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	6/9/03
	Complaint of Nancy Wiltshire - 901-476-9506

Was participating in a relay conversation with a deaf person and asked CA

to repeat... CA refused to repeat and informed her that there was new rules

and that they were no longer allowed repeat the last line.  Ms. Wiltshire

waited until the call was completed and asked CA why she could not repeat.

CA was very short with consumer and informed her that if she had a complaint

to call the "State of Tennessee" and then hung up.  Ms Wiltshire is very

upset she has been interpreting for 20+ years and using Relay just as long

and never experienced a CA that was so totally rude.  She did not get the CA

# because the CA did not repeat it at the end of the conversation.  She

would like and I would like to know if there have been some changes in which

the CA cannot repeat.  Please advise and also provide courtesy call to Ms.

Wiltshire.


	Preliminary Response from MCI representative:

I have spoken to Mrs Wiltshire and I am currently looking into the

situation.  I am hoping to have BDRs soon so that I can identify the CAs

that handled the calls.  Also I identified 2 issues:

The first issue is a bit complicated in that Mrs Wiltshire did not have a

complete understanding of the relay process.  She did not understand that it

is a FCC rule that the CA not communicate directly to her.  If she is in

need of a repeated statement then she must request it from the caller.  Our

CAs have been trained to stick strictly by the FCC guidelines so that

everyone is treated fairly and that our service is consistent.  When our CAs

are asked to repeat a statement they have been trained to speak from a

script, again consistency.  This is where I believe Mrs Wiltshire and the

CAs had a misunderstanding.  - this has not been researched on the CA side

of the issue, this is simply what I gained from my discussion with Mrs

Wiltshire.

The second issue was that the CAs disconnected the calls.  On the first call

that Mrs Wiltshire received it was at the end of the call that she asked the

CA a question and the CA responded (sharply according to Mrs Wiltshire) and

disconnected.  The second call Mrs Wiltshire said that she commented to her

caller that she would complain to the state again and the call was

disconnected.  I am researching this now to find out more information.

However, Mrs Wiltshire was not the caller on either of the calls which there

fore does not put her in control of the calls.  Randy called her therefore,

Randy is in control of the calls and tells the CA what their next step

should be, more research is necessary.

Final MCI Relay Response:

I called Ms. Wilshire and discussed her concerns.  Based upon her description of her difficulty I felt the CA was acting unreasonably and I apologized to her for their behavior on the call.  Our program manager for the TTY service, Miki Murphy, indicated to her that she would look into the her concern and try to identify the representative involved and take

corrective action.  I offered her a courtesy call at your request, however she declined.  She thanked me for following up on her concern.
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