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9O-UA-OI56

BEFORE THE
MISSISSIPPI PUBLIC SERVICE COMMISSION

IN REo DUAL PARTY RELAY SERVICE
MONTHLY MAINTENANCE
SURCHARGE

AMENDED ORDER

THIS DAY. this cause came on before this Commission, upon its own mOlion,

concerning the monthly maintenance surcharge collected by local exchange companies ("LEC"s)

and competitive local exchange companies ("CU~Cs") from all residential and business locul

exchange access facilities and transferred to the Dual Pany Relay Service Trust Fund ("the

Fund") on a monthly basis. The Fund was established and is invested and managed for the

exclusive purpose of fulfilling the provisions of Miss. Code Ann., §77·3·S01. c{ seq.. as amended

("the Statute"), as same relates to a statewide program (0 provide telephone access to persons

who are speech and hearing impaired.

This Commission is authorized by the Statute, to impose upon all LEes and CLECs

openning in Mississippi a monthly surcharge in an amount to be detennined by the Commission

based upon the amount of funding necessary to fulfill the requirements of the Statute including

the provision of Dual Party Relay Service. The Statute funher requires LECs and CLECs to

collect said surcharge as established by the Commission from its customers and tnmsfer said

monies collectcd to the Fund.

Pursuant to its duty under the Statute, this Commission, by its Order dated January 13,

1998, in Docket Number 90-UA-0156, directed all LEes and CLEes operating in Mississippi to

collect a S.07 monthly surcharge on each residential and business local C'xchange line for which
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Ihc Federal End User Line Charge is applicable, beginning February I. 1998. The LEes were

further directed to transfer the surcharges collected to Ihe Fund on a monthly basis.

This Commission has now been administering the Statute for sixteen (16) years, and

following careful study, the Commission has determined that the goals established by the Statute

including the provision of Dual Party Relay Service can be adequately mel by reducing the

monthly maintenance surcharge from $.07 to $.03.

IT lS THEREFORE ORDERED that all LECs and CLEes opcrating in Mississippi are

directed to impose and collect a monthly surcharge on all residential and business local exchange

access lines to which lhc Federal Fund User Line Charge is applicable, in the amount of $.03

each month per access line instead of $.07. The S.03 surcharge shall be imposed eOcctivc with

all bills rendered on or after June 1,2007, on a billing cycle basis. All LEes and CLEes in this

Statc arc directed to conlinue 10 transfer thc surcharge funds so collected to the Dual Party Relay

Services Trust Fund on a monthly basis.

This Order shall be deemed issued on the day it is served upon thc parties herein by the

Executive Set:retary of this Commission who shall note the service date in the lile of this Docket.

Chairman Nielsen Cochran voted¥; Vice-Chainnan Leonard Bentz voted ~...:r

and Commissioner Bo RObin:J!.voted~ /'

DATEOthistheJ-J_dayof ff~~ ,2007.
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MISSISSIPPI PUBLIC SERVICE CO~1MISSION

Nielsen Cochran, Chainnan

r~-Bo Robinson, Commissioner

~~rE~T ~_:ruecopy _ #
~~---
",_..BRh'iN < Y .?/'

Executive Secretary &c:5 .
Effective this the -.!.~ day of~£
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Julv 2003
Tracking Date of Cat. # Nature of Complaint Date of Explanation of Resolution

# Campi. Compl. Resolution

07122f03 4
Asked agent for agent number 3 limes befOfe

07125/03
Supervisor coached CA on proper

6584X agent gave number to customer. pwceQures.

Appendix V



A 2003UQust

Tradung Date of Cal. if Nature of Complaint Date of Explanation of Resolution

• Com•. Comp Resolution

Customer sve sent a leller to the

MS VCO customer received Sprint bills for LD calls
customel" asklJ'lg for a copy of
telephooe biN. We are waiting for a

08127103 29 the last few months and she is i'1Oled as a Bell 09/11103
reply. n results -An email was senlto

South customer in lhe database.
CS requesting more information about

3059J 3 days ago_

Customer is having a problem calling a cenaln IT results - 11 team has identified and
08I26J03 29 number gelling ~canooldial this number using this 05125104 corrected the problem with the COC

15290 carrier· configuration files.
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Nature of Complaint
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October 2003

Tracking Date of Cat. # Nalure of Complaint Dale of Explanation of Resolutioll

• Com~ C~~ ResolutIOn

Customer states that he has been receiving Suggested he contact Sprint customer
10/06/03 21 harrassmenl calls thru relay and wanted il to 10fOOI03 sei'VIce as well as prOVIded Sprints AM

2675
SlOp. name and phone number.

Agenrs voice was lading in and out. Customer
10/06/03 17 asked agent 10 repeill what last said and agent 10/06103 Agenl number not assigned al this time.

6692X
igl'lOfed customer- Agent was rude.

Agenl said rude and said thIngs under his
Apologized to customer and Iold him

10117103 17 10(17103 lhatwithout an agent number no followup
Z<;95

breath.
could be conducted.

Tried 10 reach custOfTlef 3-times. A
Customer complained that his fnend calls him message was left on voice answenng

10124103 09 throught the relay. states that messages are not 101301Q3 machine staong I VoOUId put out a
atways left 011 his answering maetune. refresher to Ihe agents and left my

6715X name and number.

Appendix V



Nature of Complaint
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November 2003
Explanation or Resolution



Nature of Complaint
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Explanation of Resolullon



Januarv 2004
Tracking Dale of Cal. # Nature of Complaint Date of Explanation of Resolution

# CampI. CampI. Resolution

Discussed with agent and coached on

01103/04 8 Agent was rude and untimely. 01/06/04
proper call processing procedures. Also
clarified when its okay 10 repeat tty lext
as well as voice tone used wilh customer.

6817X

6817X 01103/04 17
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Nat~e of Complaint
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EKplanation of Resolution



Natl.:re of Complaint

March 2004
Explanation of ResolutlOO



Nalure of Complaint
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Nature of Complainl
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Complaint Tracking for MS (06/01/2004-05/31/2005). Total Customer Contacts: 9

Date of Nature of Complall1l Date of Exptanatioo of Resolution
Comol. Resolution
02109/05 Customer has atlempted several cals_ AR numbers goven 02110105 The number customer was lr)',ng 10 calt IS nollf'l servICe.

result in fast busy signal "phone company eqUIpment busy Ted1 made tesl calls and had no problems. Tech called
now: Staned 2/8 continued through 219 Wrole up trouble customer and followed up No funher problems nOled.
ticket, Trouble ticket number 1002364524. Customer
would like contact with result.

03/09105 Customer states lhal she was in the middle 01 a call when 03/09/05 Center Shift Manager spoke with supervisor Isidro, and he
there was an unannounced agent change. The new agent had no reCOllection of this specific incidenl With this
did nol speak Spanish an<llhis is a Spanish VCO customer. He stated that he always transfers call to the
customer. The supervisor. Isidro, stated that the VCO Spanish gate if they come In thru the English line. If that IS
customer would have to hang up and call back. The not possible he gives the customer a reason why, instead
SUpervIsor did not even offer to transfer the calt 10 another of telling them to lust hang up and cab back Tried to calt
SpanISh speaking agent nor diet she offer 10 find a Spanlsh back customer several times. but nobody answered the
speaking agent: in !he same center, The customer's notes phono.
s~le 10 speak Spa~ only to this customer and even
nave spoken Spanistlto thrs panlCUlar supervisor in the
past Thanked QJstomer for Ieltlflg us know and that we
would Icwward this on. Customer would like a calf back
from Itle supervisor's Center Mgr

03129105 A MS VOICe Customer from phone nbr 601 824 1107 when 03129105 There was an ISSue WIth sellefal I-l's that were down III the
trying to callhm the relay to pl'lone nm 40g 883 9633 they network. These have been restored 10 selVlCe and calls are
always get a last busy signal. II they dial the nbr direct ~ able 10 process nOnTIally
will go thm fine. Trouble ticket nbr I 002461596 was
entered on this problem,

04112/05 The caller staled Ihat a supervisor by Ihe name of Corey 04112/05 ASSigned to MS AM
made a COC enlry for a long distance calls under Budget
However in the past one month the customer is
e~perier'lCing recurring problem 01 e~her fast busy signals Account Manager followed up with Customer Service to
and/or telephone recording indICating that the lO call can ensure Customer's cee is updated aCCtJratety n showed
not be completed. SIhe was assured that this would be no problems on the ~ne
resolved however problem persists Trouble ticket was
entered (TT 100 248 6821) Assured the customerthat!tlls
infOnTIatlOl'l WIlt be passe<! to appropnate pefSOfVleI and
tmIt he wiI be tolowe<l up on this ISSue. Cuslomer WIShes
a follow Uti

04/12105 TTY customer haWlg problem maklr'lg lD calls through ()4fl2JQS Ted'! gels the same last busy when dIaling !he number
MS Relay IJSIIlQ 6lI:lgel Phone Service I apologIZed for from hIS lib. 01f1Ce phone, and cell phone. Contacted
the problem and opeoed TI t002468932 FoUOw up customer and told hllTl that he needs to contad Budget
reqUtl'ed for problem resolutIOn agalfl and infOnTIthem of problems reaching !heIr 866

number.
05115105 A veo customer called to lXImplain that her long distance 05115/05 Tech support is not able to find the cause of th,s problem

calls are riot going through Apparently the system IS r'lOI from WIthin our system Everything is sent corredly T&i
transmiltong her caller 10 and her calls are rejected as continue to took into thiS issue to see where the S57
anonymous by the outbound party. Apologized for ponion is affecting calls. As updates are avallaD~ Tech
inconvenience. Suggested dialing "82 before dialing relay suppon will give them to Customer Service.
Opened TIJIII002556641, No follow·up requested

08/03/04 The TTY user instructed CA 10 get live person. CA refused 08105104 Apologized for any lr'lConvenience. There was no optlOfl for
and aslled TTY Usef to pidl an option TTY user kept live person_ Cuslomer Instructed CA to pick anythIng; CA
asking for love person. CA stili refused to pl<li:oe lhe cal followed procedures. Customer got upset and htJ'lg up

Revoewed procedure wI CA leller to customer 8/5104.

09IIl310' veo cust. had cost. flO!es eaJ10er today to rellect lO cee - CA demonstrated koowtedge of proper procedure for
(Speedy connect In Gulf~l asllecl 1st CA to btl calls to mmediate·cred~ CA stated was not aware of cae
that lO COC, CA change occurred to CA 1764. Wasnl request
Informed by cust. or preVlOlJS ca of LO cae info, and cost.
notes do flO! specify altempted immediate credit, Spnnt

Internal Update Performed
CA/CA's supervisor said couldn't give credit: person had to
call thtllr phone co provider Customer wasnl mad at CA,
bUI I a~o suggested lhey call cust. srvc nelrt day to fix Complaint is resolved CloSing contact.
database, etc

3/28105 Inability for CapTel user to reach the data 03128/05 Reported problem 10 toll free network prOVider

loll free number Problem resolved the same morning. Customer
representative lXIn~rmed With customer lhat

they are able to make calls
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Complaint Tracking for M$ (0610112005-0513112006). Total Customer Contacts: 14

Date of Nature of Complallll Date of Explamllton of ResolullOn
Compliant ResolullOIl

011l0/06 Caller gerung constanl busy signal when calling wtlhm 03i23106 Tech SCIIO customer sllli ha~ eleancal problems due to tile
M;sSlSSlppi state ApologIZed for the problem and opened humcane Katnna II was beyond our control. Toed reachmg
IT 10 989077 Follow-up reqUIted by Aca. Manager for customer VIa phone 5e11eratlir'nes to no avail Emili! sent and
problem resolution askea 10 ('mad b.lCk "II contmues to be a problem

02107106 Technlcat - Generat 03103106 TechnICal ptotllem ldenufied. Resolution believed to be the
solution in progress

02108106 Billing - Gener31 02/09/06 Set up preferred long d,stance company 10 me system,
Confirmed customer able to make long distance captioned
calls aller tillS adjUSlment.

02/19/06 Customer gels a recorcllng saylOg there 's a blocl<. In place 03/23/06 Technician cliscovered that customer stili have eleClncal
and she knows there is no block Apologlzecl, Service hcket problems due 10 the hUrricane Katrrna Which IS beyond our
1197294 was opened. Follow up requested. conlroL After 3 allempts of maklOg contact Wllh customer

failed, AM sent an email to see If there continues a Il,oblem
To date. have not heard back from the customel Closed Cl:Ise

Tech was unable 10 reproduce Tned to reach customer VI.1

phooe 3 !lmes to no avail EmaJled With e;<planallOn.

03/14106 not happy ..."h serVIce keeps haVIng to call and have pnone 03l14}06 Closed comaCl NOI a relay l$Sue Cuslome/ referred to correa
company come out service IS ole: fOf a lew days flen JI rall'\S number
and ItS slatlC and bad Ilf'ICS agam loses U1lemet connectIOn
wanlS a permanenl fur nol JuSI COl'l!IOUOllS band olIOS on the
,mbl,m

03128106 Custome/ said lhal they wore lr)-1f'lS to read! a person OJI28J()6 Operator 6725 does not exlSI If1 the JacksofMlll! Center and
ttvoogh the relay and agent 6125 used obscene tanguage never has RellifeCllng complalllllo QJStomef serVIce
and SOIJnded llfUllk The customer also said tlley were
concerned and tllotJghllhe agenl's Iaroguage was

InvaM agenllD Ccntaeted CUSlomer and adVISedVllprofessional Apologlzellto the aJStomel and thanks
them for tak,ng lime to mforrn us of their concern_ Fohow-up
requested.

OS/25/06 MS VOice customer complains Wilen uslOg pay phone for 06/14/06 Due to lack of cuS10mer Information, a follOW up could not be
711 she gets disconnected, as she 's loc3ted bOldenng MS done.
and TN and her calls to her deaf family never work.
Customer had several concerns and suggestions about
makmg relay more user fnendly Thanked her for letting us
krtow the problems and the suggestions. e;<plained variables
that can affect the service and referred to tile account
mal1ager, Customer will contact account manager via email.

07107105 Spanish SpeakIng customer t have had thiS agent seve/a! 01/01/05 Spoke with agenl alld stressed the impol1ance 0' follOWing
tnnes and each lime , have her she automatically lIansfers customer InstructionS Agent understands lhe consequel1ces
me 10 customer setvlGe Apologized for inconvernence and of purposely avoldn"9 caUS Un3ble to contact customer due to
noled trlat we would follow-up With the appropnatc agent. no address given
C!.Jstorner wanted follow-up In wnling

07111105 VOICe cUSlomel callea to compl<un mat she 's belf19 lold her lW03l05 Tech awaltea add'tlonal aJSlomer lf1!ormalJOn AM called
calIS blocked from her TTY mOlher's nlll1lber when snc cuslomer'S land..tll"e IfI(I eel! pl10nes to no answer lhnt:e
calls from her cell phone Sn.e does nOI have this proDlem
when calling Ilia he/ tlome phone Apolog,zed for
Inconvenience. Opened Tr.164256 Follow-up requested
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Mississippi Complaint Log
Page 2

07127/05 MS VOice user complains agenl hul'l9 up on them lwice 09107105 This was a problem "11th the dISconnect ISSueS we were
--

Apologized for the problem eKpla,ning I would inlorm the seeing due to AVAYA. Agent was still coached on
agem supervisor for follow up with the agent Customer repercussions of diSConneCting calls.
does want conlact from accounl manager.

AM attempted to call the number and discovered II was 110
longer in service. AM lfled olher phOfle number and another
pe~on answered saYing il was wrong number Unable 10
reactl the QJStOlllef Case closed

08/18105 Cuslomer stales when she nked agent d there she could 08118/05 Th,s agenl called me over Oflthl$ cal The outbound VOICe

gel traflSUlPls of the callhe agent rudely II"1formed nero "the person wanteCl to know If lhe Iflbound was Slill mere The CA
agenl IS nol part of the conYe~atlQn' lhe agent dJ(! thiS told /'ler lh<itlhele had been no response but !here was no
severallomes very rudely. The OJ$tomer asked for a IndicatIOn that they had hung up The outDound asJ(ed tor a
SUpelVlSor and was lold thai no supet'Vlsor could come 10 supervrso.- and I loki the agenllhal smce the Inbound was Sllll
the phone SIl1a! the customer was on tne outbound end of on the ~ne I was no! able 10 gel Ofl the call. The "gem
the can. The agent did glye the customer service phOfle ..,fOfJ'!'H!d the outbound of ttus and proYlded lhe OJSlomer
number but lhe customer didn'l appreCIate the rudeness selVlce number fOf her The CA followed protedUfe as the call
While handling the call. RCS response. Apologized !of the was still in relay mode and lhe CA was nol able to answer
cehaYlor and uplall'led relay polle,es and hOY' 10 get any quesllons.
records ,I lhey wefe ava,lable. Assured thai the complalnl
would be sent III as staled No call back requested

09113105 Inability for CapTel unil to reach data loll free # 09113105 Explained that there was transm,sslon congestion w,thlll the
nationwide loll free nelwork due 10 Hurricane KatPina Th's
dlsrtlpuon caused some COIlSumer calls nOI to be able to reach
oor Captioning Center Managers 01 the toll free network were
maoe awale

11/07105 Complallll· Car.ef Slated CA hung up on her. Caller Slated 11107105 Agenl does nol remember the t.aM. ReVIeWed cal dlSconnet:!
thai dunng the call CA slopped Iyplng and was procedures "11th~ agent The agent unde~lands the
urvesponsrve 10 caller then !he line gol dlSCOnnec!ed consequences of nol following the dl$o;:mnect procecures and
ApologIZed lor lhe l11CIClenl. No follow up requested. purposeI)' disconnecll'l9 Cl.IStomelS.

11125105 MX vce user complams she could nol COMet:! WIth relay 11/28105 fCd'1 was unable 10 duphcale proolem as reponed readllng
fOf 49 mmules "11th 711 or toll free /I IO!" MS vce vco number. no addillonal repons Irom other o.:stamer
ApologIZed, provided cedicaled vce II. suggesling to use It concemlllg access to veo number uSlllg relay sel'VlCe Of
ellduslvely Referred 10 eQUJpment program Entered TT excessive hold limes. Cuslomef dldn·t wanl a follow up Case
777671 No I;Onlact wantco. closed
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Complaint Tracking for MS (06/01/2006-05/31/2007). Total Customer Contacts: 4

Date 01
Nature of Complaint Dale of Resolution Explanation of Resolutionr.nmnlaint

Caller reported that CA yelled althe beginning of the call, "You're Apologized for the inconvenience and told her the report would be
the 3rd person I spoke to and I'm trying 10 gel this person some senllo the call cenler supervisor. Follow up requested. There is no

04/17/07 help." The caller is the supervisor at a community college 04/17/07 agent by thai number at the center. Agent with thaI number left
switchboard, so the call was given 10 her 10 handle. At the end of employment a month ago. Closing ticket. Trainer contacted
the call she requested the CA's name or ID number. customer with inquiry results on 4124107.

Explained why xxx XX)( would show up and explained that agents

11121106 Caller was not happy with agent typing abilities. 11125106
can't back space to correct a word. The caller understood that part.
Discussed spelling issues with agent. He stated that he uses the
xxx to correct any mistakes as required.

Apologized, offered to submit credit request which customer

09/07/06
MS Voice user complained he continues to be billed by Sprint when

09/07/06
refused. No contact wanted. Opened Trouble Ticket. The customer

Bell South is selected for his carrier. did not accept the offer for the credit. The customer did not provide
any contact information.

Apologized and explained I will be sure to inform the agent

MS TTY user complained agent didn't follow instructions to leave a
supervisor for follow up with the agent on this issue. Customer does

06128106 message for son to call back on second tine to a voice #, causing 06128/06
not want contact. Met with agent who did not remember the call, but

confusion.
staled she always follows the customer's request. Coached agent
on following the customer's request and keeping the customer
informed.
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