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COMMONWEALTH OF PENNSYLVANIA

PENNSYLVANLA

PUC PENNSYLVANIA PUBLIC UTILITY COMMISSION
130 '~ P.O.BOX 3265, HARRISBURG, PA 17105-3265 o RepLy pLEaSe
June 28, 2007
M-00900239
MARLENE H DORTCH
OFFICE OF THE SECRETARY i
FEDERAL COMMUNICATIONS COMMISSION ™~ ' Zgp 7
445 12™ STREET SW '
ROOM TW-B204
WASHINGTON DC 20554
DA 07-2762

CG Docket 03-123

Re:  Submission of 2007 Annual Log Summary of TRS Consumer Complaintg
Dear Ms. Dortch,

In accordance with DA 07-2762, released June 22, 2007, at CG Docket 03-123,
enclosed please find an original and four (4) copies of the annual consumer complaint log
summaries for the Pennsylvania Telecommunication Relay Service (TRS) for the 12-month
period ending May 31, 2007. Also, please find a copy of the complaint log summaries on the
enclosed 3.5 inch diskette. AT&T and Captel, Inc., are the providers for Pennsylvania TRS and
captioned telephone voice-carry-over relay service respectively; they have maintained the
consumer complaints and have prepared the enclosed complaint log summaries.

If you have any questions or need additional information, please contact Eric Van
Jeschke at (717) 783-3850 or gjeschke(@state.pa.us.

Sincerely,
L.
Jameg']. McNulty

Secretary :

cc: Elaine McDonald, FUS
Kathleen Aunkst, Secretary’s Bureau
Eric Van Jeschke, PUC FUS (paper copy only)
Louise Fink Smith, PUC LAW (paper copy only)
Arlene Alexander, (e-mail copy only)
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AT&T RELAY SERVICES
PENNSYLVANIA
2007 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2006 through May 31, 2007

AT&T RELAY SERVICES
PENNSYLVANIA

ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2006 through May 31, 2007
Complaint Summary by Category
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PENNSYLVANIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2006 ~- MAY 2007

June 2006 — Nothing to report

July 2006 — Nothing to report

August 2006

Voice August 20, 2006

The customer complained he/she had to wait to reach an operator when using relay.
Category: Answer/Wait Time

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

Resolution: Apologized for the inconvenience and assured the customer it would be
reported to our Customer Service Department.

Contact Closed: August 31, 2006

FCC: Answer Performance

September 2006 — Nothing to report

October 2006 — Nothing to report

November 2006 — Nothing to report

December 2006 - Nothing to report

January 2007

TTY January 2, 2007

The customer complained about the CA for his/her typing skills.

Category: Typing Skill/Speed

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: January 2, 2007

FCC: Typing Issue

TTY January 19,2007

The customer complained he/she had to wait for his/her call to be answered.
Category: Answer/Wait Time

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized to the customer for his/her inconvenience.

Contact Closed: January 19, 2007

FCC: Answer Performance

February 2007 — Nothing to report

PAFCC0606-0507
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PA CapTel Complaints
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Tracking
#

1375

Date of

Complaint
84200 6/7/2006

Time of Call

State

Doc # 672838

Agant# Nature of Complaint

Program

during calls

Explanation of Resoluhon or Status  Date

Sent customer Information exploining the
difference befween s CapTel phana and a
Iradiionat phone, Expiained tn customar why
disconnectionseccnnection mighl be eccurring
and sent emall with tps 1o reduce thelr
occurrance.

Resalved
006

Rep.
Initials
DF

PA

mng - Ganeral

Fiwiﬂcrcd customers prafenes long dislence |B/9r2008

provider in the system, Cuslomer now ablaia
make ang distance calls succassfully.

PA

Billng - Genral

Regrslerad customer'a preferred long drstance
company I fne syslem. Customer nt e Lo
maka long dislance captioned calls once agin.

oF

FA

Disgonfma /R pealiict
during calls

Explalhed Lo cuslomer why 742112006
[disconnectionreconnectian mighl be occurring
land advised o montior any docurnant and
raport problematic caflz back Lo our Call Center
fof reviewr.

Js

Bf/2006

840000 AW

PA

Dising lspue - Unable lo
at regionat 800 rumber

Technical Suppord made an adusimen! so
CapTel user can successfully make captioned
caf 1o regicnal BOG number.

&3/2006

871672008

11:15:00 AM

PA

[Accuracy of capions

|Customer sharea Tesdbuck reqarding acouracy |GNG/2008 | REW

ol saplions, GS Rep apalagized for incidence
and thankad cusiomus for the feedback snd
informad Ihem that informalion would be shanady
wilh appropriata caplioning service slalf for
foiow up.

141 53| 82372005

91 42006

971 52006

19779

15804

417712006

117712006

22

12:20.:00 PM

10:30:.00 AM

PA

PA

NA

Disconnect/Reconnact
during calls

TSenk cusiomar Information wxgimimng the

B2 2006
cilference betwaen a CapTel phane and a
tradltional phone. Explained lp cuatamar why
discannectioniraconnaction might ba occurring
and sent small with tips |0 reduce their
occumence.

Blilng - Genarat

Bicusand bliing and took appropriate ackon, | & 14/2006

12:40:00 PM

PA

1GOB1| 91672006 [3:00:00 PM

10:20:00 AM

NA

DigconnactReconnect
during calls

loccumence.

Senl customer informalion axplaining he
ditference betwaen a CapTel phone and o
Iradilional phons. Explained i cusiamer why
disconneclionireconneclion might e occuring
and sent amali with tipe to reduca thair

152008

OF

RW

RNW

Mhdo

biing code. Remedy provided.

LG

DNscannecl/Reconnect
[during calls.

Expiained to cuslomer why

|disconnectionireconnaction might be ocuring
and sani emed wih Ips 1o reducs their
occlrTehos.

10:05-00 AM

2:40:00 PMA JPA

Diaing (55w - Unsbie fo
dlal regionsl 800 number

user con succezsiully make capliened call io
regiehal B0 Aumber.

Tachnical Support made oustmenl 8o Cag 1| 101 /2008

JK

Rcuracy of captions

Cuslomer shared losdback ragarding accuracy |
af captions. Informad customer thal nformation
wouki be shared with apprapriate captioning
service staff for follow up. Sugpested custemer|
documant the cale, time, CA ¥ for mors
apecific (ollow up.

117772008

2:40:00 PM

DizconnecliReconnect

|Semt SOt ForaloR SKpiaITing ok

11/7/2006

2 CapTal phona and &
lmﬁdonal frhionie, Explainad to customar why

disconnectionireconnaction might ba eccurring
and sani amaf wi lips Lo reduce their
oCCurance.

12472006

1215/2008

23479

ﬁah‘"mﬂ?

251541”5/21)07

12720/2006

2:45:001 PM

NA

Dialing [ssue - Unable to
dial regionl BOO numbar

user cah sUcceasiuly maks caplienad cal 1o
raglonal 800 numbar,

Technical Supparl made sdustmmnt 30 CopT &1 7672008 JRNW' F

11:00:00 AM

Diaking Issue - Unapie to
il regicnat BOD number

1:50:00 PM

Acouracy of caplkne

[Cistomar sharad fasdback regarding accuracy,

jusar can succeaulully moke
raglonal 800 numbar.

ot caplions. G Fap spologized far inckdence
and thanked cuslomar for the leedbeck and
Informed Event that information would be shared
vith approprista captioning aervice staff for
falow up, Suggasted customer document the
date, lime, CA # for follow up.

12:00-0C PM

PA

Bilang - General

Assignad othes partyd preferred carmar of V2472006

chalca deaignation o allow clher party to maka

] calls o GapTel ussr.

Accuragy of caplions

Cuslomer shared fasdback regarding Rcourcy
of caplions. CS rep apalegized for Incidencs
(i thankad customer for the feadback and
Infonmaed them that information would be
sharsd with approprista ceptisning sarvice stal
fox Toilow up, Suggested cusiomer document
Ihe date, lima, CA for moie specific fotiow up.,

8:20:00 AM

T=

0 \AAN0T | 24000 FM

12.45:00 PM

Coplion Lag foa (ar behind
velos

[ Cuslomer shared leadback regarding
captioning. CS Rep apologlzed for incidence
and thanked customer for tha feedback and
[informead them that infarmation would be shared
jwith approprisie captioning service stalf far
follow up. (FCG requiremants for captioning
speed still axcasded.)

 Techakcal Suppert mide adjustment &6 Caan: 1172062006 |5

42006 {K

1211820068

127287206 |

M

| icapum Tagtoo far behind | Customer shared feedback fegarding lag ime

172007
while checking maching massages.
CS Rep apologired lof Incldence and thanked
customar for the feedback and infarmad tham
{hal information would be siarad wih

loning serv for foliow
up. (FCC requiraments for caplioning
spoed Fill eaceeded.)

LG

Technical - General

Customar ehlmd llaﬂba:ll regarding 11162007

AATR007

10:10:00 AM

1:30:00 PW

PA

E

NA

DisconnectReconncat
during cals

op for
uxurllma and thanhd cuslomer for faadback
snd Informed (ham ihat Information would be:
shared with epproprisle copliendng senvice stafl
for Investipation,

Explnad (o customar diference between B
CapTH phone snd a taadiional phone.
Explained lo customar why
disconnaclioniraconnaction might be caourTing,

1162067

Disconnect/Raconnact
during calls

Sanl customar infarmalion explaining he:

dtference hetwaen a CapTal phone and &

tractfional phana, Expluined 10 custans why
might

b cccurming,
Sant Iatter with fips to reduce thelr ccourrence.

1172007 |[RNW
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Doc # 672838

255494 1/1%/2007

9:20:00 AM

PA

NA

during calls

Disconnect/Reconnect

Sent customer information explaining the
difference between a CapTel phone and a
traditional phone. Explained to customer why
disconniectionfreconnection might be occuring
and sent email with tips to reduce their
oCcurrence.

1/19/2007

MMo

29706§2/28/2007

8:55:00 PM

PA

NA

during calls

Disconnect/Reconnect

Sent customner information explaining the
difference between a CapTel phone and a
J[raditional phene. Explained to customer why
disconnection/reconnection might be occurring
on their second phone line and sent email with
rtips to reduce their ocourrence.,

3/2/2007

DF

28887]3/2/2007

1:10:00 PM

FA

NA

Billing - General

Discussed bﬁng and took appropriate action.

3/5/2007

RNW

2997643/5/2007

7:10:00 AM

PA

NA

Service - General

provided by network ven_dor_

Technical problem identified.

Resolution 352007

PH

295880 3/5/2007

7:45:00 AM

PA

NA

Service - General

provided by network vendor.

Technical problem identified.

Resolution 34572007

PH

8:00:00 AM

PA

NA

Service - General

provided by network vendor,

Technical problem identified,

Resalutian 3512007

KM

301533}‘5}2007
3016243/5/2007

8:00:00 AM

PA

NA

Service - Genetal

provided hy network vendor,

Technical probiem identified.

3/5/2007

|

Rasolution

KM

3017043/5/2007

8:00:00 AM

PA

NA

Service - General

Technical problem identified.
provided by network vendor,

Resolution 3/5/2007

KM

30037[3/5/2007

8:25:00 AM

PA

NA

Service - General

pravided by network vendor.

Technical problem identified.

Resolution 3/5/2007

KM

29967]3/5/2007

8:30:00 AM

PA

NA

Service - General

provided by network vendor,

Technical problem identified.

Resolution 3/5/2007

PH

200237572007

8:40:00 AM

PA

NA

Service - General

provided by network vendor.

Technical problem identified.

Resolution 3/5/2007

KM

301333452007

8:45:00 AM

PA

Ina

Service - General

provided by network vendor.

Technical problem identined.

Reselution 3/5/2007

MP

29646 3/5/2007

9:05:00 AM

PA

NA

Service - Generat

Technical preblem identified,
provided by netwark vender.

Resolution 3512067

PH

3005413/5/2007

9:25:00 AM

PR

NA

r8ewice « General

provided by network verﬂnr,

Technical problem identified.

Resolution 3/6/2007

KM

30056{3/5/2007

9,30:00 AM

PA

NA

Service - General

provided by network vendor.

Technical problem identified.

Resolution 375/2007

KM

3006343/5/2007

0:45:00 AM

PA,

NA

Service - General

provided by network vendor.

Technical problem identified.

Resolution /52007

3023643/5/2007

12:30:00 PM

NA

Service - Generat

provided by network vendor.

Technical problem identified.

Resolution 3/5/2007

KM
hMo

298983/5/2007

1:10:00 PM

PA

NA

Senvice - General

pravided by network vendor.

Technical problem identified.

Resalution Ffsrzou?

PH

29982}3/5/2007

1:10:00 PM

Pa

NA

Service - General

provided by network VEIEOT.

Technical problem identified.

Resclution

RNwW

30267]3/5/2007

1:10:00 PM

PA

NA

Service - General

provided by network vendor.

Technicat problem identified.

Resolution

JS

304443/5/2007

1:15:00 PM

PA

NA

Service - General

pravided by netwark vendor.

Technical problem identified.

Resolution

PH

2091413/5/2007

4:00:00 PM

A

NA

J'éer\.'lce - General

provided by network vendor.

Technical problem identified.

Resolution 3/5/2007

PH

3093#311 3/2007

30697]3/9/2007

2:25:00 PM

PA

NA

Technical - General

Customer experienced dropped call.
Subsequent calls satisfactory. CS Rep
apolegized for incidence. CapTel user will
report any further occumence.

3/9/2007

KM

9:15:00 AM

PA

NA

Bﬁng - General

Discussed billing and tock appropriate action.

3/26/2007

] )

NW

3323847472007

2:15:00 PM

PA

NA

Disconnect/Reconnect
during calls

Sent customer information explaining the
difference between a CapTel phone and a

41412007

traditional phone. Explained to customer why
disconnection/reconnection might be occuring
and sent email with tips 1o reduce their
occurence. Customer does not require more
assistance at this time.

MP

33987[4/12/2007

1:45:00 PM

Pa

NA

during calls

- s,
Disconnect/Reconnect

*ﬁpla‘med to customer differences between a
CapTel phone and a traditional phone,
Explained to customer why
disconnection/reconnection might be gccurring
and recommended that the phone lines be
checked.

4/12/2007

RNW

348374/23/2007

10:15:00 AM

NA

during calls

DisconnectReconnect

Sent customer information explaining the
difference between a CapTel phone and a
traditional phone., Explained to customer why
disconnection/recennection might be occurring|
and sent email with tips to reduce their
ocourrence.

4/23/2007

35201)4/26/2007

8:40:00 AM

PA

NA

during cafls

- _—
Disconnect/Reconnect

Sent customer information explaining the
difference between a CapTel phone and a
traditional phone. Explained to customer why
disconnection/reconnection might be occurring
and sent email with tips to reduce their
accurrence.

4/26/2007

MMo

FA
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