PENNSYLVANIA RELAY SERVICE

ANNUAL CONSUMER COMPLAINTS SUMMARY

JUNE 2001 – MAY 2002


June 2001

TTY    June 1, 2001
The customer complained the CA was rude and typed poorly.
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: June 1, 2001
FCC: Typing Issue

TTY    June 5, 2001
The customer complained the CA's typing was poor.
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: June 5, 2001
FCC: Typing Issue

TTY    June 5, 2001
The customer complained some CA's do not relay the call verbatim.
Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized for the inconvenience.
Contact Closed: June 5, 2001
FCC: Verbatim

TTY    June 7, 2001
The customer complained he/she had to wait a long time to reach a CA.
Escalation: Received by the National Relay Center, PA and handled by the National Customer Care Center.
Resolution: Apologized, and explained high call volumes.
Contact Closed: June 9, 2001
FCC: Answer Performance

TTY    June 7, 2001
The customer complained the CA's spelling was poor.
Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized, and assured the customer a report would be filed.
Contact Closed: June 7, 2001
FCC: Typing Issue

TTY    June 19, 2001
The customer complained he/she had to wait a long time to reach a CA.
Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Thanked the customer and assured him/her the complaint would be documented. 
Contact Closed: June 19, 2001
FCC: Answer Performance

TTY    June 20, 2001
The customer complained he/she had to wait a long time to reach a CA.
Escalation: Received by the Account Manager and handled by the same.
Resolution: Documented for reporting purposes.
Contact Closed: June 20, 2001
FCC: Answer Performance

TTY    June 23, 2001
The customer complained the CA mispelled the name of the person he/she was calling.
Escalation: Received 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: June 23, 2001
FCC: Typing Issue

TTY    June 26, 2001
The customer complained he/she had to wait a long time to reach a CA.
Escalation: Received by the Account Manager and handled by the same.
Resolution: Explained FCC requirements.
Contact Closed: June 27, 2001
FCC: Answer Performance

July 2001

Voice   July 3, 2001
The customer complained the CA was talking to others about her conversation.
Escalation: Received by the Relay Customer Service Line and handled by the National Customer Care Center.
Resolution: Apologized for the inconvenience.
Contact Closed: July 4, 2001
FCC: Confidentiality

TTY    July 10, 2001
The customer complained about several issues including a CA causing garbling on her line and a CA not typing the recorded message verbatim.
Category: Other (CA/OPR)
Escalation: Received 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: July 18, 2001
FCC: Verbatim

TTY    July 16, 2001
The customer complained he/she had to wait a long time to reach a CA.
Escalation: Received by the National Relay Center, RI and handled by the same.
Resolution: Apologized for the inconvenience.
Contact Closed: July 16, 2001
FCC: Answer Performance

August 2001

TTY    August 3, 2001
The customer complained about several issues including not being able to reach the relay service.
Escalation: Received by the Relay Customer Service Line and handled by the National Customer Care Center.
Resolution: Apologized for the inconvenience, and documented for reporting purposes.
Contact Closed: September 2, 2001
FCC: Answer Performance

TTY    August 8, 2001
The customer complained the CA had not relayed the call verbatim.
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: August 8, 2001
FCC: Verbatim

TTY    August 23, 2001
The customer complained the CA spelled poorly and didn't follow instructions.
Escalation: Received by the Relay Customer Service Line and handled by the National Customer Care Center.
Resolution: Made several attempts to call the customer, but wasn't able to reach him.
Contact Closed: September 2, 2001
FCC: Typing Issue

TTY    August 24, 2001
The customer complained he was unable to reach the relay service.
Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized, and assured the customer a report would be filed.
Contact Closed: August 24, 2001
FCC: Answer Performance

September 2001

TTY    September 3, 2001
The customer had several complaints including not receiving the TTY message from relay, and the CA not relaying the entire recorded message.
Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized, and assured the customer a report would be filed.
Contact Closed: September 24, 2001
FCC: Verbatim

Voice   September 24, 2001
The customer complained about a CA having a personal conversation while relaying her call.
Escalation: Received by the National Relay Center, RI and handled by the same.
Resolution: Apologized to the customer and thanked her for reporting the problem. 
Contact Closed: October 3, 2001
FCC: Transparency

TTY    September 25, 2001
The customer complained the CA typed poorly.
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 25, 2001
FCC: Typing Issue

TTY    September 27, 2001
The customer complained the CA had not relayed the call verbatim.
Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for any inconvenience, and documented the complaint.
Contact Closed: September 27, 2001
FCC: Verbatim

October 2001

TTY    October 18, 2001
The customer complained that there were too many relief CAs on his/her call.
Escalation: Received by the Pennsylvania Relay Center and handled by the National Customer Care Center.
Resolution: Apologized for the inconvenience, and explained there were technical problems involved.
Contact Closed: October 19, 2001
FCC: In Call Replacement

Voice   October 25, 2001
The customer complained she heard CAs talking during her call.
Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized to the customer, and advised her to retain CA numbers for future concerns.
Contact Closed: October 25, 2001
FCC: Transparency

TTY    October 26, 2001
The customer complained the CA typed poorly.
Escalation: Received by the National Relay Center, RI and handled by the same.
Resolution: Apologized to the customer for the inconvenience.
Contact Closed: October 26, 2001
FCC: Typing Issue

November 2001

TTY    November 3, 2001
The customer had several complaints including, CA's not relaying accurately, and VCO cutting out. She inquired about visiting the relay center.
Escalation: Received 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 managers would follow up accordingly.
Contact Closed: November 30, 2001
FCC: Verbatim

TTY    November 26, 2001
The customer complained the CA's typing was difficult to read. She also complained about long waits to place her relay calls.
Escalation: Received by the Relay Customer Service Line and handled by the National Customer Care Center.
Resolution: Apologized to the customer for the inconvenience. Explained that there is a slight delay when using 711 relay.
Contact Closed: November 27, 2001
FCC: Typing Issue

TTY    November 29, 2001
The customer complained the CA was slow to respond.
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 30, 2001
FCC: Answer Performance

December 2001

TTY    December 3, 2001
The customer complained he/she had to wait a long time to reach a CA.
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 complaint would be documented.
Contact Closed: December 3, 2001
FCC: Answer Performance

TTY    December 5, 2001
The customer thanked the National Customer Care Center for responding to her complaints about CA harassment.
Escalation: Received by the Relay Website and handled by the National Customer Care Center.
Resolution: Assured the customer that CAs have no personal information that would identify her when placing calls. 
Contact Closed: January 1, 2002
FCC: Confidentiality

January 2002

TTY    January 12, 2002
The caller had several complaints including the CA not telling her if a new female was on the line, a CA being slow, and waiting for an available CA. 
Escalation: Received by the National Relay Center, RI and handled by the same.
Resolution: Apologized to the caller for each complaint., and let her know we would follow up where needed. 
Contact Closed: January 31, 2002
FCC: Answer Performance

TTY    January 30, 2002
The caller had several complaints including AT&T billing her calls when she is a Sprint customer, calls disconnecting, typing issues and CA attitudes.
Escalation: Received by the Relay Customer Service Line and handled by the National Customer Care Center.
Resolution: Offered a profile for Carrier of Choice and connection speed. Apologized for the problems she has had with CAs. 
Contact Closed: January 31, 2002
FCC: Typing Issue

February 2002

TTY    February 10, 2002
The customer complained he/she had to wait a long time to reach a CA.
Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience and let the customer know the information would be documented.
Contact Closed: February 10, 2002
FCC: Answer Performance

TTY    February 12, 2002
The customer complained about the CA's typing skills.
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: February 12, 2002
FCC: Typing Issue

March 2002

TTY    March 8, 2002
The customer complained the CA's typing skills were poor.
Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized to the customer, and explained her complaint would be documented.
Contact Closed: March 8, 2002
FCC: Typing Issue

TTY    March 8, 2002
The customer complained the CA's typing skills were poor.
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: March 8, 2002
FCC: Typing Issue

April 2002

TTY    April 14, 2002
The customer complained he had to wait a long time to reach a CA.
Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the problem would be reported.
Contact Closed: April 14, 2002
FCC: Answer Performance

TTY    April 23, 2002
The customer complained about the response time for relay to place her call.
Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and placed the call for the customer.
Contact Closed: April 23, 2002
FCC: Answer Performance

TTY    April 29, 2002
The customer complained he/she had to wait a long time to reach a CA.
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 shared with management. 
Contact Closed: April 29, 2002
FCC: Answer Performance

May 2002

TTY    May 3, 2002
The customer complained about typing mistakes made by several CAs. 
Escalation: Received by the National Relay Center, PA and handled by the National Customer Care Center.
Resolution: Apologized for the inconvenience, and thanked the customer for providing the feedback.
Contact Closed: May 24, 2002
FCC: Typing Issue

TTY    May 7, 2002
The customer had several complaints including dissatisfaction with the way relay answers her call, CAs lying during her calls, and CAs being rude. 
Escalation: Received by the National Relay Center, RI and handled by the National Customer Care Center.
Resolution: Apologized to the customer, and documented each of her concerns for review with management and CAs. 
Contact Closed: June 1, 2002
FCC: Answer Performance
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