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Marianne C. Portway
Account Manager

September 19, 2002
To: Members of the MERS Advisory Council

Re: Maine Telecommunications Relay Service Reports

Enclosed please find the following MTRS reports for the month of August 2002:

* 2002 Year-To-Date Traffic Report
* Next Available Assistant Traffic Report
*  Customer Contact Report

If you have any questions, I can be reached via my voice mail at 973-326-2577 or e-mail me
at mportwayv@att.com.

Thank you,

Marianne

cc: Willam Leahy, AT&T

AT&T Relay Services

Room Number N160E166

340 Mt. Kemble Avenue
Morristown, New Jersey 07960
973-326-2577 (V)

973-326-3168 (TT)
973-326-2974 (F)

E-mail: mgortwaz@att.com
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MAINE Relay Service
August, 2002

Commendations

Complaints

Voice August 30,2002

The customer complained she got disconnected from two of her relay calls and feels she should not be
charged for them.

Category: Disconnect

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

Resolution: Pending

Contact Closed:

Inquiries/Comments

Voice August 2, 2002
The caller requested a restriction be removed from a customer's line.

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

Care Center.
Resolution: Removed the restriction from the customer's line.
Contact Closed: August 8, 2002

Voice August 7, 2002
The caller has a customer who uses HCO and is having problems using the relay service. She

requested a profile be set up for the customer.

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

Care Center.
Resolution: Set up a Relay Choice Profile for the customer.
Contact Closed: August 7, 2002

TTY August 14,2002

The customer wanted to set up a Relay Choice Profile.

Category: Other

Escalation: Received by the U.S. mail and handled by the National Customer Care Center.
Resolution: Entered the profile, and advised the customer it had been done.

Contact Closed: August 14, 2002

Voice August 15,2002

Page 1 of 2 AT &T PROPRIETARY - Use Pursuant to Company Instructions



The caller asked where or how to obtain a TDD/TTY.

Category: TTY Distrib/Purchase

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

Resolution: Referred the caller to the Maine Center on Deafness.

Contact Closed: August 15, 2002

Page 2 of 2 AT &T PROPRIETARY - Use Pursuant to Company Instructions



MAINE RELAY SERVICE
Customer Contact Report
(August, 2002)

1. Commendations oice TTY Total
CA/OPR Related
Relay/OSD Related
Other

Total Commendations

iI. Complaints
CA/OPR

Attitude and Manner
Typing Skill/Speed
English Grammer
CA Hung up on me
Other (CA/OPR)
Equipment
Disconnect 1 1
Answer/Wait Time
Garbled Words
Other (Equip)
Methods Related
Miscellaneous
Billing Rate
Scope of Service
Other (Misc)
Total Complaints

o
=

I11. Inquiries/Comments Voice TTY Total

General Information
Outreach/Marketing
Explain Relay

TTY Distrib/Purchase 1 1
LEC Service

Billing/Rate

Computer Settings
Technical Related
Other 2 1 3
Total Inquiries/Comments 3 1 4
Grand Total 4 1 S

G
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