FCC Docket No. CG 03-123

Application for Recertification of the Pennsylvania TRS
November 9, 2007

Page 324

Appendix

No. 7.3

Hamilton Contract



COMMONWEALTH OF PENNSYLVANIA N REPLY PLEASE

REFER TO OUR FILE

P!NNSYlVAN EA

puc PENNSYLVANIA PUBLIC UTILITY COMMISSION M-00900239
S P.O. BOX 3265, HARRISBURG, PA 17105-3265 F0016
August 6, 2007

Dixie Ziegler
Vice President of Relay

Hamilton Telephone Company
1001 12" Street
Aurora, NE 68818

Re:  Pennsylvania Captioned Telephone Voice-Carry-Over
Relay Service (CTVRS) Contract

Dear Ms. Zleglerb,{_w_fc,;

Enclosed is a copy of the signed Pennsylvania Captioned Telephone Voice-Carry-
Over Relay Service (CTVRS) Contract. Thank you for all your assistance and patience as
the details were worked out.

I am looking forward to meeting the Hamilton staff as the opportunity presents itself
through TRS functions and to working with you and your staff over the duration of the
contract period.

If you have any technical questions, please call Eric Jeschke at 717-783-3850 or
Missy Knerr at 717-783-6171. Customer Service questions should be directed to Holly
Frymoyer at 717-783-1628. Tom Charles at 717-787-9405 is the contact regarding
outreach. For any legal questions, please contact me at 717-787-8866.

Smcere]y,
'3

1: A
1‘—? HE Snmh
Enc.

cc: (w/out enclosure)
Pete Dalina & Mark Goodwin — Admin
Jaime McClintock — Legal
Kim Barrow — OSA
Eric Jeschke & Missy Knerr — FUS
Lenora Best & Holly Frymoyer — BCS
Tom Charles — Communications
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Commonwealth of Pennsylvania
Office of Attorney General
August 03, 2007

Subject: Contract 2005-2
HAMILTON TELEPRHONE COMPANY
To: MIKE SORBOLESKY

FINANCIAL & ASSESSMENTS CHIEF
PUEBLIC UTILITY COMMISSION

From: Raobert A, Mulle
Chief Deputy }
Legal Review
Qffice of B

The referenced centract(s) has been approved for form and legality
pursuant to the Commonwealth Attorneys Act, 71 F.S. Secticn 732.101 et seq.

N¢ approval or opinion is offered &s to the manner of execution if the
document was submitted in proposed form. No azpproval or opinion is coffered
concerning any document referenced but not submitted or any events or other
peccurrences giving rise to the contract's creation or submission.
does not extend to compliance with the laws
extent, if any, that such other laws may be
performance of the contract in any respect,
with counsel in that Jjurisdiction.

Cur review
of other jurisdictions. To the

zpplicable to the making or
the agency may want to consult

RAM /mn
cC:
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PENNSYLVANIA CAPTIONED TELEPHONE Page 327
VOICE-CARRY-OVER RELAY SERVICE (CTVRS)
CONTRACT

Hamilton Telephone Company, d/b/a Hamilton Telecommunications (Hamilton), has
been awarded the Captioned Telephone Voice-Carry-Over Relay Service (CTVRS)
contract based upon Hamilton’s Proposal in response to the Pennsylvania Public Utility
Commuission’s (Commission) Request for Proposal (RFP) #2005-2.

Hamilton agrees to comply with all Terms and Conditions of Hamilton’s Proposal
submitted in response to the Commission’s RFP #2005-2, including any amendments,
modifications, and/or clarifications to both the RFP and Hamilton’s Proposal, and
including the Commonwealth of Pennsylvania’s Standard Terms and Conditions, as
documented in writing and incorporated into the RFP by reference.

Hamilton shall provide all CTVRS in accordance with the terms and conditions of the
Contract. The Contract is comprised of this document and the following documents,
which are incorporated by reference mto the Contract and are listed in order of
precedence in the event of a conflict between the documents:

A — This document;

B — Hamilton’s Attachment to Transmittal Letter exceptions;

C — Commonwealth Standard Terms and Conditions;

D — Cost Clanification Letter dated June 18, 2007

E — Cost Submuttal Best & Final Offer (BAFO) dated October 17, 2006;
F — Hamilton’s Proposal to the RFP;

G — RFP #2005-2, including all of the appendices and clarifications.

Both parties agree and acknowledge that Hamilton took several exceptions to the RFP,
which exceptions were listed in the Attachment to Transmuttal Letter in Hamilton’s
Proposal in response to the RFP. The Pennsylvania Public Unlity Commission agrees
and acknowledges that those exceptions have been accepted by the Commission as part
‘of Hamilton’s response.

The Contract period will be for a term beginning on August 1, 2007, and ending on June
30, 2010. Hamilton will transition the service from the Interim Provider as soon as
practicable after the August 1, 2007 date. The Contract may be extended for two (2)
subsequent 1-year periods at the option of the Commission.

Hamilton and the Pennsylvania Public Utility Commission agree to the following pricing
schedule:



CapTel Price Per Minute

FCQ Docket No, CG 03-123
Application for Reeertification of the Pennsylvania TRS
November 8, 2007

Hamilton will provide CTVRS Qutreach :

Any conflicts arising under the Contract will be resolved in Pennsylvania pursuant to

Pennsylvania law.

Intending to be legally bound, each party represents that it has executed the Contract

through its authorized representative(s):

Dated: 75/

Dated: 8)* !},DG:}

,2007 By () mnacns

John Nelson, Vice President
Hamilton Telephone Company d/b/a
Hamilton Telecommunications

A

Pete B. Dalina
Director of Administrative Services
Pennsylvania Public Utility Commission

Page 328



FCC Docket No. CG 03-123
Recertification of the Pennsylvania TRS

Applicatio
November 8, 2007
Dated: &—|—0OM) ,2007 By 8"(66&4 Q X ﬁ,\J\(—\ Page 329
Bohdan R. Pankiw N
Chief Counsel

Pennsylvania Public Utility Commission

Dated: %W;M,@j 52007 By W%, C ppe

Office of the Attorney General
Commonwealth of Pennsylvania
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 MAKE A CALL:

Homs » Traditional Relay > CapTel o

Continue to enjoy your telephone
canversations with the added confidenceof

captioning!

Captioned telephune (CapTel@) s:

you to talk on the phons and Iistié'

parson you are talking wiiﬁ—plﬁs%

captioned text of their conversation's

make sure that you're hearing their vor
wirectly, CapTel® is especially helpful for
people #ho have urderstandable speach, but
have some degree of haaring loss. CapTeld®
enzbles them to stay in toudh on the phone
vithout wonving about missing parts of the

conyersatian,

Downlvad the CapTel brochure for your state:

Choose your state:

Captisned
Telzphone.com
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Complaint Log

Complaint Log 2002-2003 as filed with the FCC
Complaint Log 2003-2004 as filed with the FCC
Complaint Log 2004-2005 as filed with the FCC

Complaint Log 2005-2006 as filed with the FCC
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Federal Communications Commission Page 333
Washington, D.C. 20554 :

July 23, 2003

Robert A. Rosenthal

Director

Fixed Utility Services

Pennsylvania Public Utility Commission
P.O. Box 3265

Harnisburg, PA 17105-3265

RE:  State of Pennsylvania

Dear Mr. Rosenthal:

This is to notify you that the Federal Communications Commission (Commission) has
received the state of Pennsylvania’s annual consumer complaint log summary for the 12-month
period between June 1, 2002 and May 31, 2003.

Questions regarding the complaint log summaries should be directed to Erica Myers at
(202) 418-2429, (202) 418-0464 (TTY), Erica.Mvers@fce.gov.

Sincerely, _ - .
gl s A A
Thémas Chandler

Chief, Disability Rights Office
Consumer & Governmental Affairs Bureau

CC:
CC DOCKET NQ. 98-67
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June 12, 2003
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IN REPLY PLEASE
REFER TD OUR FILE

DA 03-1728
CC Docket No. 98-67

MARLENE H DORTCH
OFFICE OF THE SECRETARY

FEDERAL COMMUNICATIONS COMMISSION
445 12™ STREET SW

ROOM TW-A32%

WASHINGTON DC 20554

Re: Submission of Annual Log Summary of TRS Consumer Complaints

Dear Ms. Dortch,

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

In accordance with DA 03-1728, released May 19, 2003 at CC Docket No. 98-67

period ending May 31, 2003. Also, please find a copy of the complaint log summaries on the
enclosed 3.5 inch diskette. AT&T, as the provider for Pennsylvania TRS, has maintained the
consumer complaints, and has prepared the enclosed complaint log summaries.

Ce:

407429

If you have any questions or need additional information, please call Grace House at
(717) 783-6174.

Sincerely,
: ;//'”__.17' R4
/ 2 . 25
7 A /?;-f_;;g‘,{,q‘ﬂ'--”“/ L

Robert A. Rosenthal
Director
Fixed Uulity Services

Grace House
Eric Jeschke
Erica Mvers, Consumer & Governmental Affairs Bureay, Disability Rights Office



As of June B, 2003
~ Penngylvania
VOICE

2003 ANNUAL SUMMARY OF CONSUMER COMPLAINTS

PENNSYLVANIA RELAY SERVICE

June 1, 2002 through May 31, 2003

AUG

MAY

0 0
v i : 2 2 1 3
TOTAL 3 2

Az of e 8, 2003

2002 2003
oo A0 AL = [} i 1) A, R 2 J
Transparency 1 1
Confidentiality 0
Verbatim 1 2 1 2 1 9
Typing Issues 1 1 2 1 1 1 1 8
In Call Replacement 0
Answer Performance 3 1 2 5 14
Gender Accommodation 0
Total 1 1 5 4 2 1 4 5 2 2 32
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PENNSYLVANIA - 2003 Annual Consumer Log - FCC 060903

ATET Proprietary - Use pursuant to Company instructions
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FCC Docket No. CG 03-123
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PENNSYLVANIA RELAY SERVICE November 8, 2007

ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2002 - MAY 2003

June 2002

TTY June 20,2002

The customer complained the CA did not relay her conversation accurately.
Category: Other (CA/OPR) :
Escalation: Received by the Nanonal Relay Center, RI and handied 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.

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 National
Customer Care Center.

Resolution: Apologized for the inconvenience, and informed the customer the problem
has been corrected.

Contact Closed: August 4, 2002

FCC: Answer Performance

TTY August 3, 2002

The customer complained he did not get a response from the relay service when dialing
711,

Category: Answer/Wait Time

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized to the customer, and assured him the problem would be
reperted.

Contact Closed: August §, 2002

FCC: Answer Performance

Voice August 25,2002
The customer complaimed CAs were having personal conversations with her boyfriend.

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
PAFCCO862-05G3
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PENNSYLVANIA RELAY SERV N 007

ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 20602 - MAY 2003

Category: Other (CA/OPR}

Escalation: Received by the Pennsylvania 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/OFR)

Escalation: Received by the Maryland 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: 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

TTY September 12,2002

The customer complained about the CA’s typing.

Category: Typing Skill/Speed

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

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

Contact Closed: September 13, 2002

FCC: Typing Issue

TTY September 18,2002

The customer complained the CA's typing was slow.

Category: Typing Skill/Speed

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

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

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
PAFCCDE02.0503
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PENNSYLVANIA RELAY SEWn for Recertification of the Pennsylvania TRS
November 8, 2007
ANNUAL CONSUMER COMPLAINTS SUMMARY e 138

JUNE 2002 - MAY 2003

Contact Closed: September 20, 2002
FCC: Typing Issue

TTY September 24, 2002

The customer complained the CA did not leave a message on an answering machine as
requested.

Category: Attitude and Manner

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized io the customer for the inconvenient. Assured her the complaint
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 information

would be documented.

Contact Closed: September 30, 2002

FCC: Verbaum i
!

October 2002

TTY October 1, 2002 ;
The customer complained of long hold tirmes when dialing into 711, and CAs not

following instructions.

Category: Other (Misc)

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

Resolution: Apclogized for the inconvenience, and assured the customer the CA's

manager would follow up accordingly.

Contact Closed: Ociober 31, 2002

FCC: Answer Performance

TTY October 5, 2002

The customer complained about the CA's typing skills.

Category: Typing Skili/Speed

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

Contact Closed: Oclober 6, 2002

FCC: Typing Issue

November 2002

AT&T PROPRIETARY - USE PURSUANT TG COMPANY INSTRUCTIONS
FPAFCCO602-0503



FCC Docket No. CG 03-123
Application for Recertification of the Pennsylvania TRS
PENNSYLVANIA RELAY SERVICE November 8, 2007

ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2002 - MAY 2003

TTY November 1, 2002

The customer complained that the CA's typing had many 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 accordingly.

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 Deeember 7, 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 Customer Care 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 8, 2002

FCC: Answer Performance

TTY Decemnber 12, 2062

The customer complained that one CA did not follow his instructions, and another did not
relay the name on a recording correctly.

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 CAs
manager's would follow up accordingly.

Contact Closed: December 31, 2002

FCC: Verbatim

Voice December 17, 2002
The customer complained that the CA was extremely rude, and typed extremely slowly,

Category: Attitade and Manner*
Escalation: Received by the National Relay Center, PA and handled by the National

Customer Care Center.
Resolution: Apologized for the inconvenience, and assured the customer his complaint

would be reported.

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
PAFCCOS02-0503
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JUNE 2002 - MAY 2003

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 National
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 customer complained the CA was slow 1o respond.

Category: Answer/Wait Time

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

Contact Closed: January 18, 2003

FCC: Answer Performance

TTY January22, 2003

The customer complained that he/she had to wait for an available CA.

Category: Answer/Wail Time

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized for inconvenience , and assured customer a report would be
filed.

Contact Closed: January 22, 2003

FCC: Answer Performance

February 2003

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
PAFCCO602-0503 i
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JUNE 2002 - MAY 2003

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

Voice 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)

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 complained he has been unable to reach relay

Category: Other (Equip)

Escalation: Received by the Relay Customer Service Line and handied by the Natjonal
Customer Care Center.

Resolution: Apologized to the customer for the mconvenience, and informed the
customer that our technicians were working to resolve the problem.

Contact Closed: March 31, 2003

FCC: Answer Performance

TTY March 31,2003

The customer complained of trouble connecting 1o the relay service.

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 mentioned that the

problem causing the issue has been resolved.
Contact Closed: Apnil 2, 2003
FCC: Answer Performance

Yoice March 31, 2003

The customer complained of trouble connecting to the relay service.

Category: Other {Equip)

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

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
PAFCCO602-0503
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ANNUAL CONSUMER COMPLAINTS SUMMARY Page 342
JUNE 2002 - MAY 2003

Customer Care Center.
Resolution: Apologized to the customer for the inconvenience, and mentioned that the

problem causing the issue has been resolved.
Contact Closed: Apnl 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 National
Customer Care Center.

Resolution: Apologized to the customer for the inconvenience. Informed him that a
technical issue causing the problem has been resoived.

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 36,2003

The customer was upset that the CA made so many tvping ervors during his call,
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

May 2003

TTY May 14,2003

The caller had several CA complaints including not processing his calls quickly, not
following instructions, disconnecting, and not relaying verbatim. :

Category: Other (Misc)

Escalation: Received by the National Relay Center, R] and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer his complamts

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
PAFCCO602-0503



FCC Docket No. CG 03-123

PENNSYLVANIA RELAY SERRFfgeg: or Recortifiation of the Fennarfvania TH5
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JUNE 2002 - MAY 20603

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/OFR)

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

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
PAFCCO602-0503
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Federal Communications Commission News media Information 202/ 418-0500
445 12% 81. S W. Fax-Op-Demand 202/418-2830
Washington, D.C. 20554 I'TY 202/418-2555
Internet: htip///www . fcc.pov
ftg.fcc.gov
DA 03-1728

Released: May 19, 2603

CONSUMER & GOVERNMENTAL AFFAIRS BUREAU REMINDS STATES
AND TELECOMMUNICATIONS RELAY SERVICES (TRS) PROVIDERS THAT
THE ANNUAL LOG SUMMARY OF CONSUMER COMPLAINTS
CONCERNING TRS 1S DUE TUESDAY, JULY 1, 2003

The Federal Communications Commission’s Consumer & Governmental Affairs Bureau reminds
states and telecommunications relay services {TRS) providers that they must submit their annual
consumer complaint Jog summaries for the 12-month period ending May 31, 2003, on or before
July 1, 2003.

To assist the Commussion in monitoring the service quahity of TRS providers, the Commussion
requites interstate TRS providers and siate TRS programs 1o maintain a log of consumer
complaints that allege violations of the federal TRS mandatory minimum standards.! These logs
are intended to provide an early warning system to the Commission of possible service quality
problems, Additionally. this information allows the Commission to determine whether & state or
interstate TRS provider has appropriately addressed consumer complaims and 1o spot national
trends that may lend themselves to coordinated solutions. It further enables states to
communicate with one another to Jearn how other states are resolving complaints.®

Complaint log summaries should include information pertaining 10 complamts received between
June 1, 2002, and May 31, 2003. Complaint log summaries shall include the number of
complaints received that allege a violation of the federal TRS mandatory minimum standards, the
date of the complamz, the nature of the complaint, the date of its resolution, and an explanation of
the resolution” The Commission requires that this information be included in the complaint log
summary for the purpose of alerting the Commission of possible service gquality problems. The

' See In the Matter of Telecommunications Relay Services and Speech-to-Speech Services for Individuals
with Hearing and Speech Disabilities. Report and Order and Further Notice of Proposed Rulemaking, FCC
00-56, 15 FCC Red 3140 (2000} (Jmproved TRS Order; 47 C.F.R. §64.604 (“Mandatory Minimum
Standards™).

Tid. arq 122,

% See 47 CF.R_§ 64.604 (c)(1).
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complaint log summeary must be filed with the Consumer & Governmental Affairs Bureau,
Disability Rights Office.*

States and interstate TRS providers who choose to submit by paper must submit an original and
four copies of each filing on or before Tuesday, July 1, 2003. To expedite the processing of
complaint log summaries, states and interstate TRS providers are encouraged to submit an
additional copy to Attn: Erica Mvers, Federal Communications Commission, Consumer &
Governmental Affairs Bureau, 445 12% Street, SW, Room 6-A432, Washington, DC 20554 or by
email at emyers@fcc.gov. States and interstate TRS providers should also submit electronic disk
copies of their complaint log summaries on a standard 3.5 inch diskette formatted in an IBM
compatible format using Word 97 or compatible software. The diskette should be submitted in
“read-only”™ mode and must be clearly labeled with the State or interstate TRS provider name, the
filing date and captioned “Complaint Log Summary.” '

Filings can be sent by hand or messenger delivery, by commercial overnight courter, or by first-
class or overnight U.S. Postal Service mail {although we continue to experience delays in
receiving U.S. Postal Service mail). The Commission's contractor, Vistronix, Inc., will receive
hand-delivered or messenger-delivered paper filings for the Commission's Secretary at 236
Massachusetts Avenue, N.E, Suite 110, Washingion, D.C. 20002, The filing hours at this
jocation are 8:00 am. to 7:00 p.m. All hand deliveries must be held together with rubber bands
or fasteners. Any envelopes must be disposed of before entering the building. Commercial
overnight mail (other than U.S. Postal Service Express Mail and Priority Mail) must be sent to
5300 East Hampton Drive, Capitol Heights, MD 20743, U.S. Postal Service firstclass mail,
Express Mail, and Priority Mail should be addressed to 445 12th Street, SW, Washington, D.C.
20554, Al filings must be addressed to the Commission's Secretary, Marlene H. Dortch, Office
of the Secretary, Federal Communications Commission, 445 12% Street, SW, Room TW-A325,

Washington, DC 20554,

The filings and comments will be available for public inspection and copying during regular
business hours at the FCC Reference Information Center, Portals 11, 445 12" Street, SW, Room
CY-A257, Washington, DC 20554, They may also be purchased from the Commission’s
duplicating contractor, Qualex International, Portals I1, 4435 12% Street, SW, Room CY-B402.
Washington, DC 20554, telephone (202) 863-2893, facsimile (202) 863-2898, or viz e-mail
qualexinti@aol.com. Filings and comments may also be viewed on the Consumer &
Governmental Affairs Bureau, Disability Rights Office homepage at hiip//www.foc. gov/cgb/dro.

To request materials in accessible formats for people with disabilities (braille, large print,
electronic files, auto format), send an e-mail to feeS04@fcc.gov or call the Consumer &
Governmental Affairs Bureau at 202-418-0531 (voice), 202-418-7365 (tty). This Public Naotice
can also be downloaded in Text and ASCII formats at http://www.fee.gov/ceb/dro

For further information regarding this Public Notice, contact Erica Myers, Consumer &
Governmental Affairs Bureau, Disability Rights Office (202) 4182429 {voice), (202) 418-0464
(TTY), or e-mai! emvers@fce.gov.

- FCC -

? See hmproved TRS Order a1 4 121,



FCC Docket No. CG 03-123

Federal Communications Commission
Washington, D.C. 20554 ...

September 176,. 2004 7 T LS
Eric Van Jeschke
TRS Admtnistrator
Pennsylvania Public Utility Commission
P.O.Box 3265

Hamisburg, PA 17105-3265

RE:  State of Pennsylvania

Dear Mr. Van Jeschke:

This is to notify you that the Federal Communications Commission (Commission) has
received the state of Pennsylvania’s annual consumer complaint log summary for the 12-month
period between June 1, 2003 and May 31, 2004.

Questions regarding the complaint log summaries should be directed to Erica Myers at
(202)418-2429, (202) 418-0464 (TTY). EncaMversi@fcc.oov.

Sincerely,

Th’féaé&mdier |
Chief, Disability Rights Office

Consumer & Governmental Affairs Bureau

CC DOCKET NO., 98-67

Application for Recertification of the Pennsylvania TRS
November 8, 2007
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 Leeos COMMONWEALTH OF PENNS Y AMLA for Recertification of the Pennsylvania TRS

ﬁ‘ﬁ"‘é‘ PENNSYLVANIA PUBLIC UTILITY COMMISSION November 8, 200
P.O. BOX 3265, HARRISBURG, PA 17105-3265 ey ol8E

PRI THIT SO

June 18, 2004

DA 04-1599
CC Docket No.98-67

MARLENE H DORTCH
OFFICE OF THE SECRETARY

FEDERAL COMMUNICATIONS COMMISSION
445 12™ STREET SW

ROOM TW-B204

WASHINGTON DC 20554

Re: Submission of 2004 Annual Log Summary of TRS Consumer Complaints

Dear Ms. Dorich,

In accordance with DA 04-1599, released June 2, 2004 at CC Docket No. 98-67 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, 2004. Also, please find a copy of the complaint log summaries on the enclosed 3.5 inch
diskette. AT&T, as the provider for Pennsylvania TRS, has maintained the consumer
complaints, and has prepared the enclosed complaint log summaries.

1f you have any questions or need additional information, please call Eric Van Jeschke at
(717) 783-3850.

Sincerely,

Juath fors

Robert A. Rosenthal
Director
Fixed Utility Services

Cc:  Eric Van Jeschke
Erica Myers, Consumer & Governmental Affairs Bureau, Disability Rights Office

478373



AT&T RELAY SERVICES
2004 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2003 through May 31, 2004

Commonwealth of Pennsylvania - Tofals

June 8, 2004
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ATET RELAY SERVICES
ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2003 through May 31, 2004
Compiaint Summary by Category

Commonwealth of Pennsylvania - Summary by Category
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o _ FCC Docket No. CG 03-123
PENNSYLVANIA RELAY SERW&OD for Recertification of the Pennsylvania TRS

November 8, 2007

ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2003 - MAY 2004

June 2003 — Nothing to report.

July 2003
TTY July 10,2003

The customer complained that the CA typed oo 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: July 11, 2003

FCC: Typing Issue

August 2003 — Nothing 1o report.

September 2003

TTY September 15, 2003

The customer complained the CA was rude, did not relay the entire call, and was lazy.
Category: Attitude and Manner

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: September 15, 2003

FCC: Verbatim

TTY September 18,2603

The customer complained that the CA did not leave a message on an answering machine.

Category: Other (CA/OPR)

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: September 29, 2003

FCC: Verbatim

TTY September 29, 2003
The customer complained that the CA did not leave the entire message on his/her

answering machine.

Category: Other (CA/OPR)

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.

Contaci Closed: October 1, 2003

FCC: Verbatim

AT&T PROFPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
PAFCCO603-U504
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FCC Docket No. CG03-123

Application for Recertification of the Pennsylvania TRS

PENNSYLVANIA RELAY SERVICE November 8, 2007

ANNUAL CONSUMER COMPLAINTS SUMMARY Page 350
JUNE 2003 - MAY 2004

October 2003
Voice October 1, 2003
The customer complained that she is connected toTTY tones when dialing PA Relay.

Also, the CA was holding a personal conversation during her call.

Category: Other (Misc)

Escalation: Received by the Maryland Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and advised the information would be
forwarded to our technical department and the CAs manager.

Contact Closed; October 6, 2003

FCC: Transparency

TTY October 8, 2603

The customer had several complaints including CAs not following instructions and
interrupting his conversation.

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 each CA's
manager would follow up accordingly.

Contact Closed: October 31, 2003

FCC: Transparency

November 2003

TTY November 2,2003

The customer complained that the CA was rude and did not type verbatim.
Category: Attitude and Manner

Escalation: Received by the National Relay Center, PA 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: November 4, 2003

FCC: Verbatim

December 2003
TTY December 2, 2003
The customer had several complaints about CAs that included delay of his calls,

disconnecting him, and not following his instructions.

Category: Other (CA/OPR)

Esealation: Received by the National Relay Cemnter, PA and handied by the same.
Resolution: Apologized to the customer for each incident. Assured him follow up would
be done with cach CA.

Contact Closed: December 31, 2003

FCC: Transparency

TTY December 12, 2003
The customer complained about the CA's typing.

AT&T PROPRIETARY « USE PURSUANT TO COMPANY INSTRUCTIONS
PAFCCO603-0304



FCC Docket No, CG 03-123

Application for Recertificati syivania 1
PENNSYLVANIA RELAY SERVICE - orification ofthe fonnsyivania TitS
ANNUAL CONSUMER COMPLAINTS SUMMARY Page 351

JUNE 2003 - MAY 2064

Category: Typing Skill/Speed

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apoclogized to the customer for the inconvenience.

Contact Closed: December 12, 2003

FCC: Typing Issue

TTY December 16,2003

The customer complained that the CA's typing skills were poor.

Category: Typing Skill/Speed

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 16, 2003

FCC: Typing Issue

Januarv 2004

Voice January 1, 20604
The customer felt the CA was the worst he ever had. The CA chastised him for not using

the GA, and when he requested a supervisor she hung up on him.

Category: Attitude and Manner

Escalation: Received by the National Relay Center, PA 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: January 1, 2004

FCC: Transparency

TTY January 21,2004
The customer complained the CA typed teo many spaces in between the words.

Category: Other (Misc)

Escalation: Received by the National Relay Center. PA and handled by the same.
Resolution: Apologized 10 the customer for the inconvenience.

Contact Closed: January 21, 2004

FCC: Typing Issue

Februarv 2604

Voice February 2, 2004

The customer complained that the CA made inappropriate remarks about her mother who
1s a VCO user,

Category: Attitude and Marmer

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized {or the inconvenience, and assured the customer the incident
would be reported.

Contact Closed: February 2. 2004

AT&T PROPRIETARY ~ USE PURSUANT TO COMPANY INSTRUCTIONS
PAFCCU603-0504



FCC Docket No. CG 03-123
Application for Recertification of the Pennsylvania TRS

PENNSYLVANIA RELAY SERVICE November 8, 2007

ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2003 - MAY 2004

FCC: Transparency

March 2004

TTY March 3,2004
The customer complained that the CAs did not type verbatim, did not follow his

instructions, and did not identify themselves when he requested.

Category: Other (CA/OFR)

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 managers of
the CAs would follow up accordingly.

Contact Closed: March 31, 2004

FCC: Verbatim

TTY March 23, 2004
The customer complained that the CA did not type a word.

Category: Other (CA/OPR)

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Expiained to the customer that the answering machine message was difficult
to understand.

Contact Closed: March 24, 2004

FCC: Verbatim

- April 2004
TTY April1,2004
The customer complained that the CA typed terribly and spelled poorly.

Category: Typing Skill/Speed

Escalation: Reccived by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized and thanked the customer for providing feedback.
Contact Closed: April 1, 2004

FCC: Typing Issue

TTY April 7,2004

The customer complained about the CA's typing skilis.

Category: Typing Skill/Speed

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

Contact Closed: April 7, 2004

FCC: Typing Issue

TTY April 12, 2004

The customer complained that the CA made too many typing errors.

Category: Typing Skill/Speed

Escalation: Received by the Marviand Relay Center and handled by the same.
AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS

PAFCCO603-0504
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FCC Docket No. CG 03-123

A
PENNSYLVANIA RELAY SERV
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2003 - MAY 2004

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

Contact Closed: April 12, 2004

FCC: Typing Issue

Voice April 15,2004

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 explained that no records are kept of
the conversations.

Contact Closed: April 15, 2004

FCC: Verbatim

TTY April 28, 2004
The customer complained the CA had not relayed the call verbatim.

Category: Other (CA/OPR)

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer that the CAs
are trained to relay verbatim.

Contact Closed: Apri] 28, 2004

FCC: Verbatim

May 2004

Voice May 10, 20604

The customer complained that the CA was making comments during her 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 the CA's
manager would follow up accordingly.

Contact Closed: May 10, 2004

FCC: Transparency

TTY May 20,2004
The customer complained that the CA did not relay his/her conversation 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 CA's
manager would follow up accordingly.

Contact Closed: May 20, 2004

FCC: Verbatim

AT&T PROPRIETARY - USE PURSUANT TQ COMPANY INSTRUCTIONS
PAFCCB03-0504

;Jlication for Recertification of the Pennsylvania TRS
ICE November 8 2007
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FCC Docket No. CG 03-123

COMMONWEALTH OF PENNSYLVAR A Recortification of the Feonsylvanis TRS
PENNSYLVANIA PUBLIC UTILITY COMMISSION Page 354
I P.O. BOX 3265, HARRISBURG, PA 17105-3265 REFER 10 OUR FRE
June 22, 2005
DA 05-1681

CG Docket 03-123
CC Docket No.98-67

MARLENE H DORTCH
OFFICE OF THE SECRETARY

FEDERAL COMMUNICATIONS COMMISSION
445 12" STREET SW

ROOM TW-B204

WASHINGTON DC 20554

Re: Submission of 2005 Annual Log Summary of TRS Consumer Complaints

Dear Ms. Donich.,

In accordance with DA 05-1681, released June 16, 2005 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 penied ending
May 31, 2005. Also, please find a copy of the complaint log summaries on the enclosed 3.5 inch
diskette. AT&T, as the provider for Pennsvlvania TRS, has maintained the consumner
complaints, and has prepared the enclosed complaint log summaries.

If you have any questions or need additional information, please contact Eric Van
Jeschice at {(717) 783-3850 or ejeschkeldistate.pa.us.

Robert A. Rosenthal. Director
Bureau of Fixed Utility Services

Enclosures

cc: Eric Van Jeschke, FUS Telco
Dana Jackson, Consumer & Governmental Affairs Bureau, Disability Rights Office



AT&T RELAY SERVICES

ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2004 through May 31, 2005

Complaint Summary by Category

PENNSYLVANTA

As of 6/8/2005
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Verbatim
Typing Issues
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Answer Performance
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: - ; FCC Docket No. CG 03-123
£ icati R iflcati ia T
PENNSYLVANIA RELAY SERVICE e e B o
ANNUAL CONSUMER COMPLAINTS SUMMARY Page 356
JUNE 2004 - MAY 2005

June 24004

TTY June9,2004

The cusiomer complained that it tock too long for relay 10 answer.

Category: Answer/Wait Time

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

Center.
Resolution: Apologized for the inconvenience, and explained that due to high call

volumes, the wait time was longer than usual.
Contact Closed: June 11, 2004
FCC: Answer Performance

TTY Junell, 2004
The customer complained that the CA typed too slow and made too many mistakes.

Category: Typing Skill/Speed
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 foliow up accordingly.
Contact Closed: June 13, 2004
FCC: Typing Issue f

TTY June 16, 2004
The customer complained that the CA interrupted him.

Category: Attitude and Manner
Escalation: Received by the Pennsylvania Rejay Center and handled by the same.

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

Contact Closed: June 16, 2004

FCC: Transparency

Voice June 29,2004
The customer complained that the CA did not relay her message properly.

Category: Attitude and Manner
Iscalation: Received by the Pennsylvania Relay Center and handled by the same.

Resolution: Apologized 1o the customer for the inconvenience.
Contact Closed: July 14. 2004
FCC: Verbatim

July 2004

TTY July 14,2004
The customer complained he had o wait a fong 1ime 10 reach a CA. He also compiained

that when the CA finally came on, her message was garbled.
Category: Answer/Wait Time
AT&T PROPRIETARY » USE PURSUANT 7O COMPANY INSTRUCTIONS
PAFCCO603-0504 .1-



' FCC Docket No. CG 03-123

PENNSYLVANIA RELAY Sl—ﬁﬁg\]ﬁm for Recertification of the Pennsylvania TRS

ANNUAL CONSUMER COMPLAINTS SUMMARY November 8
JUNE 2004 - MAY 2005

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

Resolution: Apologized, and explained that there were a high volume of calls on the day
and time he noted. Set up a profile to eleminate garbling,

Contact Closed: July 16, 2004

FCC: Answer Performance

August 2004

TTY August 2, 2004

The customer complained that the CAs are not henest and do not relay her calls
accurately. '

Category: Other (Misc)

Escalation: Received by the Georgia Relay Center and handled by the National

Customer Care Center.
Resolution: Apologized 10 the customer for the inconvenience, and explained that all

conversations are relayed verbatim,
Contact Closed: August 31, 2004
FCC: Verbatim

TTY August2,2004
The customer complained that afier calling the relay, she repeatedly sees a message that

all CAs are busy. »

Category: Answer/Wait Time
Escalation: Received by the Relay Custemer Service Line and handled by the National

Customer Care Center,
Resohrtion: Explained to the customer that she will receive that message if a CA 1s not

available 10 handle her call.

Contact Closed: August 31, 2004
FCC: Answer Performance

TTY August5,2004
The customer complained that the CA dialed the wrong number, did not type verbatim,

and mispelied too many words.

Category: Other (CA/OPR)
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.
Conact Closed: August 5, 2004
FCC: Verbaum

September 2004

TTY September 13, 2004
The customer complained the CA was slow 1o respond and typed poorly.

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONE
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o FCC Docket No. CG 03-123
Application for Recertification of the Pe nnsyivania TRS

PENNSYLVANIA RELAY SERVICE November 8, 2007

ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2004 - MAY 2005

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 accerdingly.
Contact Closed: September 13, 2004

FCC: Typing Issue
October 2004 - Nothing 1o report

November 2004

TTY Novemberl, 2004
The customer complained that the voice person had heard rude comments made by the
CA during his conversation.

Category: Other (CA/OFR})
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: November 1, 2004

FCC: Confidentiality

Voice November 20, 2004
The customer complained that the CA interrupted his call.

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: November 20, 2004

FCC: Transparency

December 2004

TTY December 13,2004
The custorner complained about CAs not 1yping a recorded message verbatim, and not

following instructions.

Category: Other (CA/OPR)
Escalation: Received by the Relay Cusiomer Service Line and handled by the National

Cusiomer Care Center.
Resolution: Apologized for the inconvenience, and assured the cusiomer the CA¢'

managers would follow up accordingly.
Contact Closed: December 31, 2004
FCC: Verbaum

AT&T PROPRIFTARY - USE PURSUANT TO COMPANY INSTRUCTIONS
PAFCCO803-0504
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PENNSYLVANIA RELAY S%ﬂ.\g:itétfor Recertification of the Pennsylvania TRS

; : November 8, 2007

ANNUAL CONSUMER COMPLAINTS SUMMARY T bage 359
JUNE 2004 - MAY 2005

January 2008

TTY January 2, 2005
The customer complained that the CA did not relay accurately, and would not transfer her

call to another CA.

Category: Other (CA/OFPR)
Escalation: Recejved 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 accordingly.
Contact Closed: Februan 3, 2005

FCC: Verbatim

February 2005

TTY February 3, 2005
The customer complained that the CA typed the wrong telephone number when leaving a

message on her answering machine.

Category: Other (CA/OPR)
Escalation: Received by the Relay Customer Service Line and handled by the National

Customer Care Center.
Resolution: Apolegized for the inconvenience, and assured the customer the CA's

manager would follow up accordingly.
Contact Closed: February 4, 2005
FCC: Verbatim

TTY February 18, 2005
The customner comyplained that the CA was mtsspeﬂmg a lot of words.

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: February 18, 2005

FCC: Typing lssue
March 2008

TTY March9, 2005
The customer complained that the CA did not comply with her request 10 have a female

CA handle her call.
Category: Anitude and Manner
Escalation: Received by the Georgia Relay Center and handled by the same.

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

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
PAFCCD603-0504 “4-
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])ENNS}FL\?ANIA RELAY Sﬁﬁ%ﬂ@ﬁl for Recertification of the Peﬁnsylvam'a TRS

ANNUAL CONSUMER COMPLAINTS SUMMARY Moo
JUNE 2004 - MAY 2005

Contact Closed: March 9, 2005
FCC: Gender Accommodation

April 2603

TTY April 21, 2005
The customer complained that the CA had typing errors during his conversation which

caused confusion.

Category: Typing Skill/Speed

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

Contact Closed: April 21, 2005

FCC: Typing Issue

Mavy 2005

TTY May 14, 2005
The customer complained that the CA misspelled too many words.

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: May 14, 2005

FCC: Typing lssue

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
PAFCCOB03-0504 B
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Application for Recertification of the Pennsylvania TRS

_—
GODoR COMMONWEALTH OF PENNSYLVANIA November 8, 2007
PUC PENNSYLVANIA PUBLIC UTILITY COMMISSION - Page 361
S P.O. BOX 3265, HARRISBURG, PA 17105-3265 i SErLY PLERSE
June 26, 2006
DA 06-1175

CG Docket 03-123

MARLENE H DORTCH
OFFICE OF THE SECRETARY
FEDERAL COMMUNICATIONS COMMISSION

445 12™ STREET SW
ROOM TW-B204
WASHINGTON DC 20554

Re: Submission of 2006 Annual Log Summary of TRS Consumer Complaints

Dear Ms. Dortch,

In accordance with DA 06-1175, released May 31, 2006 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, 2006. Also, please find a copy of the complaint Jog summaries on the enclosed 3.5 inch
diskette. AT&T and Captel, Inc., are the providers for Pennsylvania TRS and captioned
telephone 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,

(o C =

Robert A. Rosenthal, Director
Bureau of Fixed Utility Services
Enclosures

cc: Eric Van Jeschke, FUS Telco
Pam Gregory, Consumer & Governmental Affairs Bureau, Disability Rights Office



AT&T RELAY SERVICES
PENNSYLVANIA
2006 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2005 through May 31, 2006

VOICE

AT&T RELAY SERVICES
PENNSYLVANIA
ANNUAL SUMMARY OF CONSUMER COMPLAINTS

June 1, 2005 through May 31, 2006
Complaint Summary by Category
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FCC Docket No. CG 03-123
Application for Recertification of the Pennsylvania TRS

PENNSYLVANIA RELAY SERVICE " November & 2007
ANNUAL CONSUMER COMPLAINTS SUMMARY Page 363
JUNE 2005 - MAY 2006

June 2005

TTY Junel, 2005
The customer complained that the CA got involved in his/her conversation and caused
confusion during the call.

Category: Other (CA/OPR)
Escalation: Received by the New Jersey 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: June 3, 2005 '
FCC: Transparency

TTY June8§, 2005
The customer complained that the CA was not typing verbatim and was giving her a hard

time about placing her 3-way call.

Category: Other (CA/OPR)
Escalation: Received by the Georgia Relay Service and handled by the same.

Resolution: Apologized for the inconvenience and forwarded to management,
Contact Closed: June 8, 2005
FCC: Verbatim

July 20058 .
|

TTY July 8, 2005
The customer complained the CA did not follow instructions by not transferring herto a

female CA.

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: July 8, 2005

FCC: Gender Accommodation

August 2008

TTY August 25, 2005
The custorner complained the CA was slow 1o respond and may have missed part of his
conversation.

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 cusiomer the CA's
manager would follow up accordingly.
Contact Closed: August 25, 2005
FCC: Typing lssue
AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
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o FCC Docket No. CC 03-123
Application for Recertification of the Pennsylvania TRS

PENNSYLVANIA RELAY SERVICE November 8, 2007

ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2005 - MAY 2006

September 2005

TTY September 3, 2005
The customer complained the CA did not type her conversation 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 3, 2005

FCC: Verbatim

TTY September 14, 2005
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 14, 2005

FCC: Verbatim
October 2005

TTY October 17,2005

“The customer complained the CA was rude, typed very slow, did not provide a GA when

needed, and eventually hung up on her.

Category: Attitade and Manner
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: Qctober 17, 2005

FCC: Typing Issue

November 2005 — Nothing to report

December 2005

Voice December 14, 2005
The customer complained he/she had difficulty reaching the relay service.

Category: Answer/Wait Time

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

Resolution: Apologized for the inconvenience.
Contact Closed: December 16, 2005
FCC: Answer Performance

AT&T PROFPRIETARY « USE PURSUANT TO COMPANY INSTRUCTIONS
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FCC Docket No. CG 03-123

PENNSYLVANIA RELAY SERVER. 7 Recertification of the

ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2005 - MAY 2006

Pennsylvania TRS
November 8, 2007
Page 363

TTY December 28, 2605
The customer complained the CA had not relayed the call verbatim.

Category: Other (CA/OPR)

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: December 29, 2005
FCC: Verbatim

January 2006

Voice January 14,2006
The customer complained the CA was rude and interfered in the 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 accordingly.

Contact Closed: January 14, 2006

FCC: Transparency

TTY January 27, 2006
The customer complained the CA had poor 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 27, 2006
FCC: Typing Issue

February 2006

TTY February 17, 2006
The customer complained the CA had not relayed the call verbatim.

Category: Other (CA/OPR)
Escalation: Received by the Georgia Relay Center and handled by the National

Customer Care Center.
Resolutien: Apologized for the inconvenience, and assured the customer the CA's

manager would follow up accordingly.
Contact Closed: February 20, 2006
FCC: Verbatim
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FCC Docket No, CG (3-123

PENNSYLVANIA RELAY SEW*@E)H for Recertification of the Pennsylvania TRS

ANNUAL CONSUMER COMPLAINTS SUMMARY e e
JUNE 2605 - MAY 2006 :

TTY February 20, 2006
The customer complained that the CA made many typing errors.

Category: Other (CA/OPR)
Escalation: Received by the Georgia 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: February 21, 2006

FCC: Typing Issue
March 2006 — Nothing to report
April 2006 — Nothing to report

May 2006 — Nothing to report

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
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Pennsyivania Captioned Telephone Voice-Carry-Over Relay Service
Consumer Complaint Log Summary June 1, 2005 thru May 31, 2006

Daye of compiaint
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B 772005 4:15:00 PM -

S2072005 1:15:00 PM
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FCC Docket No, CG 03-123

Application for Recertification of the Pennsyivania TRS
November 8, 2007

Resolgtion . Date Resolved
Sent customer Jetter with suggestions tor aileviating
disconneclions, 6152005 F15:00 PM
Thanked tusiomer for feedback and the praise will be
reiayed. Customer very pleased with incoming Z-ine
BCCBSS. RI1Tr2005 4:30:00 PM
Thanked customer for teedoack and the praise will be
resayed. Customer very pleased with incoming 2 Line
BOCESS. AL20P2005 3:00:00 PM
Thanked cusiomer for leedback and the praise will be
relgyed. Customer very pleased with incoming 2iine
E207Z005 3:45:00 PM

SCCRES.

Proviged tips lo remedy the problem.

Adviged customer 10 make a pood acousiical seal
berween their ear snd earpiece of CapTel snd advised
them i hold mowuthpiece slightly awsy from lece.

Tharhed pusiomer 1y teedhack Bnd reponied
incigence o Caplioring Service Cell Center
managemehs for toliow up.  Also, discussed the
possibility of the quality of the phone line aflecting
caplioens.

Thanked cusiomes oy positive teedback,
Proviged customer with tips 1o alieviste the probiem,

Frovided explanation why distonnections might be
happening end provided Hps how to fesolve them,

Conducied test call 1o CapTel user's phone, ensuring
their ability It receive captioned tall. Asked cakiers W
provige call fog dola o investigate Cleims of
unsuccessiul calts, Asked callers 1o verify thal their
phone line supports 1800 number, Asked caliar 1o
eomlact Cusiomer Sevvice if they requireg further
RoSistance.

Sent cusiome! infonmation expleining the difference
between & CapTel phone and a raditional phore.
Expleined o customer why
disconneclionireconnection might be ocouming and
ser email with lips 10 reduce Theil Deosrrence.

Advivet customed o hanp up on groblemati Cakt and
re~ghal due fikely 1o B bag connection.

Sertt cusiomer ips N supgesHons 1o try to reduce
the ooouarrence of echa,

Thanked customer tor providing us the feedback and
8IS0 10i0 cuslomer 0 make sre thet the CapTel
mouthpiece is directly over the remote answerng
machine spesher 19 ensune good scurkt guality,
Apoiogized o incitence. invesligated documented
call but could ro! identity the Gause of N caplions on
&2 Line CapTel call. Hseems a CA answered the calf
i then something prevenied the CTA from processing
the call. Discussed ips 10 iy IN Case Bxperence
heppene apain. SugYEsIet CUSIOMEr doaumen! the
dale, time, and CA ¥ on any fukre caiis where
custermer doet no! reCeive caplions.

Thanked customes for the teedback ant noted praise
woult be shafed with management stafl ol the
Caplioning Tenles,

Sent cuslomer intormation expisining the diference
between p CapTel phone snd @ raditionsl phone.
Explained to customer why
disconnechionireconnecion mighl be octurring and
sent leter with Hps 10 reguce el OCCUTerse,

After initial youbieshooting, sdvised custemer 1o
comadt lelephone company 1o ensure lunclionai line,

Apologizes o incidence, pHered (o research problem
call anc inform Calt Center Direclar. Research
indicaies that this was an ispisted technitsl snciden,

Lustomer shared feedback regsarding Tsplioning
speec. TSR apoiogized for incioence and thanked
cusiomer inf the feedback and INfOrMed CUsome? st
the teedbatk would be sharpd with sppropriate
captioning service siafl. Sugpesied custormer
gocumsant the osie, bme, CA#, ano explam
experignce 1or Bny hiure calic where Caplitns seem
1 be NacouraE .

BAW2005 12:15:00 PW

1

BITIR005 4:45:00 PM

BAV2005 5:05:00 PM
SRAO200E 10:00:00 AM.
B21/2005 11:45:00 AM

BA172005 2:45:00 PM

3972005 9:30:00 AM

BZH000 4:05:00 PM

BMY/2005 2:20:00 PM
Q712005 10:30:00 AM

O 42035 8:00:00 AM

1311ASZ00E 4:15:00 PM

1H1H2005 2:00000 PM

1211272008 12:40:00 PM

12ROZ005 1:25:00 PM

V42006 1:00:00 PM

173007 006 4:00°00 FM
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171672006 2:25:00 PM

142312006 1:55:00 PM

112672006 8:30:00 AM

1/30/2006 12:35:00 PM

2/172006 12:35:00 PM
27212006 4:20:00 PM
20572008 2:00:00 PM

2/8/2006 1:30:00 PM

2/9/2008 9:16:00 AM
214412006 5:00:00 PM
211572006 &:55:00 AM
215/2006 12:10:00 PM
2A6/2006 7:20:00 AM
21712006 12:20:00 PM
2/17120086 2:00:00 PM

272012006 12:15:00 PM

2/24/2006 9:20:00 AM

202812006 9:00:00 AM

212812006 10:45:00 AM
2/28/2006 11:50:00 AM
37112006 1;30:00 PM
52006 2:55:00 PM

310/2006 1:05:00 PM

31320068 11:25:00 AM
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Accuracy of caplions

DisconnectReconnect might be ccourring and sent email with ips o reduce

during calls
Billing issue - 10-10

nunbers - unable 1o
usg

Bifling - Generat

Echo Sounds -
CapTei user hears

Technical - General
Technical - General

Technical - General

Billing - General
Bifling - General
Technical - General
Technical - General
Technical - Generat
Billing - Genersal

Technical - General

Technical « General

Captions Lag too far
behing voice

Technical - General

Accuracy of captions
Technical - General
Technical - General
Technical - Generat

Billing - General

Technica) - General

) FCC Docket No. CG 03-123
Applieation for Recertification: of the Pennsylvania TRS
November 8 2007
Customer shared teedback regarding accuracy of Page 368
captions. CSR apologized for incidence and thanked
customer for the feedback end informed customer that
the feedback would be shared with approptiate
captioning service staff. Suggested customer
document the date, time, CA #, end explain experience
for any future calls where caplions seem (C be

inaccurate. 141042006 4:00:00 PM
Sent customer information explaining the difterence
between g CapTel phone and @ traditional phone.,
Explained to customer why disconnection/reconnection

theif OCCUITENCE. 112312006 5:30:00 PM

Tech suppor to investigate circumstance. In the

inferirn, calier is using the defaull carrier, 1262008 8:30:00 AM

Reset cystomer's preterred carrier of choice in our
systern. Confirmed customer is now able 1o make long
distance captioned calls once again. 1/36/2008 1:15:00 PM
Advised customer to miake use of Volume and Tong
settings 10 optimize sound guality on CapTe! phone.
Also sdvised cusiomer how to properly hold handset
for echo reduction, Also 2dvised possibility of using an
assictive listening device.

Regiong! Network Problem identified. User service

27272005 9:30:00 AM

21272006 4:30:00 PM

restored,

Regional network problem identified. User service

restored, 3172006 7:20:00 PM
Regionai network problem identified, User service

restored, 272712006 10:00:00 AM

Explaingd to customer that any normal long distance

charges apply when making 2 long distance captioned
218/2006 9:10:00 AM

cail.

Set up customer's preferred iong distance company in

system, 2/14/2006 5:00:00 PM
Regional network problers identified.User service

resiored. SRTIZ006 10:00:00 AM
Regional Network Problem identified, User service

restored. 211572006 4:00:00 PM
Regional network problem identified. User service

restored. 31720086 12:00:00 PM
Consumer's preferred carrier of choice documented in

ouf Systern, 211712006 12:25:00 PM
Regional Network Problem identified. User service

restored, 2417720066 3:30:00 PM
Kegional Network Probiem identified. User service

restored. 2/20/2006 12:30:00 PM

Advised customer 10 keep log of problematic call,
noting date and time (and CA#) and forward thai
information to CCS for further investligstion.
Regionat network problem identified. User service

restored.

3/1/2006 10:00:00 AM

212872008 12:00:00 AM

CSR representative apologized for this incidence and
shared how CapTel corrections can be recognized in
the lext in ( ). Customer's suggestion shared with Cal

Center personnet.
Hepgionat network problem identified, Liser service

212812006 10:45:00 AM

2/28/2006 12:10:00 PM

restored.

Regional Network Froblem identified. User service

restored. 3162006 5:45:00 PM
Regional Network Problern identified. User service

resiored. 3712606 12:00:00 PM

Cotected billing detail and 100k corrective action, 34072006 44500 P

Technical problem identifred. Resolution provided by

network vendor sotware change. INMB2008 11:50:00 AM
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31442006 11:45:00 AM

3/15/2006 8:40:00 AM

341572006 8:40:00 AM
3162006 7:25:00 FM
3162006 8:15:00 PM
316/2006 B:15:00 PM

3/16/2006 2:15:00 PM

37202006 2:15:00 PM

32812006 3:15:00 PM

33072005 4:00:00 PM

47712006 3:55:00 PM

4/10/2006 9:30:00 AM

47102006 10:25:00 AM

472072006 8:50:00 AM

4/20/2006 12:05:00 PM
Af2012006 12:35:00 PM
472042006 12:55:00 PM
4/20/2006 1:10:00 PM

412002006 2:50:00 PM
51720606 2:00:00 PM

5112006 2:60:00 PM

511812006 $0:40:00 AM
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Techrical - General
Billing - General
Captions Lag too far
behind voice
Technical « Generat
Technical - General
Technica! - General

Technical - General

Captions - stop in
migdie of call

Captions Lag too far
behind voice

Disconnect/Reconnect CapTel, and asked customer to contact CapTel

during calls
Echo Sounds -
Cap¥el user hears

Unable o make
caplioned calis

Uisconnect/Reconnect Cusiomer will log problematic calis and report them for

diutring calts

Service - General

Senvige - General

Service - General

Service - General

Service - Genera}

Service - General

Billing - Generpt

Eiting . General

Billing - General

FCC Docket No. CG 03-123

Application for Recertification of the Pennsylvania TRS
November 8, 2007

Page 369

Regional Network Problem identified. User service
resiored. 371412006 3:25:00 PM

Designsted Carrier of Choice for long distance billing,  3/20/2006 8:15:00 AR

Identified technical incidence on the call reporied.
Apoiogized for incidence and offered ongoing
rraubleshooling assistance should the need arise.
Regional Netwerk Problem identified. User service

32042006 8:30:00 AM

restored, 212006 S:05:00 AM
Regional Network Problem identified. User service
restofed, 32372006 9:40:00 AM
Regional Network Problem identified. User service
restored. JRI2006 S40:00 AM
Regional Network Problem identified. User service
resteted. 320720086 4:20:00 PM

Advised customer i contact their lelephone company
1o check and possibly upgrade the guality of their
phone line. Customer shouid also be certain the
second line is availebie for 2 ling mode support. J/23/2006 9:15:00 AM
Explained the procedure how Captions are transcribed
via voice recognition and our Captel CA. 34282008 3:15:00 PM
Agvised customer 1o connect CapTel divectly to

telephone wall jack, eliminating answening machine

which was "chained" with CapTel, Recommended use

of duplex splitter 10 connect answering machine near

Customer Service if this 8id not remedy the problem, 373072006 4:00:00 PM

Provided customer with suggestions 10 minimize echo. 4/11/2006 1:30:00 PM

Advised customer to perform elecironic resetting of
CapTel phone ang provided 2 software update.

Customer is satisfied. 411172006 7-30:00 AM

investigation. 412006 11:30:00 AM

inbound call technical problem reported at 11:32 AM
on 4130706, The probiem was resoived at 1:52 PM by

CapTe! technical support.
Inbound call technical problem reported a2t 11:32am on
4/20/06. The probiem was resoived at 1:52pm by

CapTel technical suppor.

4/20/2006 1:50:00 PM

412472006 12:45:00 PM

inbound calt technicat problem reporied at 11:32 AM
on 4/20/06. The problem was resolved a1 152 PM by

CapTel technical supporl. 412012006 3:00:00 PM

inbound ¢all techricat problem reported at 11:32 AM
on 4/30/06. The problem was resolved at 1:52 PM by

CapTel technical support. 4720/2008 1:50:00 PM

inbound call technical problem repotted at 11:32am on
4720/06. The problem was resolved at 1:52pm by

CagpTel technical support. 47202008 2:00:00 P

inbound call lechnicai problem repored 2t 11:32am on
4/20/08, The problem was resoived a1 1:52pm by

CapTel lechnical support. 4/20/2006 3:00:00 PM

Registered Customer's COC for long distance calls.
Customer made 2 tes! call and i worked fine, 51172006 2:00:00 PM

Tech suppert sel up a shor term solution while
working with the cellylar provider o semedy the cause. 5/11/2006 3:20.00 PM

Registered customer's preferred long distance carrier
in the system. Cuslomer now able 10 make long

distance captioned calls successiully. 5/18/2006 10:45:00 AM
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o FCC Docket No. CG 03-123

Application for Recertification of the Pennsylvania TRS

] . L. November 8, 2007

Federal Communications Commission Page 370

Washington, D.C. 20554

July 11, 2007 S

Eric Van Jeschke, Analyst _
Pennsylvania Public Utility Commission -
Bureau of Fixed Utility Services .
Telecommunications Group _ i
P.O. Box 3265 e -
Harrisburg, PA 17105-3265

ATTN: Mr, Eric Van Jeschke, Analyst

Re: Telecommunications Relay Service (TRS) Consumer Complaint Log
Summaries for June 1, 2005 throngh May 31, 2006, CGB Docket No. 03-123

Dear Mr. Van Jeschke:

The Federal Communications Commission (FCC) has received yvour Annual TRS Complaint Log
Summary, pursuant to 47 C.F.R. § 64.604(c){(1)(11).

Thank you,

Pam Gregory o
Special Advisor, Disability Rights Office
Consumer & Governmental Affairs Bureau



FCC Docket No. CG 03-123
Application for Recertification of the Pennsylvania TRS

COMMONWEALTH OF PENNSYLVANIA November 8, 2007

ATk e
Euc PENNSYLVANIA PUBLIC UTILITY COMMISSION Page 371
v P.O. BOX 3265, HARRISBURG, PA 17105-3265 gLy pLese
June 28, 2007
M-009002309
MARLENE H DORTCH

OFFICE OF THE SECRETARY
FEDERAL COMMUNICATIONS COMMISSION
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,
ec! Elamme McDonald, FUS

JamegJ. McNulty
Secretary
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)

Enclosures



AT&T RELAY SERVICES
PENNSYLVANIA
2007 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2006 through May 31, 2007

/4072007 e . i o
PENNSYLVANIA _ D _ AN

AT&T RELAY SERVICES
PENNSYLVANIA

ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2006 through May 31, 2007
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FCC Docket No. CG 03-123

PENNSYLVANIA RELAY SE ﬁ@lﬁfgn for Recertification of the gi?:f;é\;iné? ;[(‘)E({)S?
ANNUAL CONSUMER COMPLAINTS SUMMARY Page 373

JUNE 2006 - MAY 2007

June 2006 — Nothing to report
Julv 2006 — Nothing to report

August 2006

Voice Aungust 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 Pennsylvanmia 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 2066 ~ Nothing 1o report

November 2006 — Nothing to report

December 2006 — Nothing to report

January 2007 i

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.
Reseolution: 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 1o be answered.

Category: Answer/Wait Time

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized 1o the customer for his/her inconvenience.

Contaet Closed: January 19, 2007

FCC: Answer Performance

February 2007 — Nothing to report

PAFCCOGO6-0507
063107



FCC Docket No. CG 03-123
PENNSYLVANIA RELAY SERWW for Recertification of the Pennsyivania TRS
i Py

November 8, 2007

ANNUAL CONSUMER COMPLAINTS SUMMARY Page 374
JUNE 2006 - MAY 2007

March 2007

TTY March 27, 2007

The customer complained the CA made too many typing errors.

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: March 27, 2007

FCC: Typing Issue

Apri] 2007 — Nothing to Report

May 2007 — Nothing to Report

PAFCCOB06-0507
661107 oy
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255401/1972007 Q:2080 AR
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NE

during calis

Disconnect/Reconnect

Sent cuslomear information explaining the
difference between a CapTei phoneand a
traditonat phone, Explained to customer wihy
disconneciionieconnacion might be eocuring
and sent email with tips 1o reduce ther
DCCUTTENeEe.

173972007

Mo Page 376

8:.55:00 P

29ﬁzfzafzem

Pa

during calis

DisconnecVReconnes!

Sent customer information expiaming the
difference between a CapTel phone and 3
tragiionsl phone. Explained 1o customer why
disconnectionfreconnection might be pecurming
on their second phone ling and Sent erall with
tips o reduce thelr ocourence.

FE2007

OF

26587)3/2/2007 110000 PM

FA

NA

Bﬁ?}ng - General

Discussed b‘il'i;ng and taok approptiale action.

3512007

MW

71000 A

BA

NA

Service - General

Techaice! prodlem Weontified, Resolution
provided by network vendor.

3H2007

PH

.?.9%73 34572007
280B83/5/2007

T AR00 AW

#h,

NA,

Service - General

Technical problemn idengfisd. Reselution
provides by network vengor,

BHR00T

PH

S BBy BI200 7 B:00-00 AN

PR

NA

Service - General

Technical probler identified. Resolution
orovided by network vendor.

37612061

KW

301621 3/5/2007 5:00:00 A0

PR

NA

Service » General’

Technical problem identified. Resalution
provided by network vendor,

345/2007

]

3017003/5/2007 8:00:00 Akt

NA

Service - General

"fechnical protlem identified. Resolution
proviged by network vendor.

3572007

i

3003 34E2007 §:25:00 AM

A

TNA

Service - General

Technical problem identified. Resolution
provided by network vandor.

/872007

29967 3/5/2007 8:30:00 AM

PA

N&

Service - General

Technical problem identified. Resolution
provided by network vendor.

3782007

H

3002343752007 £:40:00 AM

7Y

MA

Service - Genaral

Technical probiem identifieg. Resolstion
provided by network vendor,

AE20G7

K

JM3HIG20TT j8:45:00 Ak

MR

Senvice - General

Techmeal problem identified. Resolulion
provided by pebwork vendor.

3452067

1MP
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P&

NA

Service -~ Generat

Teshnical preblem klentified. Resciution
provided by network vendor.
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92508 AM

BA

NA

Service - Generat

Technical probiem ientified, Resolution
provided by network vendor,

375/2007

K
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9:30:00 AR

PA

hA

Service - General

Tecnnical problem identified. Hesofution
provided by netvork vendor.
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KM
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P&

NA

{Service - General

Technival problem identifed. Resclution
provided by network vendor.

3152007
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FA

A

Service - (eneral

Technical problem identified. Resalution
providsd by network vesdor,
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PA

NA

Service - General

*echnical problem identified. Resotution
provided by network vendor.
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299623752007 11000 PM

PA

NA

Service - General

Technical probiem identified. Rezclutian
provided Dy network vendor.
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1

KA

Servics - (3eneral

Techmical problem identified. Resolution
provided by network vendor.
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Servics - General

Yechnical problem identified. Reschution
provided by nebwvork vendor_
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Service - General

Technical prebiem identified. Resolution
provided Dy network vendaor.

Risiriarg

PH

3065431972007 2:25:00 PM

PA

MNA

Techracal - General

Caustomer experenced dropped call,
Subseguent calls satisfaciory. C8 Rep
apologized for incidence. CapTe! user will
report any further otturrence.
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Kt
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PA

NA

Biling - General

Discussed piling and took appropriaie action,
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NA

during calis

hscomnecReconnect

Sent customer information explaiiing the
differente batween 5 CapTel phone and 2
tracitional phone. Explgined 1o custormer why
disconnectignireconnection mighl be occuring
and sent email with ips (o reduce their
ooourence. Customer does ndl réguire more
assistance at this ime.

47412007

MP

B38BT 272007 1:45:00 P

NA

during cafls

Disconnect/Recannecl

IExplained to custorner differences between s
CapTel phone and a traditional phone,
fxplained o customer why
disconneclion/reconnection might be GECUITING;
and recommended that the phone ines be
checked.

1
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34BI74/25/3007 10:15:00 AWM

during calis

Disconnect/Resonnect

Sent customer information explaming the
difference between a CapTel phone and a
traditionai phone. Explained to customer wiy
disconneciion/reconnection migh! be ocourring
and send emnail with 4ips {o reduce their
orourence.

1

4252007

AGz01wZE/2007 §:40:00 Al

NA

curing calls

DistonnectReconnect

Sent customer information expleining the
difference between a CapTel phone and a
traditionsl phone, Explained o customer why
disconnectionfreconnection might be oocurring|
and sent email with Gi2s 10 reduce fhei
OCORTROCE.
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e
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