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. @ategory: Othg B
Escalatlonv\
' EB _solut;,lon Apelogized 1o eustomer for the inconvenience and that the problem would

. Hebruar
h AT

June 2002 — Nothing to report

July 2002

TTY July 16, 2002
The customer complained that when dialing into relay, he/she was disconnected twice.
Category: Disconnect

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized for the problem, and assured the customer the complaint would
be reported.

Contact Closed: July 18, 2002
FCC: Answer Performance

August 2002 — Nothing to report
September 2002 — Nothing to report
October 2002 — Nothing to report
November 2002 — Nothing to report
December 2002

TTY December 14,2002

* The customer complained the CA had not relayed the call verbatim.

Category: Other (CA/OPR)

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Assisted:the customer with her call. ‘
Contact Closed: Décémber 14, 2002

- RCC: Verbatlm

TTY  Jdhuary 2, 2003

#Ehe-eustémer,had diffculty reaehmg relay when dialing 711.

quip): |
Récetved by the National Relay Center, PA and handled by the same.

-be-reported.
. Contact Glosed: Januaryz 2003

EZ R

ECC 'Answer Performance

%2003 — Nothing to report
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March 2003 - Nothing to report
April 2003 — Nothing to report
May 2003 — Nothing to report
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June 2002 — Nothing to report

July 2002 — Nothing to report
August 2002 — Nothing to report
September 2002 — Nothing to report
October 2002

Yoice October 7,2002

The customer reported that the CA asked her personal questions during a call.
Category: Attitude and Manner

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordirigly.

Contact Closed: October 7, 2002

FCC: Transparency

November 2002

TTY November 29, 2002

The customer complamed he/she had to wait a long time to reach a CA.

Category: Answer/Wait Time ‘
Escalation: Received by the National Relay Center, PA and handled by the same,
Resolution: Apologized for the inconvenience, and let the customer know the problem
would be reported. :
Contact Closed: November 29, 2002

FCC Amswer Beﬁ‘@:man%e

Deeemben_ 2002 - Nathmg to teport

J anuar 2003

TTY January 2, 2003

The customer complajnedi!gqﬁsheahad Ldifficulty reaching the relay service.
Category: Answer/Wait. Tsime .

‘Escalation: Reoceivéd: by fhe‘iPennsylyama Relay Center and handled by the same.
Resolution: Afﬁologtzed flo. eust@merufor incénvenience.

Contact Closed:.J: anuaryrQ 9063

FCC Answer Perf@rman@e
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March 2003

Voice March 28, 2003

The customer was upset that the CA included her own opinion while relaylng his.
conversation to the TTY user.

Category: Attitude and Manner

Escalation: Received by the Pennsylvania Relay Center and handled by the National
Customer Care Center.

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: April 4, 2003

FCC: Transparency

TTY March 31, 2003

The customer complained that he/she had difficulty getting connected to the relay
service.

Category: Answer/Wait Time :

Escalation: Received by the Relay Customer Serv1ce Line and handled by the National
Customer Care Center.

Resolution: Apologized for the inconvenience, and explamed that a technical problem
was identified and is being corrected. :

Contact Closed: March 31, 2003

FCC: Answer Performance

April 2003 —- Nothing to report

May 2003 — Nothing to report /
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June 2002

TTY June 16,2002

The customer complained the CA did not type well and did not handle her SLAM call
well. .
Category: Other (CA/OPR) |

Escalation: Received by the Pennsylvama Relay Center and handled by the same.
Resolution: Assured the customer the complaint would be forwarded to the CA's -
manager. '

Contact Closed: June 16, 2002

FCC: Typing Issue

TTY June19,2002

The customer complained about several issues including CAs typing too slow, getting
disconnected from relay and CAs prompting her to leave a message.

Category: Other (CA/OPR)

Escalation: Received by the Maryland Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CAs'
managers would follow up accordingly.

Contact Closed: July 2, 2002

FCC: Typing Issue

TTY June 19, 2002

The customer complained the CA did not relay a recorded message accurately.
Category: Other (CA/OPR)

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Documented for reporting purposes. -
Contact Closed: June 19, 2002

FCC: Verbatim

July 2002

TTY July 2§, 2002

The:customer complained that the CA was slow when relaying the conversation. He also
felt the CA was not- relaymg verbatim.

Category: Othér. (DMiSc) ¢

Escalatiofi: Recelved by:¢hePennsylvania Relay Center and handled by the same.
Resolution: Apole)glzed 1o ‘the: customer for any inconvenience the CA may have caused.
Contact Closed: July 25-1 2002

FCC: Verbatim

Aug‘ust,'2002

'];‘TY August 3, 2002
The' ‘Gustofiier had severa]femmplamts including a CA responding too slowly, CAs

AT@T:BROPBIETARY US;B PURSUANT TO.‘COMPA'VNY INSTRUCTIONS



misdialing the mumbers she provided, and delays in reaching relay.

Category: Other (Misc)

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for each problem the customer encountered, and assured her the
CAs' managers would follow up accordingly. -

-Contact Closed: August 31, 2002

FCC: Answer Performance

TTY August 13, 2002

The customer complained the CAs (2) did not type at the required speed.

Category: Typing Skill/Speed

Escalation: Received by the Relay Customer Service Line and handled by the National
Customer Care Center.

Resolution: Apologized for any delay in the customer's calls, and assured him the CAs'
managers have followed up accordingly. .
Contact Closed: August 22, 2002

FCC: Typing Issue

September 2002

TTY September 3, 2002

The customer complamed the CA did not relay her message accurately.

‘Category: Other (CA/OPR)

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the complaint
would be reported to.customer service.

Contact Closed: September 3, 2002

FCC: Verbatim

TTY September 9,2002
The custemer oomplamed the CA did not relay her messages accurately
_ Categom Othpr»r(CA/@ )
Esc; Al iofi: Re@elyed bythe National Relay Center, RI and handled by the same.

esolution: Apeloglzed for the inconvenience, and assured the customer the CA's
manager Would ‘follow: up}*accordmgly (

' Contact Closed September 9, 2002

FCC: Verbatim

- TTY. Séptember 14, 2002

The custoter complamed’ the CA was: eliminating parts of his conversation.

Category Other. (CA/OBR)

Escalatlon. Reeeived byfhe, National'Relay Center, RI and handled by the same.

N 7esolutlon. Apol@grzedﬁbr‘fhe mconyenience and thanked the customer for his .
:@eedhack» . |
r@onfacttCloggd» September 14, 2002

AT&T PRORRIETAR%Y - USE.PURSUANT TO COMPANY INSTRUCTIONS
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FCC: Verbatim

TTY September 19, 2002

The customer complained the CA provided inaceurate information during her relay call.
Category: Other (CA/OPR)

Escalation: Received by the Relay Customer Service Line and handled by the Nat1ona1
Customer Care Center.

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: September 23, 2002

FCC: Verbatim

Voice September 25, 2002
The customer complained the CA was rude and provided his/her personal opinions at the

-end of the call.
-Category: Attitude and Manner

Escalation: Received by the National Relay Center, RI and handled by the same.
Resolution: Apologized for the inconvenience, and thanked the customer for providing
the feedback.

Contact Closed: September 25, 2002

FCC: Transparency

TTY September 30, 2002

The customer complained about the typing skills of two CAs.

Category: Typing Skill/Speed

Escalation: Received by the Relay Customer Service Lme and handled by the National
Customer Care Center.

Resolution: Apologized to the custemer, and followed up with the CAs.
Contact.Closed: September 30, 2002

FCC: Typing Tssue \

. October 2002

. Voice October 25 2002

The customer cempla.lﬁecfi thie CA (D) typed below the FCC required typing speed of 45

. wpm.

Category Typmgi'SkilllS‘peed ,
Escalation: Regeived by the Relay Customer Service Line and handled by the National

" Customer:Care Center

Resolution: Forwarded the .complaint tothe CA's manager for review.
Contact Closed: October 30, 2002
FCC: Typing Issue

November 2002

AT&TPROPRIETARY - USE PURSUANT TO-COMPANY INSTRUCTIONS
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TTY November 4, 2002

The customer complained that one CA did not remain on the call for 10 minutes, and the

relief CA did not help with her request.

Category: Attitude and Manner

Escalation: Received by the National Relay Center, PA and handled by the same.
‘Resolution: Apologized for the i mconvemence and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: November 30, 2002

FCC: In Call Replacement

TTY November 13,2002

The customer complained the CA had not relayed the call verbatim.

Category: Attitude and Manner

Escalation: Received by the National Relay Center, PA and handled by the Natlonal
Customer Care Center.

Resolution: Attempted to discuss the problem, but the customer requested to speak to a
higher authority. Referred him to a state agency for assistance.

Contact Closed: November 13, 2002

FCC: Verbatim

'TTY November 20, 2002

The customer complained that the CA's (1) typing was too slow.

Category: Typing Skill/Speed

Escalation: Received by the Relay Customer Service Line and handled by the National
Customer Care Center.

Resolution: Apologized for the inconvenience, and assured the customer the CA's
‘manager would follow up accerdingly.

‘Contact Closed: December 4, 2002

FCC: Typing Issue 3

December 2002

TTY December 5, 2002 .
The customer complamedath,e @A had not relayed the eall verbatim, did not keep him
informed:of the progress; s Bfhis «call, and was rude.

Category: Attitude and‘]i‘/[annef

“Escalation: Received: by ithe Pennsylvama Relay Center and handled by the National
. CustomerCire Center.

Resolution: Apologlzed for the. inconyenience, and assured the customer the CA's
manager §yould, follow-ugias e,@rdmgly

Coittact Closed: December*5, 2002

FCC: Veibatim

TETY December 19, 2002 , i

. The customer oomplamed"ﬁe/she had. to wait a long»time to reaoh a CA.

AT&KEROPRIETARY - USE-PURSUANThn@ oo N

T -
[¥r S
i




L)
’i« t

Category: Answer/Wait Time

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience.

Contact Closed: December 19, 2002

FCC: Answer Performance

TTY December 25,2002

The customer complained the CA had hung up on th/her When she redialed the relay it
took several minutes for another CA to come on the line.

Category: Other (Misc)

.Escalation: Received by the National Relay Center, PA and handled by the same.

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed;: December 26, 2002

FCC: Answer Performance

TTY December 29,2002

The customer complamed the CA had not relayed the call verbatim.

Category: Other (CA/OPR)

Escalation: Received by-the Relay Website and handled by the National Customer Care
Center.

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: December 31, 2002

FCC: Verbatim

January 2003

TTY January 10, 2003 .

The customer had severa.l complaints-about CAs that included not following her
instructions, hanging up 6n her'calls; and typing slowly.

Category: Oghier-@yisc) : ’

Escalation: Received byéthe,NatwnaI Relay Center PA and handled by the Nat1onal

Customer Cage Center.
Resolution: Agologlzed for the inconvenience, -and assured the customer the CAs,

managersfvouli: follcow up aocordmgly

- Coiftact Closed? Tart ary31 2003
* FCC: Typmg Issue

TTY January 21, 2003
Thé custétner made. sevenal complamts including the speed of CAs' typing (2) a technical

. problem with hlswlong dIitance'eatner and garblmg

Gategony Other*(l\/hsc)
Escalatlon R%‘éenved by.lthe,A@eoumtJManager and handled by the National Custop:ler

Care Cent‘er a ‘
AT&T PROE:RQIE;TARY - USE PURSUANT TO COMPANY INSTRUCTIONS
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‘ Resolution: Apologized for the inconvenience.

Contact Closed: " \
FCC: Typing Issue

February 2003

TTY February 6,2003

The customer had several complaints including his call being incorrectly routed to an 800
number, garbling, equipment problems, and CAs typing (1).

Category: Other (Misc)

Escalation: Received by the Relay Customer Service Line and handled by the National
Customer Care Center.

Resolution: Pending.

Contact Closed:

'FCC: Typing Issue

TTY February 11,2003

The customer had several complaints including garbled messages, CAs hangingup on

her, and CAs typing too slow.

Category: Other (Misc)

Escalation: Received by the Pennsylvania Relay Center and handled by the same.

Resolution: Apologized for the inconvenience, and assured the customer her concerns
.' had been documented and forwarded.

Contact Closed: February 28, 2003

FCC: Typing Issue

TTY February 16,2003
The customer complalned  he/she had to wait a long time to reach a CA. She was trying to
place anwemengenfcy call to 911.

C Category Ansiwer/W: altél‘lme

@ Esealatlon Received byfﬁhe Nat1onal;l§elay Ceiiter, 4PA and haridled by the same.

v Res‘oluﬁon Apolo gizéd Yor the | inconvenience, and explamed that due to weather |

-LL

condltlons e

: e’expeﬁencmg heavy call volumes.

,,,,,,

3 FCC Answer"ferformance
March 2003

TTY - Maich3,2008

Fhe cust@ervhad severa]}complamtsmncludmg transmlssmn problems of text to the CA,
‘CA(2) typing errorg, and' CAsi agnonng this turbo mte,tr,qpts

Gafegory Other. (@”A/O/PR)

jf S T ‘ " ﬂEsczilat PRée”élMed by‘ﬁtheLRelay Customer Serv1ce Line and handled by the National
S 2 @ustomer Careﬂ.Gentser AR | | |
‘ i fReSolutlon. Bendmg g . L ‘ ;
‘AT«?&E[‘iPROPBIETAR*Y "WSE-PURSUANT TO COMPANY INSTRUCTIONS
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Contact Closed:
FCC: Typing Issue

TTY March 31, 2003

The caller complained of being unable to reach the relay service all morning,.

Category: Other (Equip)

Escalation: Received by the Relay Customer Service Line and handled by the National
Customer Care Center. |
Resolution: Apologized to the customer for the inconvenience, and 1nformed her a
technical problem had been resolved.

Contact Closed: April 2, 2003

FCC: Answer Performance

April 2003

TTY April 23, 2003

The customer filed several complaints with the NJ BPU including his text not being
properly transmitted to the CA, and slow CA (1) typing speeds.

Category: Other (Misc) |

Escalation: Received by the Account Manager and handled by the National Customer
Care Center.

Resolution: Pending.

Contact Closed:

FCC: Typing Issue

May 2003

TTY May 16,2003

The ¢ustomer complalnedhshe had to wait a long time to reach a CA. Once she reached a
CA, the CA put her on held-for another minute.

Categorg: Other (CA/OBR)

Escalation: Receivéd by?the National : Relay Center, PA and handled by the same.
Resolutign: Apologlzed for the inceiivenience, and assuréd the customer the CA's
manager would‘*’follew up, aceondingly. ;
Contact Closed " May 3L 2003

FCC: Answer Performance

TTY May 20, 2008

* The calles complained: f.haf tﬁe CAs typing was difficult to understand.

Category:. Typlng*Sklll/

Escalatidn: Reeelved bylt e Georgla Relay Center and handled by the same.
Resolution: Apologlzed for~theineohvemence and assured the customer the CA'
manager would; ;:@ﬂew up aeo@rdmgly

Contact:Closed: May2® 2.003

FCC: Typing Tsstie o

, AT&TPROPfI‘]E’FAR&Y - USE PURSUANT TO COI\_APANY’-NSTRUCTIONS ;
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June 2002

TTY June 20,2002 !
The customer complained the CA did not relay her conversation accurately.
Category: Other (CA/OPR) ‘ i
Escalation: Received by the National Relay Center, RI and handled by the same. |
Resolution: Apologized for the inconvenience, and assured the customer the CA's:
manager would follow up accordingly. =
Contact Closed: June 20, 2002
FCC: Verbatim

July 2002 !

TTY July 16, 2002 . |
The customer complained the CA typed too slow. :
Category: Typing Skill/Speed :
Escalation: Received by the National Relay Center, PA and handled by the same. '
Resolution: Apologized for the inconvenience. i
Contact Closed: July 16, 2002

FCC: Typing Issue

August 2002

Voice August 3, 2002
The customer asked why she had problems reaching relay when dialing 711.

Category: Answer/Wait Time
Escalation: Received by the National Relay Center, PA and handled by the Natronal

Customer Care Center.

Resolution: Apologized for the inconvenience, and informed the customer the problem

has been gprrected.

‘Contact @losed -August 4, 2002
. FCC: Andwer Pexformance

TTY August 3, 2002

“The customer complained he did not get a response from the relay service when dlahng

711.
Category Answer/W ait Trme

Resolutlon Apolog1zed to the customer and-assured him the problem would be.
reported

. Contdet Closed: August 8, 2002

FCC Answer Performance

| Vonce A,‘ugust 25,2002
_ The?custofner oomplamed CAs were havmg personal conversations with her boyfriend.

AT&T ,PROPR,IETARY - USE PURSUANT TO COMPANY INSTRUCTIONS




Category: Other (CA/OPR)

Esealation: Received by the Pennsylvasid Relay Center and handled by the same.
Resolution: Explained to the customer CAs are not permitted to provide any personal
information, and the issue would be investigated. ‘
Contact Closed: September 6, 2002 '
FCC: Transparency

TTY August 27,2002

The customer complained the CA was slow to respond
Category: Other (CA/OPR) :
Escalation: Received by the Maryland Relay Center and handled by the Natlonal
Customer Care Center.

Resolution: Apologized for the inconvenience, and assured the customer the CA'
manager would follow up accordingly. '
Contact Closed: August 27, 2002 |
FCC: Answer Performance : ' ;

TTY August 28, 2002 .
The customer complained about the CA's typing.
" Category: Typing Skill/Speed ?

Escalation: Received by the National Relay Center, PA and handled by the same.
‘ Resolution: Apologized to the customer and advised her complaint would be '

documented.

Contact Closed: August 28, 2002

FCC: Typing Issue

September 2002

" prY Septen'iber 19, 2002
The 4Qustomer eom amediabout the CA's typing. .

"t

e I Gaf egorys Typmg Skill/Speed
# - Escalatlo ReceiVed byithe Relay Customer Service'Line and handled by the National
L Cust@men,CaI;eACenter ‘
FOE T }iReéoluﬁlom Apologized {Qr the incofivenience, and assured the customer the CA's
s - fnanager would foﬁowi P aocordmgLy
l : : @ontact‘ Closedig\September 13,2002
N - BCC: Typing Issue
o, ’ TTY September 18, 2002
»! . ; " 'Thé customer gomplained the CA's typing was slow.
b _ Category: Tybing Sklll/Speed
_ - Escalation: Received by the Natlonal Relay Center, PA and handled by the National
i Cust;xg &k Care:Certer: .. =
ENINY JResolutl qﬂxAp@ 287 ’fiigr the mc»‘»o%vemence and assured the customer the CA's
W‘ gmanager woﬁL’d‘ }@Ilowrug aco@ffdmgly
Qﬁ} : i AT&TEROBRIETARY USﬁ?URSUANI*TO COMPANY INSTRUCTIONS
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Contact Closed: September 20, 2002 ,
FCC: Typing Issue : ;

TTY September 24, 2002
The customer complamed the CA did not leave a message on an answering machme as
requested. '
Category: Attitude and Manner

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized to the customer for the inconvenient. Assured her the complamt
would be reported.

Contact Closed: September 24, 2002
FCC: Verbatim

TTY September 30, 2002 ’
The customer complained the CA had not relayed the call verbatim. |
Category: Other (CA/OPR)

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer her 1nformation
would be documented.

Contact Closed: September 30, 2002

FCC: Verbatim

October 2002

TTY October 1,2002 :
The customer complained of long hold times when dialing into 711, and CAs not |
following instructions. :
~Category Other (Misc)

;Escalatlon Recelved bythe-National Relay Center, PA and handled by the same.
Resolution: A fpologized for the inconvesiénce, and assured the customer the CA'
. ‘mamager ould follovv up accordingly.

Contact Closed: Octobet 31, 2002 : \
FCC: Answer Performance

TTY Ogtober 5,2002

The customer camplamed about the CA's typing skills.

Category: Typing Skill/Speed’

Escalation; Received by.the National Relay Center, PA and handled by the same.
Resolutlon Apologized for the inconvenience, and assured the customer the CA'
manager” *Would follow up accordingly.

‘Contact’ Closed October 6, 2002

FCC: Typing Issue

. November2002

" AT&T PROPRIETARY - USE. PURSUANT TO COMPANY INSTRUCTIONS
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TTY November 1,2002 '

The customer complained that the CA's typing had fiany mistakes.

Category: Typing Skill/Speed ,
Escalation: Received by the National Relay Center, RI and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's.
manager would follow up accordmgly '
Contact Closed: November 2, 2002

FCC: Typing Issue

December 2002

TTY December 3, 2002

The customer complained he/she had to wait a long time to reach a CA.

Category: Answer/Wait Time ‘
Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized to the customer for the inconvenience.

Contact Closed: December 3, 2002

FCC: Answer Performance

TTY December 7,2002 , :
The customer complamed he/she had to wait a long time to reach a CA.
Category: Answer/Wait Time

" Escalation: Received by the National Customer Care Center and handled by the same.

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accozdingly.
‘Contact Closed: December 8, 2002°
FCC: Answer Performance

Ty December 12, 2002

The- eust@mer complamed that one CA did not follow his-instructions, and another did not
relay the name on-a recording correctly.

re

: Cafegorye Other (CA/OPR)

Breiilatio n ‘Received bysthe National Relay Center, PA and handled by the same.

i Reé‘olut o Apologized for the inconvenience, and assured the customer the CAs
o manager’s would.follow tip ‘accerdingly. ~ -
- iGontact Closed: DecemberBl 2002

FCC: Vérbatin

Voice December 17 2002

The custemer complamed that the CA was.extrémély rude, and typed extremely slowly.
Category~ Attitude and Manner

Escalation: Received by.the National Relay Ceriter, PA and handled by the National
Customer ‘Care Center.

. Resolition: Apoioglzed%forwbhe mconyemence and assured the customer his complaint

Would be)reported
. .
AT&T;PRORR@TARY - USE PURSUANT TO COMPANY INSTRUCTIONS




Contact Closed: December 18, 2002

FCC: Typing Issue

January 2003

TTY January 2, 2003 ' |
The customer complained he/she had to wait a long time to reach a CA. =
Category: Answer/Wait Time ~
Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized to the customer, and explained a technical problem may have
caused the delay.

Contact Closed: January 2, 2003

FCC: Answer Performance

TTY January 8,2003 '
The customer complained that male CAs are rude, disconnect during calls, and do not

' type her voice mail messages verbatim.

Category: Attitude and Manner

Escalation: Received by the Washington, D.C. Relay Center and handled by the Nat1onal
Customer Care Center.

Resolution: Apologized to the customer, and assured her the complaint would be -

documented and reviewed. |
Contact Closed: January 13, 2003 =

FCC: Verbatim \ .

TTY January 18,2003

The custemer complained the CA was slow to respond.

Category Angwier/Wait Time

Escalatmrﬂ Reoekvediby the- Pennsylvama Relay Center and handled by the same.
Resolutlon. Apologized forthesinconvenience, and assured the customer the complamt

~-‘Wou1 beu;epoﬁted

Cont_act @losed: January 18 2003
ECC Answer Performance

TTY Ja anuary 22, 2003

The custoéner complainedithat he/shehad to wait for an available CA.
Category:"Answet/Wait Time

Escalation: Received by the Pemnsylvama Relay Center and handled by the same.
Resolutlon Apologized for incenvenience , and assured customer a report would be
filed.

Congact Closed: January 22, 2003

FCC: Answer Petformance

Eehl"«uag 2003
e
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Voice February 15,2003 !
The customer complained the CA was rude and had not relayed the call verbatim.
Category: Attitude and Manner ' ;
Escalation: Received by the Pennsylvania Relay Center and handled by the same. |
Resolution: Apologized for the inconvenience, and assured the customer the CA's:
manager would follow up accordingly.
Contact Closed: February 15, 2003
FCC: Verbatim

March 2003 !

VYoice March 31, 2003

The PA Public Utilities Commission notified the Pennsylvania Relay Service that
customers were unable to get through to relay.

Category: Other (Equip) 1
Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Informed the customer that we were determining the problem and correcting
it as soon as possible.

Contact Closed: March 31, 2003

FCC: Answer Performance

Voice March 31, 2003

The customer complamed he has been unable to reach relay

Category: Other (Equip)

Escalation: Received by the Relay Customer Service Line and handled by the Natlona.l
Customer Care Center. ,
Resolution: Apologized to the customer for the inconvenience, and informed the -
customer:: Jahat our technicians were working to resolve the problem.

Contact Closed March 31, 2003

-FCC: Angwer Performanee

TTY :March 31,2003 '

Theiwcustomer gomplainedsrof trouble connecting to the relay service.

Catggory: Other (Equip)

Escalatlon' Regceived by the Relay Customer Service Line and handled by the National
Gustomer Care Center.

Resolution: Apol@glzed to the eustomer for the inconvenience, and mentioned that the

- problem oausmg the 1ssue has been resolved.
~Contact’ Glosed: April 2, 2003

FCC Answer Performance

Voice March 31, 2003
The custotner- comlplamed ‘of trouble connecting to the relay service.
Category%"

e

Escalat;lop‘

L2 ; 4 g“:\ P
-Rece].ved by’ the Relay Citstomer Service Line and handled by the National
AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
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Customer Care Center.

Resolution: Apologlzed to the customer for the inconvenience, and mentioned that the
problem causing the issue has been resolved. :
Contact Closed: April 2, 2003 , !
FCC: Answer Performance |

TTY March 31,2003 -

The customer reported trouble connecting to relay using 711,
Category: Other (Equip) ‘
Escalation: Received by the Relay Customer Service Line and handled by the Nat10nal
Customer Care Center.

Resolution: Apologlzed to the customer for the inconvenience. Informed him that a
technical issue causing the problem has been resolved. !
Contact Closed: April 3, 2003
FCC: Answer Performance

|
April 2003
TTY April 30, 2003
The customer complained that the CA was too slow typing back a recorded message to
him. ;
Category: Typing Skill/Speed

!

- Escalation: Received by the Georgia Relay Center and handled by the same.

Resolution: Apologized for the inconvenience, and assured the customer the CA's |
manager would follow up accordingly. !
Contact Closed: April 30, 2003 |
FCC: Typing Issue \

TTY April 30,2003 |
The customer was upset ﬁhat the CA made so many typing errors during his call.

‘ Category Typing Sklll/Speed

Escalatlon° Rébeived by the Georgia Relay Center and handled by the same.
Resolutlon Apologized for theinconvenience, and assured the customer the CA's -

fpanager ould follew up accordingly. 4

Conj:act Closed: Aptil 30, 2003

. Fee: Typing Issue

-May 2003
: “]E’I‘Y May 14, 2003

The ’caller-%flad seyeral ‘CA.complaints including not processing his calls quickly, not

: followmg instriictions, dlsconnectlng, and not relaying verbatim,
= rCat'egoryﬂ Oitier (Mlsc)

Tagiofy:. Réveived by the.National Relay Center, RI and handled by the same.

*,.Resoliﬁi:lom Ap@loglzed for the ingconvenience, and assured the customer his complaints

AT&T PROPRIETARY USE PURSUANT TO COMPANY INSTRUCTIONS
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would be reported.

Contact Closed: May 31, 2003
FCC: Verbatim

TTY May 15,2003
The caller complained that the CA did not follow instructions and typed too slow.
Category: Other (CA/OPR) i
Escalation: Received by the Georgia Relay Center and handled by the same. :
Resolution: Apologized for the inconvenience, and offered to place his call again. |
Contact Closed: May 15, 2003

FCC: Typing Issue
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