DELAWARE RELAY SERVICE

ANNUAL CONSUMER COMPLAINTS SUMMARY

JUNE 2003 – MAY 2004


June 2003 – Nothing to report. 

July 2003 – Nothing to report.  

August 2003 – Nothing to report. 

September 2003 – Nothing to report. 
October 2003 – Nothing to report. 

November 2003 – Nothing to report. 

December 2003 – Nothing to report. 

January 2004 

TTY    January 27, 2004
The customer complained that the CA requested additional information when leaving a message on an answering machine.
Category: Other (CA/OPR)
Escalation: Received by the Relay Website and handled by the National Customer Care Center.
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager would follow up accordingly.
Contact Closed: January 27, 2004
FCC: Transparency

February 2004 

Voice   February 13, 2004
The customer complained that one CA was laughing during her call, and another had a thick accent she could not understand.
Category: Attitude and Manner
Escalation: Received by the Relay Customer Service Line and handled by the National Customer Care Center.
Resolution: Apologized for the inconvenience, and suggested the customer note CA ID numbers on future calls.
Contact Closed: February 13, 2004
FCC: Transparency

March 2004 

TTY    March 25, 2004
The customer complained that the CA dialed the number, had a conversation with the party that answered the line, and then disconnected the call.
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: March 25, 2004
FCC: Transparency

April 2004 – Nothing to report. 

May 2004

TTY    May 20, 2004
The customer complained that it takes too long to get a live CA when dialing relay, and CAs do not provide their ID numbers. 
Category: Other (Misc)
Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer his complaint would be shared with Relay Customer Service.
Contact Closed: May 20, 2004
FCC: Answer Performance
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