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L 'I St. Paul, Minnesota 55101-2198

June 21, 2004

Attn: Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Street SW, Room TW-B204
Washington, D.C. 20554

Re: The State of Minnesota’s Telecommunications Relay Services Annual Consumer
Complaint Log Summary (CC Docket No. 9%-67)

Dear Ms. Dortch,

As required by the Federal Communications Commission Improved TRS Order (Docket
No. 98-67), and pursuant to section 64.604(c)(1)(ii) of the Commission’s rules, 47 C.F.R.
§ 64.604(c), the Minnesota Department of Commerce-Telecommunications Access
Minnesota respectfully submits Minnesota’s Telecommunications Relay Services (TRS)
annual consumer complaint log summary for the 12-month period commencing on June
1, 2003, and ending on May 31, 2004.

The attached report includes all complaints received by the TRS administrator, Minnesota
Relay center supervisors, Consumer Relations Office and Sprint Communications
Company customer service that allege a violation of the federal TRS mandatory
minimum standards.

Approximately 1,207,000 TRS calls were processed for Minnesota Relay users during the
period of June 1, 2003 through May 31, 2004. A total of 135 complaints (0.0001%) were
filed and timely resolved during this reporting period; none of the 135 complaints were
escalated for action to the state of Minnesota or the Federal Communications
Commission. Minnesota Relay also received 254 service/CA commendations during this
reporting period.

During the period of June 1, 2003 through May 31, 2004, approximately 43,600 CapTel
calls were processed for Minnesota Relay users. Three complaints (0.00006%) were filed
and timely resolved during this reporting period; none of the complaints were escalated
for action to the state of Minnesota or the Federal Communications Commission.

Na. of Gipine rec’d (27 ,Zf__
List ABLDE
Market Assurance: 1.800.657.3602 Licensing: 1.800.657.3978

Energy Information: 1.800.657.3710 Unclaimed Property: 1.800.925.5668
www.commerce.state.mn.us An Equal Opportunity Employer



Included in this mailing please find one original and four copies of our consumer
complaint log summary. Also enclosed is an electronic disk copy (3.5-inch diskette) of
our summary. In addition, an electronic copy has been e-mailed to Erica Myers.

If1 can be of further assistance, please feel free to contact me.

Sincerely,

@m@ﬁw

Rochelle Renee Garrow, TAM Interim Administrator
Minnesota Department of Commerce

85 7™ Place East, Suite 600

St. Paul, MN 55101-3165

(651) 297-8941

rochelle.garrow(@state.mn.us

cc: Glenn Wilson, DOC Commissioner
Dr. Burl Haar, Executive Director, MPUC
Lillian Brion, MPUC
Erica Myers, FCC Consumer & Governmental Affairs Bureau
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=2=Sprint

Minnesota Relay
June 1, 2003 - May 31, 2004

Jun Jul Nay

Aug Sep

Dec

Jan

Feb

Mar

Apr

My

H T

#30 {Rates 0 0 0 0 0 0 0 0 1 0 0 0
#31 {OSD 7 0 0 0 0 0 0 0 0 0 0 0 0
#32 |No 900 Number 0 0 0 0 0 0 0 0 0 0 0 0
#33 [Carrier of Choice 1 0 0 1 0 0 0 0 0 0 0 0
#34 |Network Recording 0 0 0 0 0 0 0 0 0 0 0 0
#35 |Other 1 1 0 1 0 0 0 0 2 2 0 0
e - e ‘1 3 0 0 1 g i w’% '

Page 2




Minnesota
June-03

#00 Answer Wait Time

#01 Dial Out Time

#02 Didn't Follow Database Inst.
#03 Didn't Follow Cust, Instruct.
#04 Didn't Keep Cust, Informed
#05 Agent Disconnected Caller
#06 Poor Spelling

#07 Typing Speed/Accuracy
#08 Poor Voice Tone

#09 Everything Relayed

#10 HCO Procedures Not Followed

#11 VCO Procedures Not Followed
#12 Two-Line VCO Procedures Not Fo
#13 Background Noise Not Typed

#14 Feelings Not Described

#15 Recording Feature Not Used

#16 Noise in Center

#17 Agent Was Rude

#18 Problem Answer Machine

#19 Spanish Service
#20 Speech to Speech
#21 Other Service Type:

#22 Lost Brandin

#23 Charged for Local Call
#24 Trouble Linking Up
#25 Line Disconnected

#26 Garbled Message

#27 Database Not Available
#28 Spit Screen

#29 Other Technical Type

—lo|ojo|—[clelelo|c|e|age|cloje|o|=|clcle|e])

#30 Rates
#31 TTY Operator Service
#32 900 Number Access
#33 Carrier of Choice

#34 Network Recording
#35 Other Miscellaneous T

0
0
6
0
3
0
0
1

o Bl Ll =0 {3 L]




S ___OTHER CALLS
#36 Branding/Database entry

#37 Request Directory Assistance
#38 Test Calls 11
#39 Instructions/General 63

#40 Send Information 2
#41 Billing Question

3
#42 Purchase TTY 12
#43 Referred to LEC 7
#44 Wanted Sprint Cust Svc 2

owq:)‘wwa:qmr'_';

#S Oter

#46 Reriuest Relay Number




Minnesota

S

#00 Answer Wait Time
#01 Dial OQut Time
#02 Didn't Follow Database Inst.
#03 Didn't Follow Cust. Instruct.
#04 Didn't Keep Cust. Informed
#05 Agent Disconnected Caller
#06 Poor Spelling
#07 Typing Speed/Accuracy
#08 Poor Voice Tone
#09 Everything Relayed
#10 HCO Procedures Not Followed
#11 VCO Procedures Not Followed
#12 Two-Line VCO Procedures Not Fo
#13 Background Noise Not Typed
#14 Feelings Not Described
#15 Recording Feature Not Used
#16 Noise in Center
#17 Agent Was Rude
#18 Problem Answer Machine
#19 Spanish Service
#20 Speech to Speech
#21 Other Service Type:

T

[#22 Lost Branding
#23 Charged for Local Call
#24 Trouble Linking Up
#25 Line Disconnected

#26 Garbled Message

#27 Database Not Available
#28 Spit Screen

#29 Other Technical Type:

#30 Rates
#31 TTY Operator Service
#32 900 Number Access
#33 Carrier of Choice
#34 Network Recording
#35 Other Miscellaneous T
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#36 Branding/Database entry N 5 5
#37 Request Directory Assistance 2 2
#38 Test Calls 8 8
#39 Instructions/General 61 61
#40 Send Information 3 3
#41 Billing Question 2 2
#42 Purchase TTY 13 13
#43 Referred to LEC 7 7
#44 Wanted Sprint Cust Svc 1 1
#45 Other 0 0

_ NON-STATE REPORTE
#46 Request Relay Number




Minnesota
_ August-03

#00 Answer Wait Time
#01 Dial Out Time
#02 Didn't Follow Database Inst.

#03 Didn't Follow Cust. Instruct.

#04 Didn't Keep Cust. Informed

#05 Agent Disconnected Caller

#06 Poor Spelling

#07 Typing Speed/Accuracy

#08 Poor Voice Tone

#09 Everything Relayed

#10 HCO Procedures Not Followed

#11 VCO Procedures Not Followed

#12 Two-Line VCO Procedures Not Fo
#13 Background Noise Not Typed

#14 Feelings Not Described

#15 Recording Feature Not Used

#16 Noise in Center

#17 Agent Was Rude

#18 Problem Answer Machine

#19 Spanish Service
#20 Speech to Speech
#21 Other Service Type:

#22 Lost Branding
#23 Charged for Local Call
#24 Trouble Linking Up
#25 Line Disconnected

#26 Garbled Message

#27 Database Not Available
#28 Spit Screen

#29 Other Technical T

—|O|CIO|—IQ|Q|ClOoIC|Io|Io|Io|@]=]—|Co|N|—|Io|O|o}

el 54 E=2 5= k=4 Ll =2 =2 &5

#30 Rates
#31 TTY Operator Service
#32 900 Number Access
#33 Carrier of Choice

#34 Network Recording
#35 Other Miscellaneous T
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[#36 Branding/Database entry
#37 Request Directory Assistance
#38 Test Calls

#39 Instructions/General

#40 Send Information

#41 Billing Question

#42 Purchase TTY

#43 Referred to LEC

#44 Wanted Sprint Cust Svc

#45 Other

NO RTE

#46 Reéuest Rela Nutﬁber

6 6
0 0
7 7
73 73
3 3
1 1
18 18
5 5
2 2
0 0
0 115




Minnesota
 September-03

#00 Answer Wait Time
#01 Dial Out Time
#02 Didn't Follow Database Inst.

#03 Didn't Follow Cust. Instruct.

#04 Didn't Keep Cust, Informed

#05 Agent Disconnected Caller

#06 Poor Spelling

#07 Typing Speed/Accuracy

#08 Poor Voice Tone

#09 Everything Relayed

#10 HCO Procedures Net Followed
#11 YVCO Procedures Not Followed
#12 Two-Line VCO Procedures Not Fo
#13 Background Noise Not Typed
#14 Feelings Not Described

#15 Recording Feature Not Used

#16 Noise in Center

#17 Agent Was Rude

#18 Problem Answer Machine

#19 Spanish Service
#20 Speech to Speech
#21 Other Service Type:

#22 Lost Branding
#23 Charged for Local Call
#24 Trouble Linking Up
#25 Line Disconnected

#26 Garbled Message

#27 Database Not Available
#28 Spit Screen

#29 Other Technical Type:

MICS|C|Q|QI@ ||| |=|c=|c|~|cie|—|—|2|C

#30 Rates

#31 TTY Operator Service
#32 900 Number Access
#33 Carrier of Choice

#34 Network Recording
#35 Other Miscellaneous T
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#36 Branding/Database entry 2

#37 Request Directory Assistance 4
#38 Test Calls
#39 Instructions/General .| 69
#40 Send Information 3
#41 Billing Question

#42 Purchase TTY

#43 Referred to LEC

#44 Wanted Sprint Cust Svc
#45 QOther 0




Minnesota
0ctober—03

#00 Answer Wait Time
#01 Dial Out Time
#02 Didn't Follow Database Inst.
#03 Didn't Follow Cust, Instruct.
#04 Didn't Keep Cust. Informed
#05 Agent Disconnected Caller
#06 Poor Spelling

#07 Typing Speed/Accuracy

#08 Poor Voice Tone

#09 Everything Relayed

#10 HCO Procedures Not Followed
#11 VCO Procedures Not Followed
#12 Two-Line VCO Procedures Not Fo
#13 Background Noise Not Typed
#14 Feelings Not Described

#15 Recording Feature Not Used
#16 Noise in Center

#17 Agent Was Rude

#18 Problem Answer Machine

#19 Spanish Service

#20 Speech to Speech

#21 Other Service Type:

TECHNI

#22 Lost Branding
#23 Charged for Local Call
#24 Trouble Linking Up
#25 Line Disconnected

#26 Garbled Message

#27 Database Not Available
#28 Spit Screen

#29 Other Technical Type:

— D |O|IQ|IN|CIC|C|O|o|C|o|—|C|oC—{CiN||IS|o}

#30 Rates
#31 TTY Operator Service

#32 900 Number Access

#33 Carrier of Choice

#34 Network Recording

#35 Other Miscellaneous Type:
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#45 Other

#46 Request Réiay Nurﬁber ~«

. OTHERCAIL
#36 Branding/Database entry

#37 Request Directory Assistance
#38 Test Calls

#39 Instructions/General

#40 Send Information

#41 Billing Question

#42 Purchase TTY

#43 Referred to LEC

#44 Wanted Sprint Cust Svc

o...u.’a‘c.h&'oomwi
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Minnesota
Nov_embe_r_~03

#00 Answer Wait Time
#01 Dial Out Time
#02 Didn't Follow Database Inst.
#03 Didn't Follow Cust. Instruct.
#04 Didn't Keep Cust. Informed
#05 Agent Disconnected Caller
#06 Poor Spelling

#07 Typing Speed/Accuracy

#08 Poor Voice Tone

#09 Everything Relayed

#10 HCO Procedures Not Followed
#11 VCO Procedures Not Followed
#12 Two-Line VCO Procedures Not Fo
#13 Background Noise Not Typed
#14 Feelings Not Described

#15 Recording Feature Not Used
#16 Noise in Center

#17 Agent Was Rude

#18 Problem Answer Machine

#19 Spanish Service

#20 Speech to Speech

#21 Other Service Type:

#22 Lost Branding
#23 Charged for Local Call
#24 Trouble Linking Up
#25 Line Disconnected

#26 Garbled Message

#27 Database Not Available
#28 Spit Screen

#29 Other Technical T

QIOIQ|O|OIC|IQ|IQIQ|OINV|O|O|— === {O|O[={O]

#30 Rates

#31 TTY Operator Service

#32 900 Number Access

#33 Carrier of Choice

#34 Network Recording

#35 Other Miscellaneous Type:
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 OTHERCALLS

[#36 Branding/Database entry
#37 Request Directory Assistance
#38 Test Calls

#39 Instructions/General

#40 Send Information

#41 Billing Question

#42 Purchase TTY

#43 Referred to LEC

#44 Wanted Sprint Cust Sve

#45 Other

T NON.STATE REP

Iy

umber

elcayr N

#46 Request

6 6
1 1

3 3
4 4
2 2
2 2
0 0
37 57
0 0




Minnesotz
December-03

#01 Dial Out Time
#02 Didn't Follow Database Inst.

#03 Didn't Follow Cust. Instruct.

#04 Didn't Keep Cust. Informed

#05 Agent Disconnected Caller

#06 Poor Spelling

#07 Typing Speed/Accuracy

#08 Poor Voice Tone

#09 Everything Relayed

#10 HCO Procedures Not Followed

#11 VCO Procedures Not Followed
#12 Two-Line VCO Procedures Not Fo
#13 Background Noise Not Typed

#14 Feelings Not Described

#15 Recording Feature Not Used

#16 Noise in Center

#17 Agent Was Rude

#18 Problem Answer Machine

#19 Spanish Service
#20 Speech to Speech
#21 Other Service Type:

#22 Lost Branding
#23 Charged for Local Call
#24 Trouble Linking Up
#25 Line Disconnected

#26 Garbled Message

#27 Database Not Available
#28 Spit Screen

#29 Other Technical Type:

P
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#30 Rates

#31 TTY Operator Service
#32 900 Number Access

#33 Carrier of Choice

#34 Network Recording

#35 Other Miscellaneous Type
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#36 Branding/Database entry
#37 Request Directory Assistance
#38 Test Calls

#39 Instructions/General

#40 Send Information

#41 Billing Question

#42 Purchase TTY

#43 Referred to LEC

#44 Wanted Sprint Cust Svc

#45 Other

#46 Req{l-esf elay Number




Minnesota
~ January-04

#00 Answer Wait Time
#01 Dial Out Time
#02 Didn't Follow Database Inst.

#03 Didn't Follow Cust. Instruct.

#04 Didn't Keep Cust. Informed

#05 Agent Disconnected Caller

#06 Poor Spelling

#07 Typing Speed/Accuracy

#08 Poor Voice Tone

#09 Everything Relayed

#10 HCO Procedures Not Followed
#11 VCO Procedures Not Followed
#12 Two-Line VCO Procedures Not Fo
#13 Background Noise Not Typed
#14 Feelings Not Described

#15 Recording Feature Not Used

#16 Noise in Center

#17 Agent Was Rude

#18 Problem Answer Machine

#19 Spanish Service
#20 Speech to Speech
#21 Other Service Type:

#22 Lost Branding
#23 Charged for Local Call
#24 Trouble Linking Up
#25 Line Disconnected

#26 Garbled Message

#27 Database Not Available
#28 Spit Screen

#29 Other Technical Type:

1 1
0
0
1 1 2
0
2 2
0
0
0
0
2 2
0
0
0
0
0
0
3 3
0
0
0
0
g 78
0
1 1
2 2
0
0
0
0
0

#30 Rates
#31 TTY Operator Service

#32 900 Number Access

#33 Carrier of Choice

#34 Network Recording

#35 Other Miscellaneous Type:

EEEEEE

e,



‘1;36 Branding/Database entry
#37 Request Directory Assistance
#38 Test Calls

#39 Instructions/General

#40 Send Information

#41 Billing Question

#42 Purchase TTY

#43 Referred to LEC

#44 Wanted Sprint Cust Svc

#45 Other

2 2
9 9
68 68
7 7
0 0
14 14
7 7
0 0

0




Minnesota
~ February-04

#00 Answer Wait Time
#01 Dial Out Time
#02 Didn't Follow Database Inst.
#03 Didn't Follow Cust. Instruct.
#04 Didn't Keep Cust. Informed

#05 Agent Disconnected Caller

#06 Poor Spelling

#07 Typing Speed/Accuracy

#08 Poor Voice Tone

#09 Everything Relayed

#10 HCO Procedures Not Foliowed
#11 VCO Procedures Not Followed
#12 Two-Line VCO Procedures Not Fo
#13 Background Noise Not Typed
#14 Feelings Not Described

#15 Recording Feature Not Used
#16 Noise in Center

#17 Agent Was Rude

#18 Problem Answer Machine

#19 Spanish Service
#20 Speech to Speech
#21 Other Service Type:

#22 Lost Branding
#23 Charged for Local Call
#24 Trouble Linking Up
#25 Line Disconnected

#26 Garbled Message

#27 Database Not Available
#28 Spit Screen

#29 Other Technical Type

ajolojo|~iclolo|lo|lalo|e|c|clo|lolw|e|~|a|o]el:

#30 Rates
#31 TTY Operator Service

#32 900 Number Access

#33 Carrier of Choice

#34 Network Recording

#35 Other Miscellaneous Type:
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RCALLS

[#36 Branding/Database entry
#37 Request Directory Assistance
#38 Test Calls

#39 Instructions/General

#40 Send Information

#41 Billing Question

#42 Purchase TTY

#43 Referred to LEC

#44 Wanted Sprint Cust Svc

#45 Other




Minnesota
March-04

[

#00 Answér Wait Time

#01 Dial Out Time

#02 Didn't Follow Database Inst.

#03 Didn't Follow Cust. Instruct.

#04 Didn't Keep Cust. Informed

#05 Agent Disconnected Caller

#06 Poor Spelling

#07 Typing Speed/Accuracy

#08 Poor Voice Tone

#09 Everything Relayed

#10 HCO Procedures Not Followed

#11 VCO Procedures Not Followed

#12 Two-Line VCO Procedures Not Fo

#13 Background Noise Not Typed

#14 Feelings Not Described

#15 Recording Feature Not Used

#16 Noise in Center

#17 Agent Was Rude

#18 Problem Answer Machine

#19 Spanish Service

#20 Speech to Speech

#21 Other Service Type:

#22 Lost Branding

O|e|oi—|—|o|oio|ClCIC|O|= |0 |(O|OIR(OIN|IO|C|S

#23 Charged for Local Call

#24 Trouble Linking Up

#25 Line Disconnected

#26 Garbled Message

#27 Database Not Available

#28 Spit Screen

#29 Other Technical Type:

#30 i{ates

Q|o|@|ojoIv|o]|e

#31 TTY Operator Service

#32 900 Number Access

#33 Carrier of Choice

#34 Network Recording

#35 Other Miscellaneous Type:

wlo|loloio|o|




B . OTHER CALLS g
#36 Branding/Database entry 7 7
#37 Request Directory Assistance 2 2
#38 Test Calls 9 9
#39 Instructions/General 71 71
#40 Send Information 6 6
#41 Billing Question 2 2
#42 Purchase TTY 18 18
#43 Referred to LEC 5 5
#44 Wanted Sprint Cust Svc 2 2
#45 Other 0

#46 Request Relay Number




Minnesota
. April-04

D

#60 Answer Wait Tiin‘e
#01 Dial Out Time

#02 Didn't Follow Database Inst.

#03 Didn't Follow Cust. Instruct.

#04 Didn't Keep Cust. Informed

#05 Agent Disconnected Caller

#06 Poor Spelling

#07 Typing Speed/Accuracy

#08 Poor Voice Tone

#09 Everything Relayed

#10 HCO Procedures Not Followed

#11 VCO Procedures Not Followed
#12 Two-Line VCO Procedures Not Fo
#13 Background Noise Not Typed

#14 Feelings Not Described

#15 Recording Feature Not Used

#16 Noise in Center

#17 Agent Was Rude

#18 Problem Answer Machine

#19 Spanish Service
#20 Speech to Speech
#21 Other Service Type:

#22 Lost Branding
#23 Charged for Local Call
#24 Trouble Linking Up
#25 Line Disconnected
#26 Garbled Message
#27 Database Not Available
#28 Spit Screen
#29 Other Technical Typ

Clo|oiIc|=|oe|e|oleo|o|co|clo|olic|w]lo|-~o|l—]|o

#30 Rategm
#31 TTY Operator Service

#32 900 Number Access

#33 Carrier of Choice

#34 Network Recording

#35 Other Miscellaneous Type:
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OTHER CALLS

#36 Branding/Database entry
#37 Request Directory Assistance
#38 Test Calls

#39 Instructions/General

#40 Send Information

#41 Billing Question

#42 Purchase TTY

#43 Referred to LEC

#44 Wanted Sprint Cust Svc

#45 Other

NO R

#46 .Reéuest Reiay Numﬁer B

3 3
0 0
5 5
45 45
1 1
1 1
15 15
2 2
2 2

0




Minnesota

#00 Answer Wait Time
#01 Dial Out Time
#02 Didn't Follow Database Inst.
#03 Didn't Follow Cust. Instruct.
#04 Didn't Keep Cust. Informed
#05 Agent Disconnected Caller
#06 Poor Spelling
#07 Typing Speed/Accuracy
#08 Poor Voice Tone
#09 Everything Relayed
#10 HCO Procedures Not Followed
#11 VCO Procedures Not Followed
#12 Two-Line VCO Procedures Not Fo
#13 Background Noise Not Typed
#14 Feelings Not Described
#15 Recording Feature Not Used
#16 Noise in Center

#17 Agent Was Rude
#18 Problem Answer Machine
#19 Spanish Service
#20 Speech to Speech
#21 Other Service Type:

[#22 Lost Branding
#23 Charged for Local Call
#24 Trouble Linking Up
#25 Line Disconnected

#26 Garbled Message

#27 Database Not Available
#28 Spit Screen

#29 Other Technical Type:

#30 Rates

#31 TTY Operator Service

#32 900 Number Access

#33 Carrier of Choice

#34 Network Recording

#35 Other Miscellaneous Type:
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#36 Branding/Database entry
#37 Request Directory Assistance
#38 Test Calls

#39 Instructions/General

#40 Send Information

#41 Billing Question

#42 Purchase TTY

#43 Referred to LEC

#44 Wanted Sprint Cust Sve

#45 Other

olo|olo|o|e|o|e|e|es




