTV uniform items (including jackets) may be purchased by Contractor from
DIRECTV, or its agent, at its discretion, but shall not be required attire under this Agreement.
Notwithstanding the foregoing, Contractor may, on its own, purchase collared, uniform shirts from a
third party and shall affix a DIRECTV logo/patch, at Contractor's sole cost, in the exact same manner
and appearance as is provided with the DIRECTV shirts; provided, however, that DIRECTV shall
approve such shirt prior to implementation by Contractor (DIRECTV's approval shall be based on the
proposed shirt's reasonable similarity to the uniform shirt provided by DIRECTV with respect to color
and style).
F. Personal Grooming Standards. Contractor shall ensure that all technicians (both employees
and contracted subcontractors) will be clean, well groomed and presentable in dealing with DIRECTV's
customers.
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EXHIBIT 2.e.
CONTRACTOR CONTACT INFORMATION

(To be filled in by Contractor)

Name

Address

2-s?.J -~s4-~ss(,
Phone

zc;1:>-aSJ-f - 4s& 4
Fax

!At 1rm-@ MC'? k\"5.
Email

crn

Designated contact person: 24/7:
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Name
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EXHIBIT3.

CONTRACTOR INSTALLATION & SERVICE RESPONSIBILITIES

a.
General. Contractor shall, (i) furnish all necessary materials, labor, tools, and
equipment required for the successful completion of each Fulfillment Service hereunder; (ii) during the
course of performing a Fulfillment or Service Work Order, avoid the accumulation of excessive,
unsightly, or dangerous waste material, and shall ensure the orderly removal and disposal thereof; (iii)
furnish and pay for all required licenses and permits, and post any bonds or security required under
applicable laws, with respect to all Services performed by Contractor; (iv) be solely responsible for the
methods, techniques, sequences, and procedures of DIRECTV System installation and other Services, if
any, and the timely completion of each Work Order; (v) provide information regarding such DIRECTV
System installation and other Services, if any, as reasonably requested by DIRECTV, in a format
reasonably acceptable to DIRECTV; and (vi) abide by all local, state and Federal laws, statutes, rules,
regulations and ordinances including applicable Consumer Protection Acts. In all of its activities as a
representative for DIRECTV, Contractor shall conduct itself in a commercially reputable and ethical
manner and shall engage in no deceptive sales practice or other practice which impugns DIRECTV's
reputation and goodwill.
(i)
Customer Ownership. In performing and providing the Fulfillment
Services for DIRECTV customers, Contractor shall not obtain any ownership or otherwise any right to
such DIRECTV customers or customer information related thereto (collectively, the "Customer
Information"). As between DIRECTV and Contractor, the Parties agree and acknowledge that the
Customer Information is confidential information of DIRECTV, and the use and dissemination of such
Customer Information shall be subject to Section 23 herein.
(ii)
Training. Contractor agrees to provide at all times a qualified and fullytrained administrative, installation, and service staff. Contractor shall attend all training programs
requested by DIRECTV. In addition, DIRECTV, in its sole discretion, may produce and distribute to
Contractor, certain training materials by video broadcast or in video tape or CD ROM format. Such
materials shall be made available to all technicians, including subcontractors by Contractor. Contractor
acknowledges and agrees that its provision of certain Services shall require the completion of specific
training programs necessary to perform the tasks as set forth in the applicable Statement of Work.

b.

Installation and Service Specifications.

(i)
Contractor agrees that all Services provided by Contractor pursuant to
this Agreement will be performed in a good and workmanlike manner in accordance with this
Agreement, including the applicable Work Order and the Policies and Procedures. Contractor and
subcontractors shall thoroughly study and know the contents of such Policies and Procedures and shall
keep the most current form of such Policies and Procedures in their vehicles at all times as a reference
source.
(ii)
Contractor warrants the quality and workmanship of all Services for the
first twelve (12) months from the date of provision of such Services (unless otherwise set forth in the
applicable Statement of Work. Work not performed to the minimum requirements may be subject to
chargeback as set forth hereunder.
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(iii)
In the event that Contractor materially breaches the obligations in the
provision of the Services hereunder, in addition to the termination and other rights DIRECTV may have
hereunder, Contractor shall be responsible and liable for all costs and expenses incurred by DIRECTV in
properly providing the Services and inspecting Contractor's work; provided, however, that Contractor
shall be solely liable for any damage to private or public property resulting in its provision of the
Services, irrespective of the date on which such damage may manifest itself, and shall indemnify
DIRECTV with respect to any such claims pursuant to section 18 hereunder.
(iv)
Contractor will obtain appropriate information and required locations
with respect to the location of buried cables and utilities prior to performing any excavation or
underground work and will locate, expose and protect from damage all existing underground facilities,
including electrical, telephone, water, gas, sewer or other utilities. All location services must be
performed in a timely manner to enable Contractor to meet the performance standards set forth herein.
In all installations of DIRECTV Systems where the customer has a
(v)
phone line, whether working or not, Contractor shall use the phone line to connect each and every
DIRECTV IRD in such DIRECTV customer's premises. Contractor shall make every effort to have the
DIRECTV IRD successfully pass a phone test and receive an impulse authorization. Contractor's nonperformance in connecting to the phone line, FOR NEW INSTALLATIONS ONLY, may result in
incurring a chargeback.
(vi)
Contractor shall utilize only those contractual forms/agreements to be
signed by D!RECTV customers upon installation/activation as prescribed by D!RECTV (the "D!RECTV
Forms"). No modification to such DIRECTV Forms shall be permitted without DIRECTV's prior
written consent. With respect to each Service provided by Contractor hereunder, Contractor agrees that it
will complete and obtain copies of the applicable D!RECTV Forms and will timely process and file the
hard copies of such D!RECTV forms in accordance with DIRECTV procedures. Contractor shall provide
the original or a copy of each completed D!RECTV Form to D!RECTV upon the terms herein.
(vii)
Upon completion of a Fulfillment Service, Contractor shall remove all
of its tools, equipment and materials from the area, will leave the area clean and ready for use and shall
restore the area to the same condition as it was prior to the performance of the Services.
(viii) DIRECTV reserves the right conduct its own inspections of Contractors
work. In the event that D!RECTV reasonably determines that the Services were not substantially
performed pursuant to DIRECTV standards, DlRECTV reserves the right to charge Contractor back for
DIRECTV's costs related to bringing the work up to standard.
c.
Ancillary Work. In some instances DIRECTV customers, or the recipient of the
Services provided hereunder, may contract with Contractor to provide ancillary services related to the
Services, but not specifically called for by D!RECTV within the Work Order ("Ancillary Work"). For
purposes of an example only, such Ancillary Work may include the installation or relocation of an off-air
antenna, the running of additional cable or a sidewalk bore. In the event Contractor agrees to provide
such Ancillary Work, the actual rates for such services shall be negotiated and agreed to in writing by
customer and the Contractor prior to the commencement of such Ancillary Work. The rates for such
Ancillary Work may be included in the DlRECTV pricing list set forth in the P&P. To the extent that
the requested Ancillary Work is listed, pricing must be in accordance with DIRECTV's then-published
pricing. In such event, Contractor is operating as an independent contractor and is not an employee or
agent of DIRECTV nor shall DlRECTV be a party to such transaction. In no event shall DIRECTV be
responsible for the performance of Contractor with respect to any Ancillary Work nor shall DIRECTV
warrant or guarantee the performance of Contractor with respect to the Ancillary Work. In performing
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Ancillary Work, Contractor shall provide customer reasonable written notification within its contract or
Work Order form that DIRECTV is not the party providing the Ancillary Work. Notwithstanding the
foregoing, Contractor warrants the quality and workmanship of all Ancillary Work for no less than first
twelve ( 12) months from the date of provision of such service, and shall repair or fix any defects in the
Ancillary Work provided, or otherwise re-perform the services during the said time period at no
additional charge to the customer. In addition, Contractor agrees to charge the customer no more than
reasonable market rates for the specific services provided (see DIRECTV's recommended rates for
Ancillary Work in the P&P, as defined in Section 2.4 of Exhibit 3.i.).
d.
Materials. Contractor shall provide, at its own expense, all materials necessary
to complete the Fulfillment Service hereunder (the "Drop Materials"). Exhibit 3.d., attached hereto and
incorporated herein, contains a list of Drop Materials that Contractor shall possess throughout the Term.
e.

Response Times.

(i)
Scheduling. Contractor shall have sufficient labor available to meet
DIRECTV's response times and Contractor shall maintain a specified amount oftime, seven (7) days a
week, for morning appointments and afternoon appointments (or that appointment window as dictated by
DIRECTV should DIRECTV elect to shorten the appointment window) for each area assigned to
Contractor for Fulfillment Service responsibilities for the following:
(a)
Installation Requests (including primary and additional outlet
installations, upgrades, reconnects, antenna/outlet relocations and move/transfers): Appointment always
available within seventy-two (72) hours ofDIRECTV's or DIRECTV customer's request; and
(b)
Service Call Requests, if applicable, (including all maintenance
and repair calls): Appointment always available within twenty-four (24) hours of the creation of the
applicable Service Call Work Order by DIRECTV (or the specific date requested by the DIRECTV
customer if beyond the next day).
With respect to all scheduling, Contractor shall be required to maintain current, valid individual
technician information (e.g., name, skill-set, shift, etc.) on a daily basis.
(ii)

Installations.

(a)
Contractor shall be fully prepared to perform and complete all
assigned, scheduled Fulfillment Service appointments on the scheduled date and within the scheduled
appointment window, even if Contractor is unable to confirm such appointment with the DIRECTV
customer. If a DIRECTV customer is not at the premises at the time of a scheduled appointment,
Contractor, upon supervisor approval, shall leave a missed appointment door hanger, which shall be
provided at Contractor's sole expense and such door hanger shall contain Contractor's name and phone
number and such other information as requested by DIRECTV. Such door hanger must be pre-approved
in writing by DIRECTV in accordance with the terms of this Agreement.
In the event that Contractor is unable to perform and complete
(b)
all assigned, scheduled Fulfillment Service appointments on the scheduled date and within the scheduled
appointment window, Contractor shall promptly contact the local DIRECTV dispatcher by telephone
such that the dispatcher may notify the DIRECTV customer of the scheduling problem prior to the
scheduled appointment time. DIRECTV will promptly reschedule the appointment at the earliest time
convenient to the DIRECTV customer. DIRECTV reserves the right to immediately reassign such
Fulfillment Service Work Order to another party. In such case, Contractor shall not receive any
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compensation related to such Service and may, pursuant to Exhibit 3.e.(v), subject Contractor to a charge
as a result of the missed appointment.
(c)

All Fulfillment Services shall be completed as scheduled.

(iii)
Maintenance and Service Calls. All maintenance and Service Calls, if
any, dispatched to Contractor by DIRECTV shall be completed as scheduled. In the event that
Contractor does not meet the "no later than next day" window for Service Calls, DIRECTV shall have
the right to transfer the Work Order to another party and to charge Contractor for service work in the
amount incurred by DIRECTV for the transferred Service Call Work Order.
(iv)
Rescheduling. In the event DIRECTV customer requests a rescheduling
of an appointment through Contractor, Contractor shall promptly notifY D!RECTV of such request and
the rescheduled appointment time and date.
(v)
Performance Standards; Customer Interviews. Contractor shall be
required to meet the performance standards (the "Performance Standards Chargebacks/Incentives")
described herein and as set forth in Exhibit 3.e.(v). In addition to the specific Performance Standards,
D!RECTV, at its discretion, shall interview by phone or other method, any number of newly-installed
customers to obtain feedback on such customer's overall installation experience as provided by
Contractor ("Customer Interviews"). Such Customer Interviews will address issues including, but not
limited to, installation scheduling and performance, technician neatness (uniform compliance) and
professionalism, DIRECTV Service demonstration by the Contractor technician, and costs related to
Ancillary Work, if any. Contractor, at its sole cost, shall be required to provide retraining (as provided
by D!RECTV) of all Contractor technicians should DIRECTV reasonably believe that Contractor's
technicians are performing in a substandard marmer with respect to any particular process within the
overall installation experience. Any particular data collected regarding Contractor appointment
scheduling shall be included in the applicable monthly calculations by DIRECTV of the Performance
Standards.
f.
Equipment Retrievals. When a D!RECTV System receiver is replaced by
Contractor during a Service Call, Contractor shall retrieve the old receiver, including the access card,
from the DIRECTV customer and Contractor shall promptly forward the old receiver and access card to
the local DIRECTV office. D!RECTV will monitor the number of receivers activated upon a receiver
swap against the number of used receivers returned by Contractor. To the extent that the number of
returned receivers is materially less than the number of those newly activated pursuant to the receiver
swap, D!RECTV reserves the right to charge Contractor back pursuant to Exhibit 3. e. (v).

g.
Education; Customer Follow-up. Contractor shall, at the time of installation of a
D!RECTV System, provide each DIRECTV customer with adequate customer education, as set forth in
Exhibit l.a.iii, regarding the use and operation of DIRECTV System. During each Service Call,
Contractor personnel shall provide DIRECTV customers with adequate education regarding the nature of
the problem leading to the maintenance or other Service Call and the resolution of such problem. Such
customer education shall include no less than Contractor personnel performing each step set forth in the
Installation Checklist, attached hereto and incorporated herein as Exhibit 3.g.
h.
Property Damage Claims; Other Claims; Injuries. Contractor shall notifY
D!RECTV's designated contact person in writing within twenty-four (24) hours of each known incident
in the course of its installations or performance of other Services hereunder resulting in property damage
or some other claim. Contractor shall promptly investigate all such incidences and reach resolution
satisfactory to D!RECTV and the D!RECTV customer or other affected party as soon as possible upon
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notice and not later than that time period set forth in the Policies and Procedures. During the course of
the investigation, Contractor shall provide periodic status reports to DIRECTV's designated contact
person within the DIRECTV Home Services Damage Claim Department. To the extent that Contractor
does not comply with this Section 3(h) (or the applicable Policies and Procedures) or for whatever other
reason DIRECTV deems it necessary to take any action to investigate, defend, or resolve any such
incidences, DIRECTV shall have the right to charge back, invoice or otherwise recoup the costs of such
investigation, defense and resolution from Contractor pursuant to the terms of the Damage Claim section
of the Policies and Procedures. In addition to a chargeback equal to DIRECTV's actual costs associated
with its resolution of a Contractor-caused damage claim, DIRECTV shall also charge Contractor an
administrative fee equal to fifty dollars ($50.00) for each damage claim that DIRECTV is left to resolve
as a result of Contractor's inability to timely address (please see Exhibit 3.e.(v)). Notwithstanding the
foregoing, all allegations of bodily injury, other than those covered under Workers Compensation laws,
must be immediately reported in writing to DIRECTV's designated contact person.
i.
DIRECTV System Hardware provided to Contractor by DIRECTV. Throughout
the Term of the Agreement, DIRECTV will provide to Contractor DIRECTV Hardware or System
components including IRDs, multiswitches and ODUs/LNBs to be used in the performance of the
Services (for the purposes of this paragraph, all such components "Provided Hardware"). All other
materials necessary to perform the Services (i.e., cables, connectors, switches, etc.) shall be purchased by
Contractor at its sole cost and expense. Contractor's Provided Hardware inventory will be accounted for
on a monthly basis. In the event that DIRECTV discovers any Provided Hardware shrinkage as part of
the month-end inventory process, Contractor will be charged back the full price for each missing
component. If Contractor subsequently locates and returns to its sites Provided Hardware previously
determined to be missing, the chargeback will be partially reversed depending on the amount oftime that
has lapsed. If Contractor subsequently activates an IRD previously determined to be missing and the
activation is pursuant to a Work Order provided by DIRECTV, the chargeback will be fully reversed.

Inventory Frequency - Monthly based upon the final shrinkage from the prior month as of the 7'h
calendar day of each month.
Rate - IRD chargeback will be at the full equipment cost (at then-current DIRECTV pricing). Credits
for IRDs previously charged back that are returned to DIRECTV will be credits at 90% if returned
within 30 days of the when the shrinkage occurred. Returns after 30 days will receive no credit.
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EXHIBIT 3.d.

DROP MATERIALS; TOOLS
REQUIRED MATERIALS TO PERFORM EACH WORK ORDER
(subject to change from time to time)

See the Service Provider Installation Guide("SPIG") and P&P

MINIMUM TOOLS REQUIRED TO PERFORM EACH WORK ORDER
DIRECTV® installer only

Inclinometer w/Compass
Digital Volt I ohm Meter
Satellite Signal Strength Meter

In some instances, DIRECTV may provide tools to Contractor for used tied solely to the
performance of Services (each such tool a "DIRECTV Tool"). DlRECTV shall inform Contractor
of its cost of the DlRECTV Tools when furnished. DIRECTV shall retain title to all DlRECTV
Tools provided by it to Contractor, if any, and Contractor shall promptly return all such DlRECTV
Tools to DlRECTV upon DIRECTV's written request. DIRECTV shall have the right to recoup
from Contractor its costs related to all provided DIRECTV Tools which are lost or are otherwise
unaccounted for by Contractor.
ADDITIONAL TOOLS RECOMMENDED TO PERFORM EACH WORK ORDER
Adjustable Wrench 10"
Cable Caddy
Side Cutters
Drill, lh'' electric
7/16'' open end wrench
100' grounded extension cord
pliers
Drill, Cordless, 3/8"
needle nose pliers
Slot Screwdriver set
Drill Bit W' x 18" Masonry
Phillip Head Screwdriver set
Drill Bit%" x 18" Wood Auger
Drill Bit 3/8" x 18" Wood Auger
Wire Strippers
Cable Prep Tool Set for RG-56
Drill Bit 3/8" x 18" Masonry
Crimp Tool to match RG-6 connectors
Drill Bit 5/8" x 18" Wood Auger
RJ-11 modular Crimp Tool for Telephone
Drill Bit 5/8" x 18" Masonry
Telephone Wire Line Tester
Drill Bit for masonry anchors (3/16")
Torque Wrench
Fish Tape and Reel, 100'
Staple gun for phone wire application
Ladder, Fiberglass, House minimum 28'
Hack Saw
Ladder, Step 6'
Hammer, Decking, 20 oz.
100' 3/8" rope hand line
Level, Pole type
Safety belt with strap
Tape Measure (30')
Post hole Digger (9' Scissors)
English socket set to %" w I ratchet
Spud Bar 72"
Metric socket set to 18mm w I ratchet
Round Tip Shovel
BowSaw-30"
Trenching Shovel
Tree Prune wl Fiberglass Handle

5 Gallon Pail
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EXHIBIT 3.e.(v)

PERFORMANCE STANDARDS/CHARGEBACKSIINCENTIVES
The performance standards (the "Performance Standards") listed below establish the minimum operational
standards with which Contractor must comply for all Services. The Performance Standards listed below
do not comprise an all-inclusive list. Contractor is responsible for compliance with all terms and
conditions of this Agreement and DIRECTV's policies and procedures, whether or not contained in this
Exhibit 3.e.(v). Extreme weather/force majeure events and/or out-of the-ordinary DIRECTV initiatives
within particular DMAs will be reasonably taken into account by DIRECTV when making such monthly
calculations. All Performance Standards shall be measured on a per DMA basis and are based upon
monthly figures when measured approximately 2 weeks after the end of each fiscal month, unless
otherwise provided herein.

Repeat Service Call (RSC)
Description - If Contractor closes any Work Order and DIRECTV subsequently has to roll a truck on a
Service Call within ninety (90) days, Contractor will incur a chargeback penalty. For customer satisfaction
reasons, Contractor will NOT be allowed to roll back on its own repeats. Although specific resolution codes
will not be excluded, there is an allowance of 19% of all repeats within each measuring period that will be
excluded to account for uncontrollable events. As an example, if you had I 00 repeats within this ninety day
window, you will be charged back for 81 repeats.
Frequency- Weekly (as the DIRECTV data is available)
Base Chargebuck Rate - $50 per each RSC

Service within 7 days (SIN7)
Description- Service Calls opened within seven (7) calendar days of the applicable closed Work Order Date
of physical service or install/upgrade (including Movers/Former Customers) performed by Contractor at the
address requesting service, will result in a fifty dollar ($50.00) chargeback to Contractor. Contractor will not
be routed back to any SIN7 Service Call of its doing. Notwithstanding the foregoing, Contractor shall be
provided with a percentage buffer to reflect that not every Service Call within seven days of the prior closed
Work Order is the result of the prior installation or service performance. Specifically, on a monthly basis,
that number of opened Service Calls within seven days, rounded to the nearest whole number, that is equal to
3.0% of all Work Orders closed by Contractor during the month (the "Buffer Number") will also equal the
number of Service Calls within seven days that shall not be subject to charge back.

FOR EXAMPLE PURPOSES ONLY: if Contractor peiforms 1,000 total Work Orders in one month and 70
of those Work Orders generate an opened Service Call within 7 days 3% X 1000 ~ 30 (the Buffer Number)
70-30 ~ 40 (the number ofService Calls over the Buffer Number)
40X $50~ $2,000 (the total Service within 7 days chargebackfor that DMA)
Frequency- Weekly (as the DIRECTV data is available)
Base Chargebuck Rate- $50 per SIN7 above the Buffer Number

Return Path
Description - Per the Statement of Work, all new installs should include the installation of a phone line.
Any IRD that has a successful return path (phone line, broadband or applicable SWM) will be counted in this
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measurement. The return path is measured on a pre-receiver basis (i.e., if 4 rooms are installed with an IRD
and only I IRD has a successful return path, the return path measurement is 25%). Based upon Contractor's
return path percentage, you may incur a chargeback or earn an incentive.
Frequency- Weekly (as the NRB data is available)
Base Chargeback/lncentive Rate- See below
Incentive or Chargeback
Return Path %
$5 chargeback per each paid Work Order (i.e., $5 x the
:S 10%
aggregate # of all Work Orders during the measuring
period)
$2 chargeback per each paid Work Order
> 10% but:S25%
Neutral Zone
> 25% but<: 30%
$5 incentive per each paid Work Order
> 30% but<: 50%
$10 incentive per each paid Work Order
>50%

On-time Guarantee (OTG)
Description - The OTG is a fee charged by DIRECTV for any instances where Contractor did not show up
within the agreed upon schedule appointment window. lf Contractor was responsible for the OTG, as shall
be determined by D!RECTV, Contractor will incur a chargeback penalty.
Frequency- Weekly (as the DIRECTV report is available)
Rate - $50 per OTG

Damage Claims
Description -If Contractor is the cause of damage to a customer's home/property and is unable to resolve
claim on its own (either settlement or formal, written denial along with indemnification/defense of
DIRECTV from any subsequent customer lawsuit), Contractor will be charged back for the amount
processed by the D!RECTV claims department to settle the claim.
Frequency- Weekly
Base Chargeback Rate - Cost to settle claim, as shall be determined solely by DIRECTV, with customer
plus $50 processing fee

Office of the President (OOP) Chargeback
Description - If service is below customer expectations and results in the customer contacting DJRECTV
management, Contractor may receive an OOP chargeback of either $750 or $1,500. The fee is $1,500 if the
customer terminates his/her DIRECTV service as a result of the problem and $750 if the customer continues
with DIRECTV. If Contractor is responsible for the OOP, as shall be determined solely by DIRECTV,
Contractor will incur a chargeback penalty.
Frequency- Weekly as incurred
Base Chargeback Rate- $750 or $1,500, as applicable

Dish/Switch Chargeback
Description- If Contractor is responsible for any disb/switch shrinkage identified as part of the month-end
inventory process, you will be charged back for this equipment.
Frequency- Monthly based upon the final shrinkage from the prior month
Base Chargeback Rate- Disb/switch charge back at the then-published item cost

Equipment Chargeback
Description - If Contractor is responsible for any IRD shrinkage identified as part of the month-end
inventory process, you will be charged back for the missing equipment.
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Frequency- Monthly based upon the final shrinkage from the prior month
Base Chargeback Rate- IRD charge back will be at the then-published item cost

Equipment Returns
Description - When an upgrade or Service Call is completed and it includes a swap/replace, it is required
that DIRECTV receive the existing IRD that was replaced. This is particularly true in the cru;e of advance
product (HD, DVR or HD/DVR combo). As such, DIRECTV offers an incentive to encourage Contractor to
return all IRD swaps from upgrades and Service Calls. The IRD must be part of a swap/replace completed
by Contractor (as validated by Work Order closure data).
Frequency- Monthly
Base Incentive Rate- $5 for each advance product IRD and $1 for each standard !RD.
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EXHIBIT 4.a.(i)
RATE MATRIX
To be provided separately
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Rate Card (Tier 10)

,.-

Effective July 4'", 2009

Category

Rate

Primary Labor- Base Rates
Install
Upgrade
Service

$ 70
$ 30
$ 50

Misc. Labor
Additional outlets (each)
Ka/Ku labor
International dish labor
2" Dish labor
Off air antenna labor
Swap/replace
ODU Upgrade
ODU Relocate (upgrade only)
2'' line DVR (upgrade only)
Wild Blue Install/Upgrade
Non-DTV equipment upgrade
DIRECTV on Demand

$ 25
$ 20
$10

$ 25
$ 25
$ 0
$ 10
$ 15
$ 15
$120
$ 30
$ 5

Notes
Swap/relocate is paid as an additional outlet at $25
DIRECTV on Demand paid on both the Home Plug and Power Strip line items

Acknowledged and agreed.

DIRECTV, INC.

CONTRACTOR

By:~
Name:

ED

15-tt.-"'tta~

Title: \/?" "fl~

EXHIBIT B

PROPRIETARY

DTV000321

Case 2:12-cv-01406-RSM Document 116 Filed 03/19/15 Page 41 of 43

EXHIBIT B

DTV000322

Case 2:12-cv-01406-RSM Document 116 Filed 03/19/15 Page 42 of 43

EXHIBIT B

PROPRIETARY

DTV000323

Case 2:12-cv-01406-RSM Document 116 Filed 03/19/15 Page 43 of 43

PROPRIETARY
EXHIBIT
B

DTV000324

EXHIBIT B

Case 2:12-cv-01406-RSM Document 118 Filed 03/19/15 Page 2 of 39

FILED UNDER SEAL

DIRECTV FIELD SERVICES
Technical publication intended for use by DIRECTV Field Technicians and Authorized Dealers

Standard Professional
Installation Guidelines
Copyright © 2003 DIRECTV. Unpublished work. All rights reserved.
Revised 06/30/2010
PROPRIETARY
Version
3.0

EXHIBIT M

Page 1

DTV004202

Case 2:12-cv-01406-RSM Document 118 Filed 03/19/15 Page 3 of 39

Installation &
Customer Service Manual

Copyright © 2003 DIRECTV. Unpublished work. All rights reserved.
Revised 06/30/2010
PROPRIETARY
Version
3.0

EXHIBIT M

Page 2

DTV004203

Case 2:12-cv-01406-RSM Document 118 Filed 03/19/15 Page 4 of 39

Table of Contents

1

2

3

4

5

0.0
Residential Statement of Work ............................................................................................................ 5
0.1
Whole-Home DVR (Connected Home or MRV) Statement of Work ................................................... 8
0.2
Custom Rate Sheet ……………………………………………………………………………...………..…9
BASIC SATELLITE THEORY AND BACKGROUND .................................................................................. 10
1.1
Key Elements ..................................................................................................................................... 10
1.2
Programming / Carrier ....................................................................................................................... 10
1.3
Uplink ................................................................................................................................................. 10
1.4
Receiving Equipment ......................................................................................................................... 11
1.5
Satellite Link Analysis ........................................................................................................................ 11
1.6
Creation of the DIRECTV System ..................................................................................................... 12
DIRECTV Receiver Control Policy ................................................................................................................... 12
INTRODUCTION ......................................................................................................................................... 13
2.1
Pre-Call .............................................................................................................................................. 13
2.2
Identification ....................................................................................................................................... 13
2.3
Verification ......................................................................................................................................... 13
2.4
Pre-Installation Process ..................................................................................................................... 14
SITE SURVEY ............................................................................................................................................. 14
3.1
Preliminary Evaluation ....................................................................................................................... 14
3.2
Unobstructed Line of Sight ................................................................................................................ 15
3.3
Ground Source................................................................................................................................... 15
3.4
Access to Phone/Internet................................................................................................................... 15
3.5
TV Set Location ................................................................................................................................. 15
3.6
Customer Concerns ........................................................................................................................... 15
3.7
Walk the Customer through the Installation in Detail......................................................................... 15
3.8
Non-Standard Installation .................................................................................................................. 17
3.9
Safety Considerations ........................................................................................................................ 17
3.10
Working On Roof or Wall Mounts ...................................................................................................... 17
3.11
Ground Mounts .................................................................................................................................. 17
3.12
Know Your Limitations! ...................................................................................................................... 18
ODU INSTALLATION .................................................................................................................................. 18
4.1
Antenna Assembly ............................................................................................................................. 18
4.2
Wall Mounting – Wood ....................................................................................................................... 18
4.3
Brick Mount ........................................................................................................................................ 19
4.4
Roof Mount Assembly ........................................................................................................................ 19
4.5
Positioning ......................................................................................................................................... 19
4.6
Pole Mount - Hole Size and Location ................................................................................................ 19
4.7
Concrete ............................................................................................................................................ 20
4.8
Trench / Drop Bury............................................................................................................................. 20
4.9
Cable Run .......................................................................................................................................... 20
4.10
ODU Assembly .................................................................................................................................. 20
GROUNDING & BONDING ......................................................................................................................... 21
5.1
Ground block (or other DIRECTV approved U.L. Listed device) approved for
grounding/bonding/Multi-switch ........................................................................................................................ 21
5.2
Suitable Ground Sources (Grounding Sources must be chosen in the order listed below) .............. 21
5.3
Electrical Ground Rod ........................................................................................................................ 22
5.4
Panel Box Lug or Meter Enclosure .................................................................................................... 22
5.5
Metallic Service Raceway .................................................................................................................. 22

Copyright © 2003 DIRECTV. Unpublished work. All rights reserved.
Revised 06/30/2010
PROPRIETARY
Version
3.0

EXHIBIT M

Page 3

DTV004204

Case 2:12-cv-01406-RSM Document 118 Filed 03/19/15 Page 5 of 39

5.6
Grounded Metal Structure (Mobile Home) ......................................................................................... 23
5.7
Grounded Metal Structure (Commercial Building) ............................................................................. 23
5.8
Metal Underground Water Pipe ......................................................................................................... 23
5.9
Supplemental Electrode Bonding ...................................................................................................... 23
5.10
Summary of Grounding ...................................................................................................................... 24
6
CABLE ROUTING ....................................................................................................................................... 24
6.1
Conventional Foundation ................................................................................................................... 24
6.2
Slab Foundation ................................................................................................................................. 24
6.3
Cable Considerations ........................................................................................................................ 25
7
TELEPHONE LINE INSTALLATION AND TROUBLE-SHOOTING ............................................................ 26
7.1
Installation .......................................................................................................................................... 26
7.2
Trouble-shooting Phone Lines ........................................................................................................... 27
7.3
Valid Reasons for Non-Impulse IRDs ................................................................................................ 27
8
ACCESS CARDS ........................................................................................................................................ 27
9
INTEGRATION WITH THE CUSTOMER'S EQUIPMENT .......................................................................... 28
9.1
Tuning VCR/DVDs ............................................................................................................................. 28
9.2
Stereo / Surround Sound ................................................................................................................... 28
9.3
Picture-in-Picture (PIP) ...................................................................................................................... 29
9.4
(HDTV) High Definition TV................................................................................................................. 29
10 ODU ALIGNMENT AND PEAKING ............................................................................................................. 30
10.1
General .............................................................................................................................................. 30
11 CUSTOMER EDUCATION ............................................................................................................................. 30
12 MULTI-SWITCHES ....................................................................................................................................... 34
12.1 Purpose .................................................................................................................................................... 34
12.2 Types of Multi-Switches ........................................................................................................................... 34
12.3 Multi-Switch Functions ............................................................................................................................. 34
13 INSTALLATION TIPS / Common Installation Problems ................................................................................. 35
13.1 Premature Rain Fade ............................................................................................................................... 35
13.2 Useful Equipment for Trouble-shooting: ................................................................................................... 35
13.3 Locate IRD’s Main Menu and Perform “Systems Test” ............................................................................ 35
13.4 Signal Strength ....................................................................................................................................... 36
13.5 Additional Trouble-shooting Tips ........................................................................................................... 36
14 TROUBLE-SHOOTING RESOURCES ...................................................................................................... 36
15
RISK MANAGEMENT................................................................................................................................ 36
15.1 Property Damage ..................................................................................................................................... 36
15.2 Irate Customers ........................................................................................................................................ 37
15.3
Customer Not Home .......................................................................................................................... 37
15.4
Late for Appointment ......................................................................................................................... 37
15.5
Technician Responsibility .................................................................................................................. 37
15.6
Clean Up After Installation ~ Small things make a big difference...................................................... 37

16 SBCA INFORMATION ................................................................................................................................. 38

Copyright © 2003 DIRECTV. Unpublished work. All rights reserved.
Revised 06/30/2010
PROPRIETARY
Version
3.0

EXHIBIT M

Page 4

DTV004205

Case 2:12-cv-01406-RSM Document 118 Filed 03/19/15 Page 6 of 39

Residential Statement of Work
DIRECTV residential installations include all of the following:
1.

Confirmation of installation appointment. DIRECTV recommends that at a minimum, each customer should receive
one (1) pre-call from retailer / installation contractor prior to any work being performed. Contact the customer:
•

Pre-call or utilize Hand Held ETA process: By 8:30 A.M. for morning appointments and by 12:30 P.M. for
afternoon appointments

2.

Arrival at customer's residence within the designated window of time wearing proper ID and uniform.

3.

With respect to each and every customer visit pursuant to a Work Order activity, HSP technicians shall be required
to report his/her arrival at the customer location via the hand held device or by calling into dispatch upon arrival at
each Work Order activity. The technician is also required to activate receivers via the hand held device, receiver,
dispatch, or the IVR and complete the Work Order activity via hand held device or by calling into dispatch upon
completion of the job.

4.

Completion of a site survey and planning the installation with the customer (coaxial cable routing, equipment
mounting, antenna location, connection of devices).

5.

Verify services ordered and work to be performed with customer. Any non-standard / custom work with
incremental costs associated must be communicated and agreed to in writing prior to commencement of installation.
See Addendum A for VIP Installs and Addendum B for KA / KU installs for standard work policy changes for these
install types. PLEASE NOTE THAT ALL NON-STANDARD CHARGES OR CUSTOM WORK SHALL BE
SUBJECT TO DIRECTV’S PUBLISHED CUSTOM RATE PRICING FOR EACH APPLICABLE
CHARGE.

6.

Any new cable run must be DIRECTV approved RG-6 coaxial cable. All cable ran from the ODU to grounding
source must be new DIRECTV approved RG-6 coaxial cable. The cable must be routed and properly attached
through external and internal walls as needed. Routing of cable through the attic without fishing down interior
walls is considered standard. Routing of cable through unfinished basements, crawlspaces and penetrating an
adjacent floor or wall fishing up less than four feet to adjacent floor is considered standard.

7.

Any existing coaxial cable must be replaced unless the technician is able to verify the integrity and the quality of the
existing coaxial cable. Any existing cable re-used must meet all DIRECTV minimum signal level threshold and
voltage requirements. All pre-existing coaxial cable fittings are to be replaced with DIRECTV approved fittings
using DIRECTV approved prep and crimp tools.

8.

Proper use of DIRECTV-approved drop materials from the DIRECTV Approved Materials List is required. Proper
use includes, but is not limited to, the use of approved tools for attachment of all fittings, approved switches or
diplexers, approved coaxial cable, approved grounding devices, and approved coaxial cable clips or ties.

9.

All coaxial cable connections and entry points must be properly sealed. Use the DIRECTV-approved fitting, all
external connections and cable entry points must be properly weather proofed and all connections must use the
DIRECTV-approved weather boot. All unused ports on the ground block (or other DIRECTV-approved U.L. Listed
device) approved for grounding / bonding or multi-switch must be covered with approved weather boots and
approved caps. All unused ports on SWiM splitter or SWiM power supply must be covered with approved weather
boots and 75ohm terminators. Outside connections must meet minimum torque of 30in/lbs.

10. The system must be grounded to meet local / NEC requirements.
11. Properly mounting to customer’s home, aligning and peaking satellite antenna for maximum signal strength.
Standard mounting includes, but is not limited to, the roof, eave, outside wall, balcony, deck, chimney pole, or
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ground pole mounts when necessary for line of sight, and tripod and other Non Penetrating mounts. Six lag bolts
must be used on all mounting surfaces with the exception of concrete or brick and the use of two monopoles with 2
DIRECTV-approved lag bolts or anchor screws for every KA/KU ODU installed on the roof, wall or other standard
location.
12. The ODU should always be marked on the mast with a permanent marker for tilt, azimuth, and elevation settings
after optimal peaking and alignment. Only DIRECTV-approved ODUs should be used. See Addendum B and C for
ODU specifications for KA/KU (HD Install) and Alaska / Hawaii.
13. In any market where any programming is required from the 110º or 119 º orbital slots, a Triple Sat ODU is required
on all installations. The exceptions are: KA/KU installs – see Addendum B – and Alaska / Hawaii installs – see
Addendum C.
14. Proper installation is required of the WorldDirectTM ODU (95°) and integration with the proper DIRECTV-approved
multi-switch on all WorldDirect installs.
15. Dual coaxial cable runs are required on all 18 inch installs, triple coaxial cable runs are required on all WorldDirect
(95°) installs, single coaxial cable runs on all SWiM LNB SLIMLINE installs, and quad coaxial cable runs are
required on all 18’ x 20’, non SWiM KA/KU from the ODU to the ground block (or other DIRECTV-approved U.L.
Listed device) approved for grounding / bonding or multi-switch. When possible, the ground block (or other
DIRECTV-approved U.L. Listed device) approved for grounding / bonding or multi-switch should be located
outside for proper bonding/grounding attachment.
16. Dual coaxial cable must be run to all DIRECTV DVRs unless the DVR is SWiM capable and SWiM is used.
17. Installation of one or more DIRECTV System IRDs as indicated on the customer’s Work Order.
18. All IRDs must be connected to a DIRECTV approved return path (i.e. a land-based telephone line, internet
connection or DIRECTV approved wireless phone jack) when available. If the customer’s order is received from a
“Telco” partner or he or she subscribes to a return path service, then a return path is also required to each IRD. In a
SWiM installation only one IRD must be connected to a DIRECTV approved return path.
19. Connection of existing off-air antenna or active cable drop (enabling TV to function as it had prior to DIRECTV
installation). This connection may not be diplexed / piggy backed down the coax on any HD install where a KA/KU
ODU has been installed, and must be directly run from the off-air-antenna/cable drop to the customer’s existing
location(s) and integrated into all HD IRDs at these same location(s).
20. Connection of existing co-located devices (VCR / DVD, functioning surround sound, DVD, video games, etc.) and
programming the DIRECTV Universal Remote Control to operate all applicable devices.
21. Completion of a system test verifying signal strength (on all transponders on all required orbital slots), access card
match, and telephone connectivity.
22. Activation of DIRECTV service.
23. Cleaning up any mess or debris made during installation and removing debris from the customer's residence. This
includes removal of empty equipment boxes at customer’s request.
24. Removal of customer’s “DIRECTV-utilized” ODU shall be performed by the technician, provided that the ODU is
less than one meter in size; non-DIRECTV ODUs may be removed or provided to the customer should the customer
request such removal.
• The ODU mast, reflector and LNB(s) shall be removed from the customer’s location and returned by
the technician to the contractor’s office (in the event that the customer requests to keep this DIRECTV
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equipment, the technician will leave it with the customer); however, the foot of the ODU should
remain attached to the home and no effort shall be made to remove the foot.
25. Customer education (minimum 20 minutes required) on the DIRECTV system operation and features including soft
and hard resets and how our system functions with existing customer equipment. Customer education should include
but is not limited to; customer’s favorite channels locations, how to set locks and limits, favorite channels set ups,
PPV ordering, channel neighborhoods, location of local channels, DIRECTV interactive, and programming
searches. Inform the customer about channel number (1) at the end of the customer education.
• Customer Education on the DIRECTV remote: including but not limited to, how to program the
remote, how to navigate using the remote and programming the remote for all existing devices. If the
provided codes do not enable the remote to work with the device, a code scan must be performed. All
known codes for all devices should be written down for the customer on the receiver manual.
26. Completion of all applicable forms and obtaining customer's signature and date certifying the job was completed to
his or her complete satisfaction.
27. If, after arriving at a job the installation cannot be completed and is cancelled, the installer must explain to the
customer in detail why they were not able to complete the job.
28. If a Work Order cannot be completed in the timeframe or day scheduled, notes must be added to the account
detailing any/all reasons why the job could not be completed. Any Work Order which was completed but which had
unique circumstances (example: only one cable to a DVR on a non SWiM install, no phone line) must be noted as
well.
In addition to the above, the following unique requirements apply in these situations:
Addendum A: VIP 1 Professional Installs
Include the following as applicable: wall fishes, customer-requested pole mounts (including coaxial cable drop and bury),
non-pen or sled mounts, custom mounts (including but not limited to tripods and balcony mounts) diplexers (2), and
wireless phone jacks (including base and extensions). Any or all of these are considered standard work on VIP 1 installs.
VIP 2 installs will not receive custom charges if the “Custom Work OLI” is included on the Work Order.
Addendum B: KA / KU High Definition Installs (Non SWiM)
1) A BBC “B band converter” must be installed to the “SAT IN” with all H20 and H21 IRDs, and two BBCs must
be installed to both “SAT IN” connections on the HR20, HR21 and HR22 unless a SWiM or Broadband tuner
receiver (H23 or HR23) is used.
2) All KA/KU ODUs must be peaked and aligned according to DIRECTV, Inc. and manufacturers’
recommendations, including fine tuning both Azimuth and Elevation Settings.
3) A Ground Pole Mount is considered standard on all KA/KU ODUs
4) Two monopole support arms must be installed on all KA/KU ODUs unless a DIRECTV-approved pole, rail, or
S mount is used.
5) A KA/KU ODU is required on ALL HD installs or upgrades.
6) A wideband 6X8 multi-switch is to be used on all KA/KU installs requiring more than 4 lines or includes
WorldDirect unless a SWiM LNB is used.
7) An MPEG 4 compatible (R22, H20, H21, H23, H24, HR20, HR21, HR22, HR23 or HR24) receiver is required
on all KA/KU HD installs.
Addendum C: Alaska / Hawaii Installs
1) Installation of correct ODU(s) in Alaska / Hawaii is required:
a. To acquire the 99º, 101º and 103º satellites requires a 1.2 M ODU (1.8 M in some areas of Alaska)
b. To acquire the 110º and 119º satellites requires a second 1.2 M ODU (1.8 M in some areas of Alaska)
c. To acquire the 95º satellite requires an 87CM ODU
d. Add the appropriate LNB kits to receive the proper programming per the customer Work Order request.
2) “Standard IRDs” in AK or HI are the H20, H21, and H23; standard DVRs are R22s. All AK or HI receivers
must be MPEG 4 capable.
3) A SWiM 8 module is to be used on all Alaska / Hawaii installs.
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Addendum D: DIRECTV Whole-Home DVR installs, (DIRECTV on DEMAND, Whole-Home DVR, Media
Share, DIRECTV Apps, etc.)
Whole-Home DVR
1.
2.
3.

Installation of a SWiM LNB or SWiM Module.
Use of DIRECTV-approved SWiM Splitters and drop material is required. Diplexers MUST NOT be used on
Connected Home installs.
Installation of a compatible receiver (HR20, HR21, HR22, HR23, HR24, H21, H23, H24)
a. Receivers must be installed in the following order:
1. HR24
7. H23
2. HR23
8. H21
3. HR22
9. R16
4. HR21
10. H20
5. HR20
11. D12
6. H24
MPEG4 markets (when MRV is not on the Work Order) Receivers must be installed in the following
order:
i. Refurbished HR23, HR22, HR21, HR20, H23, H21
ii. New HR23, HR22, HR21, HR20, H23, H21, HR24, H24
A band stop filter must be installed at every IRD that does not have an Ethernet port or is not part of the
b.

4.

Connected Home / MRV IRDs.
5.

Installation of DIRECTV-approved Ethernet to Coax Adapter (DECA) on the satellite port and Ethernet port of
HR20, HR21, HR22, HR23, HR24, H21, and H23.
a.

6.

NOTE: HR24s and H24s DO NOT require a DECA unit.

HD DVRs and HD IRDs must be configured in the “network setup menu” to connect to the Home network for
Whole home DVR or DIRECTV on Demand.

7.

A system test must be run to ensure all HD DVRs and HD IRDs pass the internet and network tests.

8.

Technician must explain parental controls need to be set at each IRD where content is to be blocked.

9.

Customer education on Connected Home operation including how to troubleshoot connectivity of the IRDs and
the router.

Addendum E: SWiM (single wire multi-switch)
a.

A SWiM LNB must be used for up to eight tuners.

b.

Two SWiM8 Modules or a SWiM16 must be used for nine to 16 tuners.

c.

A DIRECTV-approved SWiM 2, 4, or 8 way splitter must be used on all SWiM installs.

d.

All unused ports on the SWiM splitter, ground block (or other DIRECTV-approved U.L. Listed device)
approved for grounding / bonding, or power supply must be weather booted with approved weather boots and
terminated using a 75ohm terminator with the exception of the flex ports which must have approved weather
boots and approved caps.

e.

BBCs should not be used in conjunction with a SWiM LNB or SWiM multi-switch.

f.

SWiM capable receivers must be used on all SWiM LNB installs (D12, R22, R16, H20, H21, H23, HR20,
HR21, HR22, HR23, and HR24).
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DIRECTV CUSTOM RATES FOR REQUESTED SERVICES BEYOND WHAT IS PROVIDED IN A
FREE STANDARD PROFESSIONAL INSTALLATION
The following list contains DIRECTV’s custom rates for additional services applicable nation-wide. These rates were established after
reviewing industry charges for such services, taking into account retail rates so that these rates are reasonably competitive. These
rates shall be distributed to all DIRECTV customer service representatives nationally in order to help educate DIRECTV customers
as to what the rates should be for certain services not included in a free standard professional installation. The rates below are non
negotiable.
CUSTOMER: ----------------------------------------JOB NUMBER: -------------------TECH NUMBER: -----------------DATE: ------------ADDITIONAL CHARGES TO BE PAID TO THE INSTALLATION COMPANY UPON COMPLETION OF INSTALLATION:
Customer Charge
WALL FISH (per floor)

$49.00

$----------------

POLE MOUNT REMOVAL DIG

$65.00

$----------------

POLE MOUNT REMOVAL CUT

$20.00

$----------------

POLE MOUNT/ PER CUSTOMERS REQUEST (includes cable bury up to 20 ft.)

$75.00

$----------------

SIDEWALK BORE (per sidewalk)

$35.00

$----------------

MIRROR OUTLET OR ADDITIONAL OUTLETS WITHOUT RECEIVER

$45.00

$----------------

ADDITIONAL OUTLETS WITH RECEIVERS

$45.00

$----------------

SEPARATE TRIP ADDITIONAL OUTLETS

$85.00

$----------------

NON-PENETRATING/ SLED MOUNT (includes ballast & accessories)

$65.00

$----------------

BALCONY / CUSTOM MOUNT (includes balcony, tripods, brackets)

$30.00

$----------------

APPROVED FLAT CABLE JUMPER

$16.00

$----------------

$1.00

$----------------

LINE AMPS

$15.00

$----------------

HOMEPLUG POWERSTRIP (each)

$60.00

$----------------

HOMEPLUG WALL UNIT (each)

$30.00

$----------------

WIRELESS PHONE JACK (base and extension)

$60.00

$----------------

WIRELESS PHONE JACK (extension)

$30.00

$----------------

SURGE PROTECTOR (COAX/PHONE)

$45.00

$----------------

RELOCATE DISH (Customer request - includes cabling)

$99.00

$----------------

SINGLE WIRE MULTI-SWITCH SWiM (does not include IRD swaps)

$136.00

$----------------

BURY CABLE/ OUTLET (per ft.)

GRAND TOTAL:
CHECKS PAYABLE TO THE NAME OF THE APPLICABLE INSTALLATION COMPANY

$---------------CHECK NUMBER: --------------------

CUSTOMER PRE-APPROVAL OF ABOVE ADDITIONAL CHARGES (MUST BE OBTAINED PRIOR TO BEGINNING INSTALLATION)

CUSTOMER’S SIGNATURE: _____________________________________________________________________________
“I AGREE TO PAY ALL OF THE ABOVE ADDITIONAL CHARGES IMMEDIATELY UPON COMPLETION OF INSTALLATION”
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1

BASIC SATELLITE THEORY AND BACKGROUND
1.1 Key Elements

Four basic elements make up a satellite system:
• Programming/Carrier
• Uplink
• Satellite
• Receiving Equipment

1.2 Programming / Carrier
Programming is software composed of audio and video information. The information is transported on the
DIRECTV system in a compressed digital format. With digital compression, several channels can be placed in the
space that was required for one analog signal. Satellites have channels, which are called transponders. Each
transponder operates at a set and different frequency by using a carrier. Each carrier is modulated with digital
information.

1.3 Uplink
Uplink is the name for the ground based satellite transmitter. It transmits the signal (Programming / Carrier) to the
satellite. Transmissions are at microwave frequencies between 14 and 14.5 GHz. DIRECTV utilizes multiple uplink facilities and each broadcasts several carriers. To gather programming content, ensure its digital quality and
transmit the signal up to the satellites, DIRECTV created two of the most sophisticated digital broadcast centers in
the world — in Castle Rock, Colorado and Los Angeles, California.
Programming comes to the broadcast center from our content providers (CNN, ESPN, all local into local feeds,
etc.) via satellite, fiber optic cable and / or special digital tape. Most satellite-delivered programming is
immediately digitized, encrypted and up linked to the orbiting satellites. Some programs are copied to professional
video servers by the broadcast centers' state-of-the-art automation equipment to be broadcast later.
DIRECTV first launched service in the summer of 1994. According to industry statistics, DIRECTV became the
fastest selling consumer electronics product ever to enter the market — faster than color TVs, CD players and
VCR/DVDs.
DIRECTV® programming is distributed by several high-power satellites.
All DIRECTV satellites are located in geosynchronous orbit
22,235 miles above the earth. DIRECTV provides service
from seven orbital locations under authority granted by the
FCC: 72.5° WL , 95° WL, 99° WL, 101° WL, 103° WL ,110°
WL and 119 ° WL.
After DIRECTV is installed, a process that includes aligning
the antenna to the satellites, no adjustment is necessary to
change programming because the satellites remain in the
same location in the sky. The antenna never has to track
the satellites, so there's no waiting for the picture to come
in and little maintenance is required.
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If you're familiar with multimedia computers, you may have heard of MPEG, which stands for Moving Pictures
Experts Group. MPEG is a technology that can compress a moving image so it takes a tiny fraction of the space it
normally would for transmission. Uncompressed digital images can be enormous; about ten or twenty seconds
would fill up the hard drive on a home computer. Even compressed, digital moving images are very large.
Consider this comparison: Your modem can transmit information at up to 56 thousand bits per second. At
DIRECTV, each of our transponders on the DIRECTV satellites can send about 30 million bits of information per
second to a DIRECTV System or more than 500 times what a normal PC modem can handle. This data
transmission rate enables DIRECTV to retransmit detailed moving digital video signals to subscribers. DIRECTV®
programming and all DIRECTV Receivers employ MPEG-2 and MPEG-4 technology, the emerging world
standard for digital broadcasts.
The DIRECTV satellite down link frequency is between 12.2 and 12.7 GHz for Ku and 18.3 GHz to Ghz18.8 GHz
for Ka. This “Footprint” is focused at one area. In our case, this area is the central portion of the continental United
States. The area that the signal covers is called the footprint. The closer to the center of the footprint, the stronger
the signal and consequently the smaller the ODU (Outdoor Unit) needed to receive an adequate signal. DIRECTV
high power typically uses an 18”, 20” or 26” ODU.

1.4 Receiving Equipment
The receiving equipment is commonly referred to as TVRO, which stands for Television, Receive Only and does
not have the capability to transmit. The components consist of an ODU (satellite antenna), LNB (Low Noise
amplifier Block down converter), wiring and addressable IRD (Integrated Receiver Decoder).
The ODU is a Prime Focus Parabolic Antenna with an offset feed. The offset feed is considered more efficient
than a center feed. The feed horn attached to the front of the LNB is focused to a common reflection point that
collects the most signal. Since the signal at the feed horn is too weak to use, the LNB is placed immediately
behind the feed horn to amplify the signal and convert it from KU/KA Band to L - Band (250 - 2150 MHz.). This
also allows the use of less expensive Series – RG-6 cable to feed the signal to the receiver.
The mount used by DIRECTV is an Azimuth over Elevation (AZ / EL) as opposed to a Polar Mount. The Polar
mount is used when there is a need to move from one satellite to another. It tracks satellites across the arc of the
horizon whereas the AZ / EL mount is used when the antenna is normally fixed on one satellite.

1.5 Satellite Link Analysis
The minimum availability of the DIRECTV signal should be > 99.7% without a degraded signal. This means that
on an average the signal may be impaired for a maximum of 26.3 hours per year. The factors can vary depending
on:
•
•
•
•

Installation Quality
Weather
Clear Line of Sight
Outside Interference

Installation quality is one factor that can have the greatest impact on the overall system performance. Errors
include but are not limited to:
•
•
•

Antenna Alignment
Cabling / Connections (e.g. use of RG 59 / poorly crimped connectors)
Signal Level

Any error within these areas will drastically reduce the availability of the signal to the customer and increase the
possibility of a service call. As service calls increase, cost also rises and customer satisfaction decreases.
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1.6 Creation of the DIRECTV System
DIRECTV was created to provide satellite delivered television service to consumers in the continental U.S.
DIRECTV created an economical way to distribute video programming to areas cable TV systems could not
cover.

DIRECTV Receiver Control Policy
DIRECTV Inc., in the interest of assuring the security and integrity of its encryption / decryption technology, has
established certain fundamental policies. Distributors, Home Service Providers (HSP’s), agents, installers and
every employee are required to adhere to DIRECTV, Inc. Policies.
It is a violation of federal law to engage in (or to assist in) the manufacture, modification, sale or distribution of
satellite receivers which permit the reception of encrypted programming without proper authorization. Penalties for
such activities carry jail terms of up to five years and fines of up to $500,000 for each violation. Such activity will
also expose a party to civil liability of up to $100,000 for each violation.
Inform every customer that the mere use of any equipment to receive programming without proper authorization is
a violation of federal law. In addition, DIRECTV, Inc. will prosecute any parties who violate such laws, to the
fullest extent of the law.
Distributors are required to notify DIRECTV Signal Integrity immediately at signalintegrity@directv.com in the
event they have knowledge or reason to believe that any parties are using or are attempting to use DIRECTV or
any equipment for the unlawful reception of programming.

Notice
Under federal law, DIRECTV is vested with the right to prosecute a civil case and recover damages against any
party engaged in signal theft activities.
It is the responsibility of each installer to assist us in our efforts to keep signal theft out of the home satellite
market. If you have any questions about signal theft or DIRECTV, Inc. policies in this regard, please contact
DIRECTV directly.
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2 INTRODUCTION
All employees, contractors or agents, working for a DIRECTV sales agent, are required to follow the practices,
procedures and standards found in this manual. Any variation from these standards requires prior written approval
from DIRECTV technical operations.
It is imperative each person representing DIRECTV provide the best products, prompt responses to problems and
courtesy to all DIRECTV customers. The installation technician is often the only DIRECTV representative to have
direct and personal contact with our customer.
The installer’s efficiency, appearance and demeanor determine the customer's first impression of DIRECTV. It is
therefore essential that the installer make a positive first impression that reflects well on him, his company and
DIRECTV. It is the goal of DIRECTV for each customer contact to be exciting and friendly for the customer.
This manual will:
• Provide the information to ensure every installation is performed in an acceptable and professional manner
• Ensure the installation standards are followed and maintained in accordance with DIRECTV requirements

2.1 Pre-Call
•
•

Installer or dispatcher must call every a.m. appointment by 8:30 and every p.m. appointment by 12:30 with an
approximate ETA for the technician.
Technicians must use the correct handheld statuses to keep the Call Center informed as to technician ETA.

2.2 Identification
•
•
•
•
•
•
•
•

The credibility of the installer and DIRECTV hinge on the first impression made with the customer
The installer must look and be professional in his or her actions, appearance and the appearance of his or her
vehicle. All DIRECTV installers should wear DIRECTV branded shirts and hats.
All vehicles should be late model, appropriate for installation work, undamaged and have proper identifiable
signage, Vehicles with DIRECTV Signage are to be driven with courtesy: in observance of all state and locals
laws
Upon arrival the installer should knock or ring the bell and step away from the door so he can be identified
While greeting the customer the installer should smile and introduce him/herself
The installer should show the customer proper identification
The installer must remain polite and courteous at all times
A picture ID card identifying the installer as a DIRECTV representative should be in plain view or, at a
minimum, carried and displayed at the initial introduction and upon request.

2.3 Verification
The installer will:
1) Verify services ordered and work to be performed with customer. Any non-standard / custom work with
incremental costs associated must be commensurate with the custom rate sheet, communicated and
agreed to in writing prior to commencement of installation.
2) Ask if there are any known restrictions on satellite antennas in the area or if permission is required from a
homeowner's association or landlord. If the customer does not own the property, the installer should
receive a copy of the Landlord permission prior to beginning work.
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2.4 Pre-Installation Process
The installer will:
1. Involve the customer in selecting the best possible location for their DIRECTV antenna and the routing
and placement of equipment.
2. Explain the different types of mount options and advantages / disadvantages and ask the customer for
their location preference. (Having photos of other installations will greatly enhance this presentation and
ensure the customer understands the differences.)
3. Always attempt to place the antenna and route the cable as inconspicuously as possible. (In locations
where snow is common, an antenna placed on a high roof can be difficult or impossible to clean off.)
4. Confirm that the customer or a representative for the customer, who is at least 18 years old and
authorized to sign for work performed, must be home during the entire installation. It should be noted on
the Work Order if the customer plans to have someone represent them.

3 SITE SURVEY
3.1 Preliminary Evaluation
As you approach the work site, be aware of the following:
1) Trees, bare trees that will produce foliage in the future and landscaping
2) Any large obstructions or potential problems such as:
a) Fences
b) Fence gates
c) Water or gas wells
d) Any young trees that may grow into the line of sight
e) Construction in progress or potential new construction (new housing development, commercial complex)
f) Gardens and flower beds
g) Animals such as dogs or horses that may damage the equipment
h) Icicles may form on eaves and obstruct line of site on wall mounts.
NOTE: Once inside, ask the customer of any planned future projects that may affect placement of the DIRECTV
ODU such as additions or pools.

1) Note terrain: hilly, flat, wooded or clear
2) Type of neighborhood
a) Rural - vs.- urban
b) Residential - vs.- commercial
c) Generally zoned - vs.- Covenant-Restricted neighborhoods are more likely to have association restrictions

3) Location of house on property
a) Front or rear
b) North, South, East or West facing
4) Type of house
a) Style: ranch, raised ranch, colonial, split-level, etc.
b) Roof material type, condition and pitch
c) Type of siding: brick, wood, slate, etc.
5) Other structures to be aware of are:
a) Swimming pool or spa
b) Sidewalks or patio – especially in winter when they may be covered with snow
c) Deck
d) Other potential mounting structures such as garage, shed, barn or carport
e) Where electric and telephone service enter the home
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3.2 Unobstructed Line of Sight
Use a compass and inclinometer to locate a site with an unobstructed view to the desired satellite(s).
Ensure that you have a 10-degree window around the charted location for the satellites. Remember the optimum
window is for clear LINE OF SIGHT (LOS) from 10˚ left of the 99˚ satellite to 10˚ right of the 119˚ satellite. This is
~ a 40˚ window. If you only require LOS to the 101˚ satellite and the window will not allow the full 40˚clearance, it
is acceptable to proceed with the installation, but a +10 degree window must be maintained for the satellites the
customer requires for their service. Take into consideration future growth of trees that may impede the signal. If
you cannot get a clear LOS, call your supervisor.

3.3 Ground Source
It is very important to access and bond the system to the best possible ground source (preferably the grounding
system). When looking for a site, the location of the ground is of utmost importance. The dish location should be
coordinated with the ground source (keeping the #10 ground wire under 20 ft and as short as possible). If the
house electrical system is not grounded, notify the customer and have them contact a Licensed Electrician.
Contact your supervisor.

3.4 Access to Phone/Internet
Is a phone line behind the TV or will you have to install one? Will the phone line be run with the cable or by itself?
Remember multiple IRDs must dial out on the same phone number. Check each phone jack to insure you are
using the same number for all IRDs. DIRECTV approved wireless phone jacks can also be used if a land based
phone line is not readily available. Any install without a phone line requires the approval of your supervisor. SWiM
installations require one receiver per LNB or SWiM Module to be connected to a phone line. A Return path via an
approved Internet device is acceptable as well.

3.5 TV Set Location
Take caution to notice if TV located on an interior or exterior wall? Be mindful of the optimum cable routing for the
TV set location.

3.6 Customer Concerns
1) Always discuss the installation procedure, cable routing and antenna placement in detail with the customer
before any work is performed.
2) Verify that the customer agrees with the planned cable or phone wire route (Always route cable through a
basement, attic or crawl space before placing it on or around the exterior of the house).
3) Keep the antenna location where it will not interfere with normal family activities or yard work.
4) Keep the aesthetics of the installation in common with the structure and neighborhood.

3.7 Walk the Customer through the Installation in Detail
1) Cover the services to be installed as noted on the Work Order and amount due.
2) Provide the customer with an estimated completion time.
3) Discuss location of the ODU.
4) Discuss routing and entry of the cable and phone wire and note any holes that need to be drilled.
5) Confirm location of the IRD. ("This is where I would like to place the IRD. Is it OK with you?")
6) Discuss routing of cable or wire through the basement, crawl space or through the walls of the home plus any
wires on the outside of the home.
7) Question the customer as to options, i.e. "Is it OK to bring the cable up through the floor by the TV?"
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Inspect all areas where you will be working for existing damage that you could be blamed for later. If you should
find damages, bring it to the attention of the customer and have them acknowledge it in writing before performing
any work in that area.
8) Check the customer’s TV, VCR/DVD and any audio system that is connected prior to doing any work. Do not assume
that they are in proper working order. Always check the reception quality of all off air signals.
Note: Ask the customer (adult) to turn the TV set, VCR/DVD, etc. on and show you the channels they receive and
how their system works. If you turn the set on and it does not work or has a problem, the customer may claim
that you are responsible for the problem.
9) Point out any TV set problems to the customer immediately and confirm if problems are new or existing.
Explain that DIRECTV installations will not correct TV set related problems. They will receive better quality
signals but DIRECTV will not correct a TV set problem.
10) Verify that the customer still wants DIRECTV installed. If so, make a note on the Work Order referencing the
TV problem and proceed with the installation.
11) Follow established procedures regarding collection of any payment due. If payment is required, try to collect
prior to installation. Always verify the amount and ask if payment will be by check or cash. This can alleviate
potential problems; (e.g.) “My husband has the checkbook.”
12) Other General Considerations:
a) Do you have a clear view to the satellite?
b) Has permission been granted if customer is not the owner of the property?
¾

Note: It is the customer’s responsibility to obtain landlord permission for installation.

13) Check for other restrictions: e.g., building permit required (depends on location – the burden is on the
customer to obtain any such permits.) Refer to the zoning issues below.
14) Have the customer remove objects from the top of or around the television set and anything in any work area
which could sustain damage while you are working.
15) Do not unplug anything for any reason without customer permission beforehand.
¾

ZONING ISSUES (A BRIEF REVIEW)

Zoning varies widely by community.
HOA covenants exist in some subdivisions. These are important but different from zoning laws.

Use good common sense!
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REMEMBER: It is the small things that make a great install and a great customer experience.

3.8 Non-Standard Installation
Address additional cost and prices with the customer prior to beginning the install.
PLEASE NOTE THAT ALL NON-STANDARD CHARGES OR CUSTOM WORK SHALL BE SUBJECT TO
DIRECTV’S PUBLISHED CUSTOM RATE PRICING FOR EACH APPLICABLE CHARGE.
Ground pole mount for a standard dish, if requested by customer but not required for LOS, may include a custom
charge. However, Kaku pole mounts are considered standard in any case.)
The following examples are considered non-standard installation services:
•

Interior / Exterior wall fishes

•

Mirror outlets (additional outlets)

•

Accessories not included in the standard installation work order

•

Sidewalk bore
o Please refer to the Custom Rate Sheet for a complete list
o Items not found on the custom rate pricing sheet are standard installation practices and will
NOT be billed to the customer.
o

If you encounter any trouble with the install, contact your supervisor immediately.

3.9 Safety Considerations
OSHA approved training is required for all contractors by DIRECTV and OSHA.

3.10 Working On Roof or Wall Mounts
1) Look for obstacles that might hinder movement of a ladder.
2) Look for overhead electrical, telephone or CATV wires.
3) Look for tree branches or clothes lines.
4) Use proper OSHA approved personnel protective and safety equipment like fiberglass ladders, lanyard and
body harness.

3.11 Ground Mounts
Before you dig:

1) Locate and identify any underground electric and gas utilities.
2) Locate and identify underground fuel oil or propane lines.
3) Locate and identify water lines, sprinkler or sewage system.
4) Locate and identify customer owned underground equipment.

Note:

Always ask the customer about any underground systems!
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3.12 Know Your Limitations!
•

Do not attempt any procedure that you are not comfortable performing

•

Call your supervisor for assistance

•

Keep the customer informed of any problems. Never attempt to conceal a problem

•

Do not attempt or perform unauthorized work

•

As a DIRECTV representative, you are expected to perform only DIRECTV work

4 ODU INSTALLATION
4.1 Antenna Assembly
Refer to the specific ODU assembly manual included with every ODU for this application.

4.2 Wall Mounting – Wood
Locate a suitable wall to attach the base of the mount to using six lag
Sealant
Rafter or Stud

5/16" x 3"
Lag Bolt

Center Line
Outside Holes

5/16" x 2"
Lag Bolt

Top

5/16" x 2"
Lag Bolt

Center Holes

Outside Holes

screws (two 5/16”x 3” for the center
holes and four 5/16”x 2” for the outside
holes*).

A shim may be necessary when mounting
on uneven surface, such as lap siding.

5/16" x 2"
Lag Bolt

Bottom

5/16" x 2"
Lag Bolt
5/16" x 3"
Lag Bolt

A solid, clean, smooth surface will best
facilitate the attachment of the mount base to the structure. Attach the base “plumb” using a torpedo level or post
level and the mast will “plumb” much easier which will allow for a tighter alignment of the antenna. A shim may be
necessary to achieve this when attaching the base to lap siding.
Look for a row of nails attaching the siding to the house to easily locate wall studs or use a stud finder. Loosen
the bolts located in the curved slot on both sides of the mast and move the mast to a 90-degree angle from the
base to allow access to the center holes.
Align the two center holes in the base plate with the centerline of the stud (see diagram). With a pencil, mark the
location of the top center hole on the mounting surface to indicate drilling point. Drill a 1/8” pilot hole at this
location. Replace the base on the mounting surface and start one of the 5/16” lag bolts in the top center hole to
hold the Uni-mount on the surface. Place a torpedo level alongside the base (from the top ear to the bottom ear),
plumb the base on the wall and mark the location of the remaining five holes on the mounting surface.
For ease of drilling, remove the one lag bolt and the base from the surface and drill the remaining pilot holes with
a 1/8” drill bit.
To prevent water from leaking into the house, apply silicone sealant that is approved for outdoor use around each
of the six pilot holes. Replace the base on the mounting surface and install the two 5/16”x 3” lag bolts with flat
washers in the center holes. Next install the four 5/16”x 2” lag bolts with flat washers in the outside holes. Ensure
silicone is used to prevent moisture from entering the holes. Torque the six lag bolts.
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4.3 Brick Mount
Seal with a silicone sealant approved for outdoor use.
Longer lag bolts may be required for some surfaces
When attaching the mount to a brick or concrete wall, you
will need four 5/8”x 2” lead anchors and four 5/16”x 2” lag
bolts with flat washers. Place the base of the mount
against the mounting surface with a torpedo level
alongside the base as described above. Mark the location
of the four outside holes with a pencil.
Remove mount assembly from wall and pilot drill the four
marked locations with ¼” diameter x 2 ½” deep holes.
Drill the pilot holes out to 5/8” diameter x 2 ½” deep and
clean out holes. Install the four lead anchors flush with
the surface. Seal with a silicone sealant approved for
outdoor use. (Longer lag bolts may be required for some
surfaces)

4.4 Roof Mount Assembly
Using the mounting assembly for a roof application, six lag
bolts must be used on mounting plates as well as two lag
bolts per monopole and always use tar based sealant tape or patch (silicone based sealant is not approved).
Generally, this mount may be used only on asphalt shingled roofs. Normally the maximum pitch should not
exceed 35 degrees but the universal mount can be installed on roofs with a pitch as high as 53 degrees with the
proper safety considerations. Do not install on roofs with wood,
slate, or tiled shingles. Do not install on metal roofs.
Non-Penetrating Mount
The minimum number of concrete blocks must be used to anchor the
non penetrating roof mount, 18” & triple sat ODU requires (6) – 8”x16”
concrete blocks
KAKU and International ODU’s require (8) -8”x16” concrete blocks
An approved pad must be used between the mount base and the roof.
All braces will be installed on the mount.

4.5 Positioning
Attach the Universal Mounting Assembly using 5/16 X 3-inch lag bolts and seal it with a tar based sealant. This
mount can only be used on roofs and walls with a S, SE or SW facing surface and a clear unobstructed line of
sight to the satellite. Roof mount procedures are the same as for the Wall with the exception of repositioning the
mast foot. All unused holes will be seal with a tar based sealant. For further details, see manuals in each mount
package.
Attach the Universal Mounting Assembly using 5/16 X 3-inch lag bolts and sealing it with tar based sealant. This
mount can only be used on roofs and walls with a S, SE or SW facing surface and a clear unobstructed line of
sight to the satellite. Roof mount procedures are the same as for the Wall with the exception of repositioning the
mast foot. All unused holes will be sealed with a tar based sealant on a roof, or silicon approved for outdoor use
on walls. For further details, see manuals in each mount package.

4.6 Pole Mount - Hole Size and Location
Typically, the hole will be approximately 36 inches deep by 8 inches wide. The hole must be slightly wider at the
bottom to prevent frost heave from displacing the pole during inclement weather. Use an 18 gauge galvanized
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pipe and flatten one end then place the flattened end of the pipe in the concrete to prevent rotation. The pipe
should extend at least 30” into the concrete pier.

4.7 Concrete
The use of Fast Set concrete must be used if the installation is being done the same day as the pole is being
cemented. A minimum of 150lbs of concrete must be used on every pole mount for KAKU and International jobs.
A minimum of 120lbs of concrete must be used on every pole mount for single-sat & Triple-sat ODU’s
It is acceptable to mix regular concrete and Fast Set 50 / 50 prior to pouring concrete into the posthole. If regular
concrete is being used, it must be left to cure 24 hours prior to installing the antenna on the pole.
Install Tip: Dig the hole and set the pole prior to digging the trench, cabling, grounding, etc. This way there will be
more time for the concrete to set prior to placing the ODU on the post.

4.8 Trench / Drop Bury
1) Bury the drop cable to a minimum 6-inch depth or to a depth required by local codes. The buried RG-6 cable
must be a minimum of 12” from buried electrical services (NEC 810.18 A). Any cable that is direct buried
must be flooded, underground rated cable.

2) Prior to digging the trench, ensure that there are no utilities or customer owned underground equipment in the
proposed path. Mobile home parks and MDU projects can have many more obstructions.

3) The trench should be prepared in such a way as to eliminate sharp bends in the cable and minimize the
impact on the environment. Be sure to maintain the standard installation practice of a 5 1/2” minimum bend
diameter, anything less may damage the cable. Under extreme rocky conditions, conduit may be required to
protect the cable from damage.

4) A service loop should be made at the ODU and be tie-wrapped near the antenna to protect it from damage
and to conceal the cable.

5) The cable must be protected from damage at any location where it exits the ground.
¾

Note: Any cable that is direct buried must be flooded underground rated cable.

4.9 Cable Run
1) The cable must be run at right angles and follow the lines of the structure.
2) Do not attach the cable to the roof of the structure with clips, nails or screws that could later cause leaks.
3) Cable can NOT be attached to electrical entrance cables or electrical conduit.
4) Cable must be kept 4" away from electrical wires on the exterior of the home and 2" away on the interior.
5) Cable should be fastened every 18” on a horizontal run. Unapproved fasteners such as staples may not be
used.

6) Drip loops, Silicon approved for outdoor use and a feed through bushing are required at all entry points to
prevent water migration into the home.

4.10 ODU Assembly
1) Attach the AZ / EL to the ODU and torque to 4 PSF.
2) Insert and seat the feed support into the bottom of the antenna and torque the assembly to 6 PSF.
3) Mount the antenna assembly to the pole and align it to a southerly heading.
4) Route the cable up into the AZ / EL cap, leaving extra cable for subsequent maintenance. (One loop will be
sufficient.)

5) The wire is then routed through the support ARM to the LNB.
6) For further details, see manuals in each antenna package
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5 GROUNDING & BONDING
Pay close attention to this section.
Refer to the Quality Assurance process and prcedures document for further clarification and direction.

UL approved galvanized ground strap is required
It is absolutely necessary for the DIRECTV System to be grounded to the electrical grounding system. Our
equipment should not be on a different ground potential than the house electrical system. If the grounding rules
and guidelines are followed, proper grounding will be assured as will customer safety.
The NEC (National Electric Code) states that an outside antenna metal support structure must be bonded to the
electrical ground of the house.
Attach the #17 AWG bonding wire to the foot of the universal assembly mount using the supplied approved
bonding screw at the predrilled location. Never use the face of the ODU or adjusting bolts to ground the system.
A ground screw may not be installed on a pole mount. The only approved method of bonding on a pole mount is
the use of a ground strap or other DIRECTV approved U.L. Listed device.

The ground screw MUST never be used for any purpose other than for grounding. Never attach to
adjustment bolt that may be loosened at any point.

5.1 Ground block (or other DIRECTV approved U.L. Listed device)

approved for grounding/bonding/Multi-switch
The length of the #10 AWG wire from the ground block (or other DIRECTV approved U.L. Listed device) approved
for grounding/bonding to the house ground should be as short as possible and in as a straight a line as possible.
The maximum length of the #10 AWG from the ground block (or other DIRECTV approved U.L. Listed device)
approved for grounding/bonding to the house ground is 20 feet. (NEC 820.40 subsection 4) Use only Green
jacketed wire as approved.
See the dual screw ground block (or other DIRECTV approved U.L. Listed device) approved for
grounding/bonding information below.

5.2 Suitable Ground Sources (Grounding Sources must be chosen in the

order listed below)
When attaching the ground wire from the ground block (or other DIRECTV approved U.L. Listed device) to the
house electrical ground system, only one option is available from the list below. The option chosen will be in the
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order listed with the subsequent item chosen only after the previous item is not present at the home.
1. The #4 braid, or #6 solid copper grounding electrode conductor (wire) connecting to the electrical service
ground source (Preferred)
¾

This bonding source is preferred. It is easy to attach and usually easy to access. Remember to take
sandpaper or something similar and scrape off any paint or corrosion that might have built up on the
wire. This is required to make a good connection. Never do anything that would damage or weaken
any ground wire. Use a split bolt or other UL listed and labeled part identified for the purpose, to
attach the #10AWG ground wire from the ground block to the ground conductor wire. Wrench tighten
the connection.

2. The house intersystem bonding termination as defined by NEC article 810.21 (F) (1). This bonding
3.
4.
5.
6.
7.
8.
9.

termination may be a #6AWG solid copper stub exiting, or terminal bar attached to, a meter enclosure; and,
provided by a licensed electrical installer
The service meter enclosure housing provided that access to the interior is not impeded in any way.
The house ground rod electrode using a separate grounding attachment. The installer may not momentarily
disconnect or alter the existing electrode connections in any way in order to install their own
The panel box or breaker/fuse box ground lug stud or housing corner (corner clamp attachment)
The metallic service entrance raceway (metal conduit) attached from the meter base (customer side of the
meter) to the first main disconnect (breaker box or cut off multi-switch)
The grounded metal FRAME of the building (commercial or non-residential trailer)
Grounded Sprinkler system of a commercial building
Metal Underground Water Pipe (installed in accordance with Section 5.8 of this document and only within five
feet of the point of entrance on the water main only)

5.3 Electrical Ground Rod
The primary ground source of the house electrical system. A proper and separate clamp that is UL listed (rated for
burial) must be used in attaching the DIRECTV bonding wire to an electrical power ground rod. You may have to
dig down a little to expose a rod. If so, it may be necessary to do some cleaning at the point of attachment to
ensure a good connection.
Note: Never attach the DIRECTV bonding wire to the existing clamp and never loosen any clamp when attaching
the ground. This can be very dangerous as the electrical ground wire can have voltage and high current and
this will sacrifice the integrity of the existing ground.

5.4 Panel Box Lug or Meter Enclosure
On some meter enclosures and panel boxes (breaker boxes), there is a termination bar or #6AWG copper stub,
usually at the bottom, where a lug can be attached to provide a grounding point for DIRECTV. If the box or
enclosure does not have this termination bar or #6AWG copper stub, a corner clamp will allow you to attach the
bond wire to the back corner of the box.
This clamp must be attached at the rear of the meter enclosure, and be installed in accordance with the
manufactures specifications.
Some power companies will allow this, but you will need to be sure. Contact your local power provider to verify. It
is imperative that this clamp can in no way impede or restrict access to the electric meter enclosure.
Depending on the diameter of the metallic conduit; the surface of the metallic conduit will need to be cleaned with
an abrasive agent to provide a clean connection
¾

Note: Use this clamp only as a last resort.

5.5 Metallic Service Raceway
This option may be used if there is no electrical ground conductor available to attach to, or if it is further away than
the metallic conduit. It is preferable to utilize this option when the metallic conduit is the service entrance conduit
and is electrically continuous between the meter panel and the first main disconnect panel.
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This type of connection will need to be made with an approved galvanized grounding strap; 6-inch or 12 inch,
depending on the diameter of the metallic conduit. The surface of the metallic conduit will need to be cleaned with
sandpaper to provide a clean connection.

5.6 Grounded Metal Structure (Mobile Home)
The frame of a mobile home can only be used as a grounding point when there is no mobile home service
equipment located in sight from or the service is more than 30 feet from the exterior wall of the mobile home it
serves. The #6 solid copper ground wire or equivalent wire that comes from the breaker panel and attaches to the
frame is acceptable as a grounding point regardless of service meter or pole location Use an approved beam
clamp and take care to clean the metal where the attachment will be made to ensure a good connection.
Also, take care to check that the structure is indeed bonded to the electrical ground. This may be done with a
continuity check (using a VOM).

5.7 Grounded Metal Structure (Commercial Building)
When cabling a commercial complex, another ground source can be the grounded fire
sprinkler system. This option will offer a ground source, but use it only as a last resort.
Remember to scrape off any paint, coating or corrosion on the pipe to be sure it is clean
and a good connection is made.

5.8 Metal Underground Water Pipe
Section 250.52 of the NEC states: A metal underground water pipe in direct contact with the earth for 3.0 m (10
ft) or more (including any metal well casing effectively bonded to the pipe) and electrically continuous (or made
electrically continuous by bonding around insulating joints or insulating pipe) to the points of connection of the
grounding electrode conductor and the bonding conductors. Interior metal water piping located more than 1.52 m
(5 ft) from the point of entrance to the building shall not be used as a part of the grounding electrode system or as
a conductor to interconnect electrodes that are part of the grounding electrode system.

5.9 Supplemental Electrode Bonding
Supplemental Electrode Bonding Ground Rod In most cases,
careful planning of the installation will eliminate the need for
supplemental electrode bonding.
The list below provides a step-by-step grounding process.
1) Once a suitable position is found for the ODU and the
ground block, a ground rod will need to be driven into the
earth within 20 wire feet of the location of the ground block.
2) The type of ground rod to be used is an 8 ft copper coated
steel rod. The rod is required to be driven 8 ft into virgin soil.
Dig a small hole a couple of inches down. Drive the ground
rod except for the last 6 inches.
3) Once attachments are made, drive rod in below ground. This requires digging out around the clamp area
so the clamp will not be disturbed when rod is set below ground level.
4) Use a ground rod clamp to attach the #6 to the ground rod. The #10 from the ground block may be
attached to the #6 with a split bolt connector. The other end of the #6 must be connected to the electrical
service ground conductor, (wire) or the electric service ground rod.
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5) At the house electrical ground, the #6 can be bonded either to the house ground conductor with a split
bolt rated for two wire connection or to the electrical ground rod with a separate ground rod clamp
approved for burial.
6) The #6 will be run to the house ground either underneath the house or buried if the house is built on a
slab.

5.10 Summary of Grounding
This is an extremely important step in the DIRECTV installation. If done correctly, it will provide protection against
fires and electrical shock for the customer. This will tell the customer or any service technician to contact
DIRECTV if the need arises to disconnect our ground from the grounding system of the house. Remember when
configuring the ground run, the length of the ground wire must be as short as possible and not exceed 20ft in
length.
“DANGER: Never disconnect the house or any other utilities ground connection in attempts to connect your wire
to the house grounding wire.”
Note:Changes in the NEC code have reduced the maximum length of the #10AWG ground wire to 20 feet. NEC
code. (NEC 820.40 subsection 4)
Always comply with Local Electrical Code Requirements. For example the green ground warning tag may be
required when using #10AWG green ground wire.

6 CABLE ROUTING
After deciding the location of the IRD(s), plan the routing of the cable. Several things should be considered:
1) What type of house is it?
2) Is it one or two story?
3) Is the foundation conventional or slab?
4) What type of siding is used?
When choosing a location for the ground block (or other DIRECTV approved U.L. Listed device) approved
for grounding/bonding, choose one that is as close as possible to the house electrical ground to promote
a short ground run. If feasible, also place it close to the point of entry for the cable run into the house.
Once these are determined, it will be a matter of finding the shortest / best route to the TVs.

6.1 Conventional Foundation
1) If the house is on a conventional foundation (basement or crawl space), the cable should be routed
underneath the house for aesthetics. If this is the method chosen, make sure that the cable is not left lying on
the ground.

2) Attach cables up to the underside of the house by using dual clips or drive rings. If the cable route is through
a basement, the cable should be through or attached to the joist but should not be attached to the bottom of a
joist. If the cable is to be routed through the attic, use a feed through bushing sealed with a silicone sealant at
the point of entry. The cable shall be sealed with a silicone sealant approved for exterior use to the bushing.

3) Take care to place the cable out of the way of traffic or away from anything that might damage it. Always
fasten cable up out of the way to protect it. Preferred method is over ductwork and piping. Use caution around
hot water pipes and hot water heat pipes. Cable lying on a hot water pipe can be damaged. Cable must have
a 2-inch clearance from internal electrical wire.

6.2 Slab Foundation
If the house is on a slab foundation:

1) It is preferable to route the cable through the attic for aesthetic reasons.
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2) The less showing on the outside, the better. If this is not possible, run the cable along the lines of the house,
up either along the eave of the house or along the bottom where it will be easy to hide behind the shrubbery.

3) When tacking the cable along the outside of a house, space the clips evenly so they are uniform and the
cable maintains a straight line, not sagging. Recommended spacing for clips is 3’ vertical and 12 to 18”
horizontal.

4) Use caution not to crush or compress the cable when installing cable clips.
5) When running cable around corners, take care not to kink it in any way. Keep the minimum bend radius of 23/4”” in mind.

6.3 Cable Considerations
The proper type of cable must be used for each type of situation. All cables must be DIRECTV approved Series
RG-6. Exterior connectors must be Tightened and torque to 30 inch pounds

1) Cable running from the ODU to the house shall be Series RG-6 Dual cable with #17 copper clad steel ground
wire attached for bonding. This cable should never be spliced. No underground splices are permitted. Any cut
cable must be entirely replaced.

2) The run from the ground block (or other DIRECTV approved U.L. Listed device) approved for
grounding/bonding should normally be non-flooded cable. It may be necessary to run flooded if any part of the
run will need to be buried. In these instances the cable must be converted back to non-flooded cable before it
enters the living area of the home in another house box (on the outside) or behind the wall plate on an outside
wall. If the cable enters the basement, a ground block (or other DIRECTV approved U.L. Listed device)
approved for grounding/bonding may be used as a transition device.

3) If a trailer is being installed, avoid bringing cables inside through the wall; instead always bring cables up
through the floor. If this is not possible (outside wall), then drilling through the wall may be the only option.
Care must be taken to avoid electrical wiring. At the point of entry, use a feed through bushing with silicone
sealant.

4) When bringing the cable in through a wall or down a wall from the attic, use a wall plate to bring the cable into
the room. As a standard install, you can always use a 24-inch drill bit to drill down through the wall from the
standard electrical outlet height down through the sill plate in the basement or crawl space. (This should be
considered normal installation and NOT a wall fish).

5) When the cable is brought up through a non-carpeted floor and the hole is larger than the cable, use a feed
through bushing to seal the entry point. (e.g., 5/8” hole for dual RG-6 cable)
a. When the floor is carpeted, if possible, pull a small (1-2”) section from the wall and drill
through the floor so there is no damage to the carpet. If it is necessary to drill through
the carpet, properly prepare the carpet for drilling. The recommended method is using
a carpet punch.
b. Be sure the customer understands you will be placing the cable through the carpet. Do
not try to drill through the carpeting as this may cause the carpeting strands to get
caught on the drill bit and will snag the carpet and cause damage.

6) The ground block (or other DIRECTV approved U.L. Listed device) approved for
grounding/bonding should be located outside whenever possible.

7) When bringing cable inside a structure, into the basement or attic, the method of drilling may differ. Always
drill at an angle so that the outside hole is lower than the inside hole to prevent moisture from entering the
wall space.
a. If drilling into the basement, it may be best to drill from the outside in.
b. If drilling into the room where the IRD will be, it is usually best to drill from the inside out for hole
placement.
c. Any time the cable runs down an outside wall or entering from above the hole into the house put a drip
loop at the hole to prevent water from entering the wall. The loop in the cable must be at least a 5 1/2"
diameter.
d.
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7 TELEPHONE LINE INSTALLATION AND TROUBLE-SHOOTING
All IRD’s must be connected to a DIRECTV approved return path. Every effort must be made to connect the
receiver to the customer’s telephone line. In the event that a customer doesn’t have a telephone, DIRECTV does
have the ability to authorize the unit in a “non-impulse” mode. However, programming packages available to the
customer are limited as not all services can be provided to a receiver not connected to a telephone line. Pay per
view purchases must be made by calling customer service and are therefore more expensive than standard
impulse purchases when no telephone is connected to the IRD. This information must be communicated
clearly to the customer prior to beginning the install.
The telephone connection gives the customer the ability of purchasing PPV events by using the remote control
(impulse PPV). It also gives DIRECTV access to IRD information, such as signal quality and the signal history for
trouble-shooting. At times, customers will not want the line connected to their IRD or they will not have telephone
service. If they have no service, then the telephone line should still be installed and connected to the IRD in case
they acquire service later.
In the event that a land base jack is not possible a DIRECTV approved wireless phone jack can be used to fulfill
the phone line requirement.

7.1 Installation
The preferred method is to homerun the telephone line directly from the IRD to the demarcation point outside the
house if a modular jack is not available.

1) Always check to see if an existing modular telephone jack is close to the IRD. This requires a
duplex telephone jack so the customer has telephone access at the jack. If the jack is not in close
proximity to the IRD, then make sure any jumper you install will not be in the way of any door or
walking path.
2) Installation must be completed with approved telephone station wire. Install a biscuit jack or
combination wall plate behind the TV and use a modular telephone jumper to connect the jack to the
IRD.
3) In some cases, it may be necessary to attach the station wire to an existing outlet. This is allowed
when a home run is not practical; however, under no circumstances should the customer’s wire be
cut. The wire must be connected to an appropriate connection in the existing outlet.
4) When connecting the telephone line to the terminals in the outside box, always observe correct
polarity (red and green).
5) Be careful not to disturb existing telephone connections.
6) If the telephone line is installed underneath the house, be careful not to let the wire lay on the
ground. It will need to be tacked up along the underside of the house to prevent possible damage
7) If the phone line is attached along the outside of the house, run it along the lines of the house.
Always try to keep it as well as the coax concealed as much as possible. It is sometimes feasible to
run the telephone line underneath the coax thereby concealing it completely. The feed through
bushing has a notch in it for routing of the telephone line with the coax. This will eliminate the need
for an extra hole to be drilled.
8) Biscuit-type telephone jacks can be attached with double-stick foam tape that comes with them or
attached directly to the wall with screws.
9) Another type of wall jack available has both the telephone and coaxial connection mounted on a wall
plate. This device is attractive because it does not require a separate wall outlet for the phone
connection; in most cases it requires installing a low voltage bracket in the wall.
10) Make sure the customer understands the telephone line must be connected to the IRD at all times to
assure trouble-free service.
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11) Never splice a telephone line, Never bury a telephone line that is not rated for direct burial. This type
of wire has a thick black insulator type jacket and a flooding compound. Under no circumstances is
the station wire to be plugged directly into the receiver by attaching an RJ-11 modular connector
directly to the station wire. Modular connectors are designed specifically for satin modular phone
line.
12) When attaching the wires to the screws in the jack or the house telephone box, never wrap the wire
all the way around the screw post overlapping it back onto itself. This can cause the wire to be cut
when the screw is tightened. After installation, always check every phone line in the customer’s
home to ensure all lines are working.
13) Homes with DSL service: DSL filters are required for in homes that have DSL Service but do not
have an external whole house filter or the line that is pre-filtered.

7.2 Trouble-shooting Phone Lines
Many things can affect the operation of the telephone circuit connected to the DIRECTV System. Use the
following trouble-shooting steps. If all trouble-shooting fails and no corrective action is found you may be
forced to install the IRD as non-impulse.
1) Check to make sure the phone line is connected to the receiver.
2) Run a system test. If phone line “not okay,” connect a telephone in phone jack and check for dial
tone.
3) If there is a dial tone, replace IRD with a different receiver and run system test.
4) Check on hook voltage to be sure it is greater than 17 V DC. Typical voltage is ~50 V DC. This is
done by reading across the red and green, tip & ring, of the phone line with a multi meter on DC
volts.
5) Check off hook voltage by taking a phone off hook and reading the voltage the same as above.
Off hook voltage must be less than 11 V DC. Typical off hook voltage is ~5 VDC.
6) If there is not a dial tone, contact local telephone company.

7.3 Valid Reasons for Non-Impulse IRDs
•

No phone service, however, a phone line should still be run and connected to the phone demarcation point

•

Customer objection only after explanation of the benefits and drawbacks for non-impulse. Customer MUST
sign off.

•

IRD failed the phone test and problem cannot be corrected. Details as to why phone test failed and specific
trouble-shooting steps noted with voltages.

•

Party line with operator intervention

•

800 block on customer’s line

•

Phone line or broadband connected to other IRD (on SWiM installations only).

Note: DIRECTV Approved wireless phone jacks can be used when a land based phone line is not practical or
possible including all DVR’s.

8 ACCESS CARDS
An access card is included in the purchase of a DIRECTV System and authorizes the programming for the
customer’s system. Once the customer has completed their DIRECTV System installation, the access card is
added to the customer’s account and services are authorized.
Access cards are non-transferable. They cannot be transferred from one customer or dealer account to another.
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9 INTEGRATION WITH THE CUSTOMER'S EQUIPMENT
Key Points:

1) The coaxial RF output used to connect the IRD to the customer’s TV does not provide an MTS stereo signal.
If the customer has a stereo light or indicator on their TV, it will not indicate stereo even though the TV is
receiving stereo. Connection preference order: HDMI, DVI, Component, S-Video, Composite, RF (coax).

2) The L-R audio outputs (RCA Connectors) will provide stereo signal to the TV / VCR/DVD and the output level
is fixed at 1 V P / P. Volume is controlled by the customers TV or audio system if applicable.

3) To use the IRD's composite video and audio outputs to the TV, the TV must be capable of receiving this type
of input and it must be set to the correct Video Input mode.

¾ Note: This generally means that the stereo indicator on the TV will not light up even though the
TV is receiving true stereo. The only time this light works is when the MTS stereo signal is being
decoded by the TV from another source (i.e. off air antenna or cable).

4) As above, if the VCR/DVD is connected to the IRD using the audio and video jacks and the customer wishes
to record in stereo, then the VCR/DVD will need to be set to the correct input. This input is usually labeled as
Line1 or Line 2, VIDEO or AUX., depending on the number of inputs the particular VCR/DVD has as well as
its make and model.

5) The IRD’s S-Video output provides the best picture quality for non-HD installations, but the TV and / or
VCR/DVD must be equipped with an S-Video jack. The S-Video output does not provide any audio output so
the L-R audio jacks must be used in conjunction with the S-Video jack. Again, the TV and / or VCR/DVD must
be set to the correct input mode to accommodate this hookup.

6) The RF antenna input will only accommodate a 75-ohm cable. If the customer’s antenna line is the 300-ohm
type, (flat cable) then a 300-75 ohm transformer will be necessary.

7) Set the channel selector switch located on the back of the IRD, to the same channel as the TV and
VCR/DVD. These outputs have a fixed output level to facilitate proper use with VCR/DVD and stereo
hookups. Some IRDs have a programmable output that is changeable through the IRD installation and set-up
menu.

9.1 Tuning VCR/DVDs
It is important that all new customers understand that recording procedures require that their VCR/DVD be tuned
to the same channel the output on the IRD is set for. Set the IRD RF output for either channel 3 or 4 if a coax
connection is used.
To check for proper tuning – with the TV and IRD on, turn the VCR/DVD on and set the channel display on the
VCR/DVD to the same channel the output of the IRD is set for (Channel 3 or 4). Press the TV / VCR/DVD button
on the VCR/DVD. If the picture flicks but you do not see any significant change, then the VCR/DVD is properly
set. If the picture goes to snow, blue screen or junk, then you need to tune the VCR/DVD with the VCR/DVD
tuner.
e.g. IRD = Ch 4
Ch 4

VCR/DVD = Ch 4

TV =

Remember the VCR/DVD can also record from one of the Line inputs for better quality recording.

9.2 Stereo / Surround Sound
Most customers now have television sets equipped for stereo sound. Some will have a stereo audio system in
addition to a stereo TV. It is essential that this equipment also be connected.
Note: The customer must have a stereo receiver that is capable of processing the surround signal in Dolby
Digital format. This does not mean that they can't enjoy the stereo signal that most receivers can process.
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Note: Never connect an audio wire when the equipment is on!
Always check the following for proper stereo hookup:
Verify that the customer’s stereo receiver has available inputs for the IRD audio output. Most will have inputs
labeled ‘aux. input’ or, if that is not available; you may use an input such as ‘CD input’ or ‘tape input’ if it is not
being used.
¾

Note: Under no circumstances should you ever connect the IRD audio to the PHONO input of a customer's
amplifier. This usually causes severe damage to the amp and / or speakers.

¾

If the customer has a surround sound receiver with an optical input, that will be the best audio option. Optical
cable must be provided by the customer.

1) Depending on which input is used, the stereo receiver will need to be set to the correct input selection to
receive the audio signal from the IRD.

2) When connecting the IRD to the stereo, the L&R audio outputs will be used.
3) These closely match most VCR/DVD's audio output levels and all volume control is done with the customer’s
stereo system.

4) Not all movies are encoded with the Dolby Digital & Surround Sound format. Make sure the customer
understands this to avoid unnecessary service calls.

5) If the customer has a hi-fi VCR/DVD, it is usually best if you connect the audio output from the IRD through
the VCR/DVD’s audio in and then out of the VCR/DVD to the TV or stereo receiver. This will allow the
customer to have surround and / or stereo sound from both DIRECTV and their VCR/DVD.

6) If the customer has a TV or Sound system that has multiple inputs and outputs for audio and video, these
usually act as a control center and all in / outputs should be connected through this device.
True digital stereo sound can still be enjoyed even if the customer does not have a surround sound receiver.
Again, whenever possible connect the IRD to the customer’s stereo equipment. Detailed quality instruction should
also be given to the customer on the system operations.

9.3 Picture-in-Picture (PIP)
Many television sets now come equipped with the PIP feature (watching two or more programs at the same time).
Most TVs with PIP require the additional input signals be supplied as base band audio / video signals. This signal
can be provided by a variety of sources (e.g., DVD, Laser Disc or a VCR/DVD).
Newer high end TV / Monitors now allow multiple RF inputs as well as multiple A/V, composite and component
inputs.
Television sets that offer PIP differ in how each picture is displayed. With this in mind, the customer may need to
consult the owner’s manual on PIP operations. Unless the customer requests otherwise, set up DIRECTV as the
primary signal since it is usually the main video source. This also helps a great deal when trouble-shooting over
the phone.
Note: Even if a customer has picture in picture, they will only be able to receive 1 DIRECTV signal at a time
unless they have an advanced product IRD or two (2) IRDs connected to the PIP TV.

9.4 (HDTV) High Definition TV
In order to receive HDTV signals, you must have a HDTV receiver as well as an HDTV television / monitor.
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The connection between the HDTV IRD and the HDTV must be made with the best available connection (listed in
descending order of preference):
1. HDMI cables
2. DVI connectors
3. RGB or Component connectors.
The channel 3 / 4 or composite connection should always be made for trouble-shooting purposes.
A KAKU ODU must be installed in order to access HDTV programming.
NOTE: DIRECTV HD programming includes Movies, Sports, Local channels and Special Events.
DIRECTV.COM lists the latest High Definition programming Information.
In cities where local off-air HD programs are available, an off-air antenna may be required to receive HD locals.
Reception may vary based on geographic location.

10 ODU ALIGNMENT AND PEAKING
10.1 General
The ODU must be peaked using a satellite signal strength meter.
Prior to attempting alignment and peaking, the following must be established:

•

Clear line of sight for all applicable satellites.

•

Determine appropriate azimuth / elevation and tilt settings.

•

Antenna and mount pole must be plumb and level.

•

Correct ODU type must be selected in the IRD installation and set-up menu.

Refer to current ODU training materials for proper procedures on aligning various dish types including Single
sat/Multi-sat/ KaKu and International ODU’s. The receivers must pass installation verification test(s). The LNB
should not be removed or altered once the alignment is completed.

11 CUSTOMER EDUCATION
The following topics should be explained to every customer as applicable
The DIRECTV residential Customer Education includes the following:

1. The technician must follow all guidelines regarding proper materials and installation practices set forth in
the standard residential statement of work.
2. Completion of a site survey and planning the installation with the customer (Coaxial cable routing, antenna
location, connection of devices). The Technician must verify approval of the installation, explain why the ODU
location chosen is the best solution and explain and receive written approval for all custom installation
charges.
3. The technician is required to provide and review the “Welcome kit” with the customer.
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4. Customer education on the IRD, remote control and programming must include the following:
a. Customer Education should be a minimum of 20 minutes
b. How to perform soft and hard resets of the IRD (Soft reset = red button, Hard Reset = unplug from
power)
c. How to access and navigate through the IRD guide. Navigate using the remote in the guide (arrow
up/down = 1 channel at a time, channel up/down = page, green button = +12 hours, red button = -12
hours, yellow button = guide options such as sort by category)
d. How to change inputs on TV or AV receiver for viewing of DIRECTV or other customer equipment.
e. How our DIRECTV system functions with existing customer equipment including how to record on a
VCR, how to play a DVD and how to use surround sound.
f. How to order PPV
g. Location of local channels, channels A-Z (CH. 200) and SONIC TAP music channels
h. DIRECTV interactive: how to use and navigate (colored buttons and to look for the options when in
the guide or tuning to certain channels.)
i. Explain usage and location of all mix channels (102 – news, 104 – sports). The green button toggles
through the audio for each channel. The arrows move the yellow wrap and pressing select when a
channel is highlighted tunes to that channel.
j. How to do programming searches (Using keyboard style and letter input via remote: example a=2, k=
pressing 5 twice, z=9 pressed 4x)
k. How the Caller ID works, how to disable or enable the caller ID and check previous calls received. A
working phone line must be connected.
l. Inform the customer about the customer information channels at the end of the customer education.
(Channel 1) Also show how to get to the interactive help menu (menu>Parental, Fav & Set Up>
help>topics or FAQ’s)
m. How to access games (Channel 110). A phone line must be connected to set up a profile and collect
tokens. You can still play games without a phone line, but lose some of the features listed above.
n. TV Apps: Press the right arrow to access weather, favorite team, scores and other apps. On
advanced products.
o. How to program the remote for all existing devices and how to program new components to the
DIRECTV remote.
p. All known codes for all devices should be written down for the customer on the receiver manual.
q. How to navigate the menu using the remote including info and test screens (hold down info button
brings up set up menu)
r. How to check signal strength: Explain how customer can check signal strength and would use this
information for trouble-shooting with Technical Support personnel
s. Favorite Channel Lists – Enables quick access to channels most often watched. Advanced products,
press up arrow for 9 channel quick list.
t. Completion of all applicable forms and obtaining customer's signature certifying the job was
completed to his or her satisfaction.
u. Leaving the DIRECTV 1-800-DIRECTV number if there are any problems with the installation or
service issues.
v.

Final walk through with the customer showing ODU location, Multi-switch location and type of multiswitch if applicable, and all receiver locations.

w. If, after arriving at a job the installation cannot be completed and must be cancelled, contact your
supervisor to set up a 2nd opinion for LOS (if NLOS) or have the supervisor attempt to save the job.
The installer must explain to the customer in detail why they were not able to complete the job and
the account should be noted.
x.

Ask customer if they are completely satisfied and if there is anything else they require.
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A: DVR Customer Education
□
□
□
□
□
□
□
□

□
□

Location and importance of any power supply that is required to power the distribution system.
How to record programming
How to pause rewind and fast forward using the remote
30 second skip and replay
Setting up series link
How to access and delete recorded programming from “My Playlist”
How to manage recordings, check to do list, history, purchases and prioritizer
Double Play – Toggles between two channels and you can rewind FF, etc. so you don’t miss
any action. Available on DVR’s HR20’s and above and R22’s with software x34 or higher. It
does not add/record the programs to the playlist.
o While watching one channel, press the down arrow button (An OSD will appear stating
you are starting double play)
o Press the down arrow again and type in the 2nd channel (or access from the guide) that
you want to watch/record
o Now, you can use the down arrow button to toggle between the two channels and use
the DVR functions such as FF, rewind etc.
o To change one of the channels, tune to the one you don’t want, type in the new channel
number and you can now toggle between the original and new channel selected.
PPV purchasing and recording including the ability to record and watch later or delete without
being charged
Program Times - Programs are similar to a VCR/DVD and should be explained along with the
VCR/DVD. Daylight savings time changes can be automatically set in the menu for the IRD.
Explain that for sporting events that may run over the scheduled times, the recording can be set
to add additional time in case of overtime, rain delays etc.

B: KA/KU HD installs Customer Education
□
□
□
□
□
□
□

Off air antenna channel location and integration
Importance of the BBC for programming reception
How to change display mode
HD channel locations including local channels where available
How to hide/unhide HD and SD channels and if experiencing rain fade, SD may still come in as
it comes from a different satellite.
How to change TV Format/Resolutions
HD DVR should encompass a combination of HD installs and DVR installs

C: WildBlue Customer Education
□
□
□
□

How to install and configure the software
How to connect and reset the modem
How to check Signal strength
How to trouble-shoot connectivity
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D: DIRECTV on Demand Customer Education
□
□
□
□

How to install and configure the DIRECTV Ethernet adapter to the customer’s router and
HDDVR
Show the customer the location of the DOD channel 1000 and explain functions of DOD if the
customer has the IRD connected to the internet.
How to find recorded programs in the Playlist
How to identify if the DIRECTV approved Ethernet adapter is functioning.

Operating the VCR / DVD with DIRECTV
□ TV must be on and set to channel 3 or 4 or select A/V inputs
□ VCR/DVD must be on and set to channel 3 or 4 or select A/V inputs
□ Be prepared to refer the customer to their owner’s manual if they have any questions regarding
use of their own television, VCR/DVD, etc.
□ RF cable should always be connected so the customer has these options. This will reduce
service calls.
Explain How to Record Off Air & Cable Programming
□ The DIRECTV must be set to TV mode using the SAT / TV button if applicable. Powering the
IRD off will also default to TV mode
□ VCR/DVD must be tuned to the off-air / cable channel you wish to record if the locals are not
integrated into the IRD.
□ If customer wants to watch the same program while recording, the TV and VCR/DVD must be
tuned to the same channel.
Stereo Connection
□ Explain the normal stereo operation – provide a quick overview for the customer.
□ Explain / demonstrate to them which stereo input DIRECTV is connected to (e.g.) AUX / CD /
etc.
□ Other options - if the stereo is connected to the volume controlled audio out of the TV;
DIRECTV, off air and VCR/DVD signals will pass to the stereo from the TV and be controlled by
the TV volume. Make sure they can balance the stereo volume with the TV volume. Example:
stereo volume turned down too much will require much higher TV volume which can distort the
sound.
□ Explain any other reconfigured home electronics components you may have interfaced into the
system (example: DVD player, games etc.).
Parental Control
□ Locks and Limits – Controls the rating of programs allowed to be viewed
□ Explain rating codes – G, PG, PG-13, R, NR-MATURE & NC-17
□ Set or Change Password – This menu item needs to be discussed in detail to ensure proper
instruction of previous menu items
□ Explain that the password is blank on new or reset units. Once set, it can only be reset by the
customer once their password has been entered. Refer to manual for password reset
instructions.
□ The customer should know to call DIRECTV if they have a problem with the password.
Additional Customer Information
□ Sun Outages.
Occur in spring and fall (March & October) due to the position of the sun in relation to the
satellite. (The sun passes directly behind and in line with the satellite, interfering with the
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□

incoming signal for a few minutes a day during a two (2)-week period – this happens with all
satellites.)
Rain Fade / Snow & Ice in ODU.
Occurs during periods of inclement weather – remember that it does not have to be raining, as
moisture in clouds may have the same effect. Explain that snow or ice in the ODU can cause
loss of picture. This is most evident with freeze framing/pixelling then “searching for satellite”
message just before, during or after inclement weather. During winter months, removing snow
from ODU may clear this problem.

12 MULTI-SWITCHES
12.1 Purpose
Multi-switches can be used when the required number of outlets exceeds the available number of IRD inputs from
the ODU. Refer to current Installation diagrams.

12.2 Types of Multi-Switches
It is important to determine the correct switch for your application.
Deciding factors:

•

Number of IRD inputs required

•

Orbital slot / programming requirements

•

KaKu requires the use of a wideband Multi-switch (250-2150MHZ) or SWiM Multi-switch unless a SWiM LNB
is installed

Always use DIRECTV approved products.
Note: A multi-switch can not be used with a Single output LNB.

12.3 Multi-Switch Functions


The multi-switch controls the selection of left and right hand polarized inputs from the LNB by sensing
voltage from the IRD. Thirteen (13) VDC causes the multi-switch to switch to a right hand polarized
signal. Eighteen (18) VDC causes the multi-switch to switch to a left-hand polarized signal



In multi-sat applications, the multi-switch also selects the LNB. A 22 KHz tone generated from the IRD
triggers the LNB selection, or FSK (frequency shift key) if a SWiM system is installed.



All multi-switches pass power to the LNB. Some have external power supplies.



A multiswitch should not be used to combine off-air or CATV. A dedicated coax cable must be used from
the antenna or CATV to the TV.
All powered Multi-switches polarity lock the LNBs
The LNB is always locked in the 13V (right hand polarity) or 18V (left hand polarity)



¾

Note: IRD powered Multi-switches can sometimes cause micro blocking or momentary loss of picture. This
may occur when all IRDs are tuned to a right hand polarity channel (13V) and then one IRD is changed to a
left hand polarity channel. This can be difficult to trouble-shoot.
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13 INSTALLATION TIPS / Common Installation Problems
13.1 Premature Rain Fade
This problem may be caused by the following:

•

ODU not properly peaked

•

Long cable drop

•

Bad piece of cable or non approved cable

•

Corroded or unapproved F connectors or water in ground block (or other DIRECTV approved U.L. Listed
device) approved for grounding/bonding

•

Several outlets with high insertion loss through splitters. (Signal quality may be good under blue skies)

•

Electrical impulse noise from arcing insulator on High Voltage power lines

•

Leaves of a tree drooping down when wet

•

Obstruction in line of sight

•

Water or insects in the feed horn / LNB

•

ODU under eave of home where water runs off roof on ODU

13.2 Useful Equipment for Trouble-shooting:
o
o
o
o
o
o
o
o

Satellite signal strength meter
Digital VOM
Spare IRD (any model)
Telephone test set
Telephone polarity tester
Extra phone cord. (10 to 25 feet)
100’ RG-6 test cable (with connectors)
Power strip

13.3 Locate IRD’s Main Menu and Perform “Systems Test”
•

Assess the situation by looking at overall configuration of installation. Note the number of outlets, length of
drop, clear line of sight, etc.

•

Determine scope of problem.

•

Check signal quality. Signal levels must be high enough to pass install verification.

•

Check test channels to verify both odd and even transponders are active

•

If signal quality is lower than expected, visually inspect the condition of the LNB.

•

Check ODU alignment, re-peak ODU, if necessary.

•

Run a temporary cable to the LNB to see if this corrects the problem. If this does correct the problem, move
the temporary connection back to the ground block (or other DIRECTV approved U.L. Listed device)
approved for grounding/bonding to further isolate the problem. This will allow you to determine which section
of the cable may be bad.

•

If you suspect the LNB is bad, replace with a known good unit.
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13.4 Signal Strength
Remember the key items:
• Every device has an insertion loss
• Signal loss occurs at a rate of approximately 8.5 dBm to every 100 feet of series 6 cable @ 1450 MHz
• Larger diameter cable has less attenuation
• Optimum signal required at the IRD is between -25 and -65 dBm

13.5

Additional Trouble-shooting Tips

1. Check for IRD’s and/or wireless phone jacks that may be plugged into the same electrical outlets with
fluorescent lighting, halogen lamps or other devices that may cause surges in power. .
2. Look for overloaded power strips.
3. Check for loose telephone jacks with exposed or faulty wiring.
4. Look for possible overheated IRD (may be located in enclosed cabinet with other electronic equipment).
5. Check IRD cable connection.
Soft Boot – Perfomed by pressing the Red RESET button on the front panel of the IRD behind the access
door, this keeps the main power connected. Also, some components remain energized without interrupting
their current state.
Hard Boot – Unplug receiver and let sit for 10 minutes. Plug back in and power up.

14

TROUBLE-SHOOTING RESOURCES

Call your supervisor or trainer.
For technical assistance contact the ISS Department at (800) 778-3431. ISS hours are: 6 a.m. - 9 p.m.
Mountain time seven days a week.
Refer to the Service Certification Training Materials.
Escalate equipment or broadcast issues to engineering using the Field Problem Report.

For Retail assistance contact the Retail Department.
For Customer Service assistance contact the Customer Service Department.

15

RISK MANAGEMENT

15.1 Property Damage
Every technician is responsible to take appropriate precautions to avoid damage to a customer’s property or
belongings. In most cases damage and accidents happen when we:
•
•
•

Lose concentration and skip necessary steps
Get frustrated with a problem
Lack of knowledge regarding general construction or proper installation techniques
If damage occurs, immediately notify your supervisor and have a note entered in the account. The
customer must always be informed. A minor problem can escalate if not addressed immediately. An
Immediate response to customer's claims of damage is required. Potentially harmful situations shall be
resolved and repaired with the highest priority.
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If the response time of the service provider is not satisfactory or if the situation warrants, the customer
may have the problem repaired and the cost of the repair may be deducted from the invoice payment.

15.2 Irate Customers
•

At times, irate customers need to release their frustrations, especially when they feel they have been
mistreated or their problems ignored. Listening to and addressing their frustration immediately can minimize
problems and demonstrate to our customer that we value their business.

•

Never argue with a customer! Under no circumstances should a technician continue to work in a situation
where physical threats have been made. The technician should leave the job site and contact their supervisor.

15.3

Customer Not Home

When the technician arrives and a customer is not home, review the following items:
1. Am I early? Call the customer or have your dispatcher call them
2. Review paperwork for accuracy
3. Look around to see if customer is outdoors
Note: Under no circumstances should a private dwelling or apartment be entered without the customer, a
representative of the customer or the homeowner being present.

•

•

If the customer is not home, leave a door hanger and contact your office and supervisor immediately. The
dispatcher should note the account with a description of the home and time.
The work order will be rescheduled following DIRECTV procedures

15.4

Late for Appointment

If you are going to be late for an appointment, always call the customer and notify your office. Dispatch should
note the account and attempt to reassign the job to a technician that can get there within the timeframe.

15.5

Technician Responsibility

The last person at a home is responsible for all compliance with DIRECTV standards. This includes but is
not limited to NEC grounding and workmanship.

15.6

Clean Up After Installation ~ Small things make a big difference

The customer’s house, yard and any work area shall be left CLEAN of any installation debris, including empty
boxes, tie wraps, drilling dust, dirt, etc. Vacuum or sweep up any debris created by your installation.
ALWAYS SHOW PRIDE IN YOUR WORK
SHOW RESPECT FOR THE CUSTOMER’S TIME AND HOME
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