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A persistent problem for pri-
vate cable operators (PCOs) 
is that program downloads 
from the satellite to the 

headend are far from error-free. Cable 
operators that serve entire communities 
can station a technician at the headend 
to resolve these errors. But for a PCO 
with many small headends serving sepa-
rate MDUs, placing a technician at each 
headend is not economically feasible.

Instead, when a customer calls to 
complain that her television is not work-
ing or that Channel 29 is showing the 
program that should be on Channel 12, 
the PCO must send a technician out in 
a truck to investigate the issue and fix 
it. It may take hours or even days to re-
solve the error, depending on how many 
MDUs are affected and how far apart 
they are located. 

TCI, LLC (www.tcintegration.com), 
a Florida-based PCO, developed a re-
mote management system to allow its 
technicians to control headends from 
the company’s office, without having to 
go out on the road. Now, it is marketing 
the system to other PCOs. 

The system, called HEMS (Head-
end Management System), consists of 
a browser-based PC application and a 
hardware appliance loaded with TCI’s 
software. The appliance, which sits be-
tween the headend and an Internet con-
nection, takes the cable output from the 
headend and delivers it over the Internet 
to the PC, and then translates the PC’s 
signals back into a format the headend 
can understand.

From their desktop computers, 
TCI’s technicians can now diagnose 
problems, retune channels and reset 
locked headends or power them off 
and on. TCI managing partner Mike 
Smith says the company has elimi-
nated most of the eight truck rolls per 
month it used to send to its 12 proper-
ties. Even when a truck roll is neces-
sary – for example, to realign a dish or 
reconnect a receiver – the trip doesn’t 

take as long as it once did, because the 
tech has already diagnosed the issue. 

TCI found that the system not 
only reduced its operating costs but 
helped it respond faster to customer 
calls. “You can save hard dollars, but 
the real value proposition is keep-
ing customers happy,” Smith says.

TCI began marketing HEMS to oth-
er private cable operators this fall, and 
has made several sales. Shawn Carpen-
ter, president of College Cable Services 
in Lexington, Kentucky, has been using 
the system for about a month and finds 
that it eliminates about 90 percent of 

his truck rolls for DIRECTV problems. 
“We would drive eight hours to power 
up or reboot, and now we can do it 
from the office,” he says. “We can tune 
channels remotely. This is really great.”

Smith has plans for adding more fea-
tures to HEMS. By next year, he hopes 
to add an interface that will allow tech-
nicians to control multiple headends 
from a single Web page, as well as an 
e-mail notification system that will pro-
actively alert the technician when there 
are download errors. “That way, you 
won’t have to wait for the resident to 
call up and scream,” he says.  
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