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June 2002

TTY June 18,2002

The customer complained when dialing into relay, she received a recording that all
circuits are busy.

Category: Answer/Wait Time

Escalation: Received by the Virginia Relay Center and handled by the Natlonal
Customer Care Center.

Resolution: Apologized to the customer, and explained call volumes were higher durmg
that time.

Contact Closed: June 28, 2002

FCC: Answer Performance

July 2002

TTY July 22, 2002

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

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

Resolution: Apologized, and let the customer know his/her complaint would be reported.

Contact Closed: July 24, 2002
FCC: Answer Performance

August 2002

TTY August 3, 2002

The customer complained he/she had to wait a long time to reach a CA.
Category: Answer/Wait T1me
Escalation: Reee'Ved byt N’{nglma, }}{elay Center; and handled by the same.
Resolution: Apol gtzed @fﬁh custemer*for the indonvenience.

Contact Closed: Augusﬁg, 0o

FCC: Asiswer Perf@rmm%ce

TTY August5, 2002

The customer-com fl%lamed the GA's typing was toq fast, and the CA did not Wa1t for him
'to-respond to ,hls answelggngl.ﬁmaehme

Category: Typing Skill/Speed,. -
Escalatign: Recenved b3 heFV{L;ﬁglma Relay Center and handled by the National
Ousﬁomer Cats ’@e et

Resolution: Apo wélzed%gﬁhe oﬁstemtér, and set up a Relay Choice Profile for Baudot to

sinissfeii.speed. -
C‘ontact*Closedw Augus 4 6, 209
EGC 'F\yﬁ,mg;ﬁl‘su




I uCategon"yr Attt @e ANd M4

The customer complained she dialed 711 three times and received no answet from the
relay service. ,

Category: Answer/Wait Time

Escalation: Received by the Virginia Relay Center and handled by the same.
Resolution: Documented for reporting purposes.

Contact Closed: August 5, 2002

FCC: Answer Perforrnance

September 2002

TTY September 23, 2002

The customer complained he/she heard the CA talking to others about a relay
conversation.

Category: Attitude and Manner

_ Escalation: Received by the Relay Customer Service Line and handled by the Natjonal

" Customer Care Center.

Resolution: Documented the 1nformatfon and reported it to the CA's manager for review.
Contdct Closed: Septeriber 24, 2002

FCC: Confidentiality

October 2002

TTY October 21, 2002
The customer complamed he/she had to Wart a long time to reach a CA.

Category: Answer/Wait :l;‘rme ,
Escalation: Received by{the=Re1ay Customer Servrce Line and handled by the National

‘ Cuistomer-Cafe Ceger.
Z the meonvemence

@edolutmn’ Apelégrzedifo"
- Contact, @losed’& @ctebgiz" 2002 -
' aFCC AnswelﬁB rfermanee 7

waﬂ_% L
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Vonce Noven"ib,g“ﬁfs l2002
The custemere?ée‘ﬁi%% »

ved a" Gelay Cehter and handled by the same.
\of umente d f@r ortmg p%lrposes
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TEscalation: Received by the V'n‘g'mia Re\ay Center and handled hV the game.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: November 25, 2002

FCC: Verbatim

December 2002
Voice December 31, 2002

The customer complained the CA was rude, and could not type fast enough.
Category: Other (CA/OPR)

. Escalation: Received by the Virginia Relay Center and handled by the National

Customer Care Center.

Resolution: Apologized to the customer and explained briefly how relay works. The
customer is choosing to use video relay as an alternative.

Contact Closed: January 1, 2003

FCC: Typing Issue

January 2003 — Nothing to report

February 2003

TTY February 21, 2003

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

Category: Attitude and Manner

Escalation: Received by the Virginia Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would-follow up. aecordmgl,y

Contact Closed AFebruary 21,2003

FCC: Ve{:batlm g -

March. 2003 Nothing to rep@)rt

‘J

Avril 2003 o

ITY April QMZOOS .

The - customerwc@mglmned e/ she had te wait a long time to reach a CA.

Category Amsw’er/W ait WFifne

Escalatlon Received: by%the\ Virglma) Relay Center and handled;by the same.

Resolirti ion: Ap@loglzedﬁ’f@r*the mc@nvenience and. it e('ilately processed the customer's
call. .

Contact Closed: Apnl 3 12003

* 1EdC AnsweggPerzE@rm wee

:“ ’
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May 2003 — Nothing to report
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\ Virgin Islands







June 2002 - Nothing to tepott
July 2002 — Nothing to report
August 2002 — Nothing to report
September 2002 — Nothing to report
October 2002 — Notiling to repoft
November 2002 — Nothing to report
December 2002 — Nothing to report
January 2003 — Nothing to report
February 2003 — Nothing to report
March 2003 — Nothing to report

: April 2003 — Nothing to report

May 2003 — Nothing to report

e v AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
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June 2002

TTY June 5, 2002

The customer complained the CA was not transparent during her relay conversation.
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 comments
would be forwarded to Customer Care.

Contact Closed: June 5, 2002

FCC: Transparency.

TTY June§5, 2002

The customer complained the CA did not type well.

Category: Typing Skill/Speed

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

Resolution: Forwarded the customer's concerns to the CA's manager.

Contact Closed: June 5, 2002

FCC: Typing Issue
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\ Wash., D.C.






June 2002 - Nothing to report

Julg" 2002

TTY July 7, 2002

The customer complained the CA had bung up on him/her, and did not type background
noises during his/her conversat1on

Category: Other (CA/ORR)

Escalation: Received:by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and explamed equipment problems may
have caused the disconnection. ‘ :
Contact Closed: July 7,2002 - , :
FCC: Verbatim :

August 2002

Voice August 28, 2002 ‘

The customer complamed the CA was. chewmg in her ear and was not transparent during
her relay call. ;
Category: Attitude and Manner ,
Escalation: Received by the National Relay Center, RI and handled by the same.
Resolution: Apologized to the.customer, and thanked her for taking the time to report the

. problem.
Contact Closed: August 28, 2002
FCC: Transparency

September 2002 — Nething toreport

OctobefffZOO@ ,Ne‘%hingj&@?repert

LR

'

. NoVemb’e‘r 2.09,2

W

:v‘:‘"‘_» a&kﬁiaebreiayed the eall verbatim.

a ﬁ'L ndal -
iEse latuﬁly«fﬂ&(“c“é%eéil :-- ",,': a_ma Relay', Center and handled by the same.
g‘ lu 1013 Ap@leglzedﬁ! he@gusteﬁneﬁfer t‘he‘lnconvemence
Goniact;@loS’ed*' Nosiem! qrzz 2002 |
FCC: Veibatim  *

Z[!)ecember 2002 — N@th]ﬁgfto neport

Jarua m‘.g;2003 = Nefhmg"’teregert 1_, ST y
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e
. March 2003 — Nothing to report
April 2003 — Nothing to report
May 2003 — Nothing to report
1'\,' '
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\ West Virginia







June 2002 — Nothing to report

July 2002 — Nothing to report

August 2002 — Nothing to repor'tv

September 2002 — Nothing to report

October 2002 — Nothing to report

November 2002

TTY November'18, 2002

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

Category: Answer/Wait Time

Escalation: Received by the Relay Customer Service Line and handled by the Account
Manager.

Resolution: Explained that 711 works for several different call types, and recommended
that the customer set up an RCP for easier call identification.

Contact Closed: November 21, 2002

FCC: Answer Performance

December 2002 — Nothing to report

January 2003 — Nothing to report

February 2003 — Nothing to report

Marcb,.@b;ﬂ&— Nothing te report

April 2003 — Nothing to report -

My 2008 — Nothing to report.
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. . June 2002 — Nothing to report

July 2002 — Nothing to report

August 2002 — Nothing to report

September 2002

TTY September 6, 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 the CA's
manager would follow up accordingly.

Contact Closed: September 11, 2002

FCC: Verbatim

TTY September 27,2002
The customer complained that the CA did not relay how the forward line was answered
during his call.
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 we would
attempt to follow up accordingly. ‘
Contact Closed: September 30, 2002

- FCC: Verbatim

- @ehiberp002, Nothingtdieport -
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v . TTY wN{ovember 14, 2002

o - The; custemer%omglmnea abouit the CA}Srﬁypmg

P @age”g"o‘r@. Tyhing SBil/Speed - < -

A . @Escalaﬁl‘oxl: ‘Rece bys ﬁhe’Natmn” '-

: Resglutgm 7ed [orﬂth;e ﬂncen emence and assured the customer the CA's

*ﬁmanageng‘}\‘?voq d f@ll@'v;l ‘up agoord lifigly.
act Closed November 14 2002 *
*41?1 Tw mgbISsue :

TEY: govember 30, 2002
N The%eq“ Stomere gﬁmed that the CA dld“not type a.recorded message to.him.
Eatedore: A 1T‘!“fiﬂe and Mignek T

Ca atEzony: AMiue :
" *ﬁﬂseﬁatloqn sR'?ecel ’dbyhfhe N?amonal'Relay Center RI and handled by the same. '
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Resolution: Apologized for the inconvenience, and assuted the custornet the CA'S

manager would follow up accordingly.
Contact Closed: November 30, 2002
FCC: Verbatim
December 2002

TTY December 2, 2002

" The customer complained the CA did not keep him informed of who answered the phone.

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 CA's
manager would follow up accordingly.

Contact Closed: December 2, 2002

FCC: Verbatim :
TTY December 21, 2002 : '
The customer complamed that the CA did not remain transparent during his relay call
and did not relay accurately. .
Category: Attitude and Manner

‘Escalation: Recelved 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 30, 2002
FCC: Transparency

Jamlag ‘2003

o TTY January 18, 2003
' “iThe:gustomer eomplameéﬁhe/ she had to wait a long time to reach a CA vhen using i
L Ie1ay
- Category Answer/Wait Time
_ "’Esea'laﬁon Rieiceivied byjthe :NationalRelay Center, PA and handled by the same.
4Re$olutgon° éjpol@glzed forihe‘inconvemence and explained they connected during a

Igeayy callmg penod

Contact«Closed* Ja.nuarjrl <18, 2003

FCC AnsweI:’Berformanoe

“?&Nratlonal Relay Center, PA and handled by the same.

L A fT!PROBBmTARY-USE PURSUANT TO COMPANY INSTRUCTIONS
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Resolution: Apologized for the inconvenience, and assured the costoter the CAS
manager would follow up accotdingly.

Contact Closed: February 12, 2003

FCC: Transparency

TTY February 20, 2003

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

Category: Answer/Wait Time

Escalation: Received by the Pennsylvama Relay Center and handled by the same.
Resolution: Apologized for the inconvenience. \
Contact Closed: February 20, 2003

FCC: Answer Performance

TTY February 27,2003 f

The customer complamed the CA was rude and interjected her own opinion dunng the
conversation.

Category: Attitude and Manner

Escalation: Received by the Rélay 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: March 3, 2003

FCC: Transparency

March 2003

TTY March 20,2003

The customer. complamed the CA did not provide his/her ID number, and had not relayed
the call vérbatim,

@ategory Othier (CA/ OPR)

Esealatlon Reeeived by the Nationgl: aRela,y,“Center PA and handled by the same.
iReéolutlon A"@l@g‘fmd i?o ’the@gustomer for the inconvenience. ,
Oontact Closé ¢ March 20 2003

FCC Verbatum '

TTY arch % 2003

‘The; .eusf\z?p £om! p{iam,ed thie. @A had not relayed the call verbatim.
Oategory. Attltud’e}.» nd 1y annef :
= ,scalat n Re@ ved by' h%ﬁPemn@y ani‘apRelay Center and handled by the same.
felgg_), izeddfor: the -ncofyenitnee, ahd asSured the customer the CA's
i o}) jH’;"w U] @ceogdmgly
SVt hm 2008 -

,.»5,'_2
/

. A?&TJPRORR]ETARY USE P@RSUANT TO COMPANY INSTRUCTIONS
i“ moN@oNFcoosoz’x"’ésos \ .




April 2003

TTY April 6,2003

The caller complained that the CA typed too slowly.

Category: Typing Skill/Speed

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: April 6, 2003

FCC: Typing Issue

TTY April 19, 2003

The caller complained that the CA was slow in responding.

Category: Typing Skill/Speed

Escalation: Received by the Relay Webs1te and handled by the National Customer Care
Center.

Resolution: Documented for reporting purposes.
Contact Closed: April 21, 2003

FCC: Answer Performance

TTY April 22,2003 ’

The caller complained that the CA took a long time to dial his/her call. '
. Category: Other (CA/OPR)

Escalation; Received by the Maryland Relay Center and handled by the same.

Resolution: Apologized to the customer for the CA's behavior. :

Contact Closed: April 23, 2003

FCC: Answer Performance

. Voice Aprik23, 2003

The ealler complamed that some operators relay her daughter's call as if she were |
retanded, .and others do not type as smooth as they should.
Category: Attitude and Manner
Escalatlon ‘Received by.the Maryland Relay Center and handled by the same.

‘ Resolutlon Apologized: io the customer for the inconvenience.
Contact Closed: April 23, 2003

. FOG: Typing Issue

TTY April 23, 2003

The callef*‘ was upset because the CA. did not type the recorded message.

Category Other (CA/OPR)

Escalation: Recejved by the National Relay Center, PA and handled by the same.
Resolutlon Apbologized for the inconvénience, and advised the complaint would be
) ’ forwa.rded to the CA'S manager.

W 7ContactiClosed April 23, 2003

‘5’;&‘“ ¢ FCC: Vebatim

P : AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
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ACT STATES :;[:AYSERVICE |
; ﬁmmwa

TTY April 25, 2003
The caller was upset that after being transferred the new CA did not remain transparent
during the call.

" Category: Other (CA/OPR)
Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apolagized for the CA's behavior. Advised the customer the complaint
would be forwarded to the CA's manager.
Contact Closed: April 25, 2003
FCC: Transparency :

May 2003

TTY May 7,2003

The customer complained of being unable to reach Spanish Relay after several call
attempts.

Category: Answer/Wait Time

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Called both numbers for Spamsh Relay and they appeared to be working,
Recommended that the customer call it again. :
Contact Closed: May 7, 2003

FCC: Answer Performance

‘ TTY May 12, 2003

The caller complained about the CA's typing.

Category: Typing Skill/Speed

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

2 gesolutlon' Apoleglzed for theg inconvénience, and assured the customer the CA's

FRAR ’ "managerhweuldifeﬂm%m@«aeeondlngly :
O e ;C.pntaqct ﬂlosedr&May 12 2003 '
e -“ElCCl T%lng Issue -

' TW May-27, 2003

:[{he ;;éalleg nemplamed that the CA's typmg was terrible.

Bk "Hb; Attrtude* dManner g

Recelyed byithe Nat1ona1 Relay Center PA and ha.ndled by the same.
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DOCUMENT OFF-LINE

This page has been substituted for one of the following:
o This document is confidential (NOT FOR PUBLIC INSPECTION)

o An oversize page or document (such as a map) which was too large to be
scanned into the ECFS system.

o Microfilm, microform, certain photographs or videotape.

e Other materials which, for one reason or another, could not be scanned
into the ECFS system.

The actual document, page(s) or materials may be reviewed (EXCLUDING
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician at the FCC
Reference Information Centers) at 445 12" Street, SW, Washington, DC, Room CY-A257.
Pléase note the applicable docket or rulemaking number, document type and-any other
relevant information about the document in order to ensure speedy retrieval by the
Information Technician
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