June 27, 2003

Marlene H. Dortch

Office of the Secretary

Federal Communications Commission

445 12th Street, SW

Room TW-A325

Washington, D.C.  20554

Re:  TRS Consumer Complaints Log Summaries for the FCC

Dear Ms. Dortch:

In accordance with the Improved TRS Order issued in CC Docket 98-67 by the Federal Communications Commission (FCC) along with the order dated May 19, 2003, the Public Service Commission of Utah hereby submits the original and four (4) copies of Utah’s TRS Complaints Log. Included is the original plus four (4) copies of the Consumer Complaints Log as well as reports from Sprint, the state’s TRS provider.  Copies of both the Consumer Complaints Log from the state of Utah, and Sprint have been sent to Erica Meyers with the Consumer & Governmental Affairs Bureau, including a diskette containing the items as requested.  In addition, a diskette containing the aforementioned documents, have been forwarded to the FCC’s Copy Contractor.

For the period of June 1, 2002 through May 31, 2003, Sprint processed more than 536,740 outbound calls on behalf of Relay Utah.  Sprint received a total of thirteen (13) customer complaints that were filed with supervisors at one of the eleven Sprint TRS Centers.  Neither the Administrator nor the TRS Specialist with the Utah Public Service Commission received any complaints for the period June 1, 2002 through May 31, 2003.  All of the complaints were resolved in a timely fashion, and as far as we are aware, none of the complaints have escalated into action for the FCC.  

In March 2003, the Utah Public Service Commission issued a survey to more than 800 subscribers to Relay Utah.  Approximately 100 surveys were returned and with this the Commission found that 95% were satisfied with Relay Utah, whereas 5% were dissatisfied.  The respondents who were dissatisfied indicated no reasons for the dissatisfaction.  Similar statistics where gathered in the 2002 survey.  

In the 2002 survey, one very interesting observation made was that only 50% of the respondents knew the procedures on filing a complaint about relay.  This led the Commission to develop a mailing about filing consumer complaints as well as to holding Town Hall Meetings in order to explain different procedures for TRS, to obtain public comments, and to answer any questions regarding Relay Utah.  In the 2003 survey, we found that only 25% of the respondents did not know how to file a complaint.  The Commission was pleased to see the improvement in TRS users understanding of the complaint process.  The Commission realizes we need to further increase the awareness of our residents.  In hopes for more knowledgeable TRS users in the State of Utah, the Commission is in the process of developing a newsletter in order to provide more information on an ongoing basis related to Carrier of Choice, how to file a complaint, Voice Carry Over, Video Relay Service, and other services.

The Utah Public Service Commission, in the best interest of Relay Utah, continues to work in conjunction with the FCC and strives to be proactive in order to provide the best possible relay service for Utah residents.

Sincerely,

Kristylynne Brady

TRS Specialist

(801) 530-6638 (V/TTY)

(801) 530-6796

klbrady@utah.gov
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Attachment #3: Annual Tally Report for Period of June 1, 2002 – May 31, 2003

