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FAQ Overview



Frequently Asked Questions
Alders and Residents commonly ask our agency the following questions:

Questions

External: How can I watch a Board, Commission or Committee meeting live without going to the meeting in-person or after 
the meeting was held? 

External: Can the City of Madison tell internet service providers where they need to provide service or better service in 
Madison?

External: Who can I contact about poor internet service from my provider?

Internal: Is there training for alders on participating in a BCC virtual or hybrid meeting? 

Internal: How do I configure my City Exchange e-mail account on my smartphone?

Internal: How do I access my email on my own device?

Internal: I’ve locked my account who do I contact?

Internal: Can IT support me on my personal device? 



FAQ Answers



External: How can I watch a Board, Commission or 
Committee meeting live without going to the meeting 
in-person or after the meeting was held? 

Madison City Channel which is a 
service of IT offers a multitude of 
playback platforms for accessing 
Board, Commission and Committee 
meetings:

• Find us on Charter Digital 994, AT&T 
U-Verse 99, Roku, and Apple TV.

• Watch past meetings, shows, and 
event coverage online.

• Podcasts on iTunes and Google
• On the City of Madison’s YouTube 

Channel

https://www.cityofmadison.com/information-technology/city-channel/madison-city-channel-on-roku-apple-tv
https://www.cityofmadison.com/information-technology/city-channel
https://www.cityofmadison.com/information-technology/city-channel/podcasts
https://www.youtube.com/user/CityofMadison


External: How can I watch a Board, Commission or 
Committee meeting live without going to the meeting 
in-person or after the meeting was held? 

Legislative Calendar: Where all City of Madison Board, Commission and Committee Meetings are listed with 
location, date/time, agendas, minutes and video link

https://madison.legistar.com/Calendar.aspx


External: How can I watch a Board, Commission or 
Committee meeting live without going to the meeting 
in-person or after the meeting was held? 

Madison City Channel website is a repository for all Board, Commission and 
Committee recorded meetings. Madison City Channel: 
www.cityofmadison.com/information-technology/city-channel

http://www.cityofmadison.com/information-technology/city-channel


External: How can I watch a Board, Commission or 
Committee meeting live without going to the meeting in-
person or after the meeting was held? 

City of Madison’s Weekly Meeting Calendar



External: Can the City of Madison tell internet service 
providers where they need to provide service or better 
service in Madison?

A: The City does not directly regulate telecommunications providers (providers) in Madison. We do 
require them, and any entity occupying the right-of-way, to register with us, and they must get various 
permits when they work in the right-of-way. We are able to tell providers where they can place their 
facilities, but we do not control whether or how they use the right-of-way for their business. Any 
provider that is registered with the State has a legal right to place and maintain facilities in the right-of-
way, and we cannot take that right away from them.

It is up to them whether they invest in upgrades to their system, abandon their facilities, or even sell 
their facilities. There is nothing, except for its own financial, technical, and infrastructure constraints, 
stopping any telecommunication provider from expanding or upgrading its service to compete with 
other providers in more areas of the City. In the past we’ve encouraged providers to expand or improve 
their service to certain areas of the City, but there is little we can do to actually make that happen.



External: Who can I contact about poor internet service 
from my provider?

A: The City does not directly regulate telecommunications providers (providers) in 
Madison. You can reach out to Public Service Commission (PSC) of Wisconsin, who has 
established an Internet & Phone helpline for Wisconsin consumers. Please dial (608) 
267-3595 to speak with dedicated PSC staff or leave a voicemail.

To learn more about Public Service Commission of Wisconsin Broadband activities, 
please go to: 
https://psc.wi.gov/Pages/ServiceType/Broadband/BroadbandConsumerResources.aspx

https://psc.wi.gov/Pages/ServiceType/Broadband/BroadbandConsumerResources.aspx


Internal: Is there training for alders on participating in a 
BCC virtual or hybrid meeting? 

IT Media Team has created a training video for panelists (Alders and City Staff).

https://media.cityofmadison.com/Mediasite/Play/ec57e1eb72ab49a08c3408fe8d9119411d


Internal: How do I configure my City Exchange e-mail 
account on my smartphone?

A: 



Internal: How do I access my email on my own device?

A: 



Internal: I’ve locked my email account who do I contact?

A: Outlook passwords are encrypted so we cannot tell you what your password is. We 
can, however, reset it. Call the Help Desk at (608) 266-4193 and we will be happy to 
reset it for you during normal business hours, Monday – Friday, 8a.m. – 4:30p.m. 



Internal: Can IT support me on my personal device? 

DANEnet is working with the City of Madison to ensure all members of the Common 
Council have access to the technology and digital skills they need to productively 
participate in the Common Council via Zoom meetings and independent work.

DANEnet will also be able to provide tech support. You should reach out to the 
Common Council Office on scheduling a time with DANEnet. 

Resource Links:

• Email on my personal device: 
https://www.cityofmadison.com/employeenet/information-technology/training-
support/email

https://www.cityofmadison.com/employeenet/information-technology/training-support/email


How Our Agency Provides
Customer Service



Externally We Provide Customer 
Service By…
On the Website:
• General Feedback of Report a Problem 
• Was this page helpful?

• Contact the Web Team form
• Media Team contact form and telephone line
• Licensing & Permitting Technical Support Telephone and contact form



We Provide Customer Service By…



We Provide Customer Service By…

Internal: Information Technology Employeenet
website with contact forms and knowledge base 
articles to help City staff and alders. Please see: 
https://www.cityofmadison.com/employeenet/i
nformation-technology

https://www.cityofmadison.com/employeenet/information-technology


Sarah Edgerton, CIO, IT Director
sedgerton@cityofmadison.com
608-261-9642

Stay Connected!
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