
Arizona Relay Service Complaint Process

All customer contacts received by MCI are treated with respect and professionalism.  Response to a relay consumer is critical to the successful operation of the AZRS. The complaint filing and resolution process is outlined below.
Methods for Filing Consumer Complaint:

MCI Global Relay

AZRS Customer Service

6436 Oakdale Road

Riverbank, CA 95367

1-800-347-1695 TTY

1-866-259-1768 Voice

1-877-432-9624 Fax

Email: azrs-cs@wcom.com
Consumer Contact Online:

Arizona Commission for the Deaf and the Hard of Hearing Relay website: www.azrelay.org
MCI Global Relay website: 

www.wcom.com/relay
Procedures for Filing and Resolving Complaints:

Upon receiving a complaint, MCI will work diligently to resolve the issue to the complainant’s satisfaction in a timely manner.  Complaint resolution is targeted for a 48 hour turnaround period, although MCI recognizes that not all complaints can be resolved in such a time frame.  Below are different levels for resolving consumer complaints.

Level 1:
The Customer Service Specialist acknowledges the contact and begins the research to resolve any complaints.  Emphasis is placed on immediacy of resolution.  Supervisors are also trained in conflict resolution and are often able to resolve the situation while the relay user is on the telephone. Every customer contact is recorded in the customer service database and includes such information as the nature, date and time the issue occurred, the date and time of the call, and an estimated timeframe for resolution of the issue.

Level 2:
If an issue cannot be resolved by a Customer Service Specialist, the problem is immediately forwarded to the Customer Service Supervisor.  The Customer Service Supervisor then performs additional research into the problem and directly involves any other relay personnel necessary to resolve the complaint.

Level 3:
When a customer has requested a follow-up contact, or if the resolution is not satisfactory to the customer, a letter or an e-mail acknowledging receipt of the complaint is sent to the customer, along with an explanation of the steps taken to resolve the complaint and a description of the escalation process, including references to the Arizona Commission for the Deaf and the Hard of Hearing and the FCC.

The Customer Service Supervisor is responsible for additional follow-up contacts with the customer, either by letter or by e-mail, to ensure on-going satisfaction and to solicit their input regarding Relay performance.

The Customer Service Supervisor is also responsible for reviewing all customer contacts, both positive and negative, on a daily basis to ensure quick response and resolution.


