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Below are the Ohio’s Commission’s requirements from Section VI (G) of its RFP delineating the requirement regarding complaint and inquiry handling procedures.  The Ohio Commission’s procedures on this matter are consistent with the requirements of the Americans with Disabilities Act and the FCC’s rules.  In particular, the Ohio Commission’s rules mandate that the Ohio Commission will take final action regarding any complaint within 180 days from the date it is filed.  That is, all complaints will be resolved by the PUCO within 180 days after the complaint is first filed with a state entity, regardless of whether it is filed with the state relay administrator, the PUCO, the relay provider, or with any other state entity.   More specifics follow: 

VI  Conditions

(G)  Complaints and Inquiries Procedures

(1) The TRS provider and PUCO shall entertain informal complaints regarding the provision of intrastate TRS.  The PUCO and/or TRS provider shall ensure that the complaint include the following information:  name and address of the complainant; the name and address of the TRS provider against whom the complaint is made; a statement of facts supporting the complainant’s allegation that the TRS provided it has violated or is violating  § 225 of the ADA and consistent with the FCC’s rules; the specific relief or satisfaction sought by the complainant; and the complainant’s preferred format or method of response to the complaint by the Commission and the defendant TRS provider.  

(2) The PUCO will promptly forward any complaint meeting the requirements of this subsection to the TRS provider.  The TRS provider shall be called upon to satisfy or answer the complaint within the 10-day time period. 

(2) The TRS provider shall file with the PUCO a statement designating an agent or agents whose principal responsibility will be to receive all complaints, inquiries, orders, decisions, and notices and other pronouncements forwarded by the Commission.  Such designation shall include a name or department designation, business address, telephone number (voice and TTY), facsimile number and, if available, internet e-mail address.

(3) The TRS provider must provide its users with a means to file service quality complaints, to offer suggestions, and to make general inquiries regarding the service.  The TRS provider must accept and respond to complaints received by both mail and telephone within 10 days.  The TRS provider must display a toll-free telephone number and address on all brochures and educational materials, as well as the Commission's public intrastate 800 voice and TDD phone numbers, for this purpose.

(4) The TRS provider must employ all reasonable means available to resolve a complaint.  In the event a complaint cannot be resolved by the TRS provider, it must refer the complaint to the Commission's Consumer Services Department's Public Interest Center.  If the complaint cannot be resolved to the customer’s satisfaction by the Public Interest Center personnel, a formal complaint form will be provided to the complainant.  The complaint form will provide TRS users with the necessary information concerning how to file a formal complaint with the Commission.  The Commission will hear formal complaints to determine whether the TRS provider is meeting the requirements set forth in this RFP, the FCC, and the ADA.  As required by the ADA, the Commission will take final action regarding any complaint within 180 days from the date it is filed.  That is, all complaints will be are to be resolved by the PUCO within 180 days after the complaint is first filed with a state entity, regardless of whether it is filed with the state relay administrator, the PUCO, the relay provider, or with any other state entity.  

(3) The TRS vendor must maintain a log of consumer complaints.   The log shall include, at a minimum, the date the complaint was filed, the nature of the complaint, the date of resolution, and an explanation of the resolution. Summaries of logs must be submitted monthly to the PUCO and annually to the FCC, consistent with the FCC’s rules.

(3)
Informal complaints may be transmitted to the PUCO’s Consumer Services Department by any reasonable means, such as letter, facsimile transmission, telephone (voice/TRS/TTY), Internet e-mail, or some other method that would best accommodate a complainant’s hearing or speech disability.

COMPLAINT LOGS

Ohio’s TRS complaint logs can be found at the following URL:  http://dis.puc.state.oh.us/  by entering case number “01-2945.”  Complaint logs for the past two years were been docketed on September 25, 2002.  Hard copies of the logs are provided with the non-electronic version of this application.   

