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Ratcliffe Building Suite 203

1602 Rolling Hills Drive

Richmond, Virginia 23229-5012
June 27, 2002

Section 56-484.7 of the Code of Virginia designates the Virginia Department for the Deaf and Hard of Hearing (VDDHH) as the oversight agency for telecommunications relay services within our Commonwealth.   With technical assistance from the Virginia State Corporation Commission and with AT&T as our contractor, we have operated Virginia Relay since March of 1991.  From its humble beginnings of processing a few thousand calls per month, our center has grown to completing over 1.5 million calls annually making Virginia Relay the twelfth busiest relay center in the nation. 

The past twelve months have proved to be an exciting period of progress for Virginia Relay.  As a result of Quality Assurance Testing in the spring of 2001, AT&T and VDDHH developed a Virginia Improvement Plan (VIP) for relay to address issues of garbling, waiting times, and verbatim messaging.  Significant improvements are evidenced by the virtual disappearance of these types of consumer complaints in recent months.  In addition, VDDHH established a fourteen-member Relay Advisory Council to assist us with the advertisement, promotion, and enhancement of the relay service.  These Council members also serve as a new and effective vehicle for receiving feedback from the consumers and constituent groups they represent.  Their input and suggestions for improving awareness and service quality has been invaluable. 

On behalf of VDDHH, the Virginia Relay Advisory Council and Virginia’s telecommunications relay service, I am pleased to submit the following Annual Log Summary of Consumer Complaints Concerning TRS for the period June 1, 2001 through May 31, 2002.  All questions concerning this submission should be directed to VDDHH staff members Susan W. Roach, roachsw@ddhh.state.va.us , or Clayton E. Bowen, bowence@ddhh.state.va.us.  You may also reach them at 1-800-552-9717, voice/TTY.  

Sincerely,
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Ronald L. Lanier

Table of Contents

Consumer Comments and Methodology





4

Discussion of Consumer Complaints






5

Billing Issues









6

Carrier of Choice







6

DRO Complaint 03-012202






7

Virginia Area Code Changes






7

Summary of TRS User Feedback




 

9

Monthly Logs, June 2001 – May 2002




          10

Exhibits:











1. AT&T letter to FCC dated November 6, 2001
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Consumer Comments and Methodology

Virginia Relay consumers can provide comments directly to AT&T or through VDDHH in a number of ways. 

AT&T receives consumer comments from:

· Communication Assistants (CA)

· Relay Center Support Desk

· AT&T Relay Customer Service Line 1-800-682-8786 (TTY) 1-800-682-8706 (Voice)

· AT&T National Relay Website  www.att.com/relay
· Consumer Correspondence

VDDHH receives comments from:

· VDDHH Toll-Free Customer Service Number  1-800-552-7917 (TTY/Voice)

· On-line Relay Consumer Input Form  www.vddhh.org
· VDDHH E-mail Address  ddhhinfo@ddhh.state.va.us
· Virginia Relay Advisory Council Members

· Regional Consumer Forums

· VDDHH Town Hall Meetings

· Contracted Outreach Staff

· Consumer Correspondence

· The Commonwealth Poll

All feedback from the consumers of Virginia Relay is recorded in AT&T's automated Commendation, Inquiry, Complaint System, more commonly referred to as CICS. All comments are entered into the CICS database within twenty-four hours of receipt, whether received by AT&T directly or provided through VDDHH. AT&T is then required to forward VDDHH an electronic copy of each entry within the ensuing twenty-four hour period.  The majority of CICS complaints received by AT&T are responded to and resolved by the AT&T Relay Services National Customer Care Center.  For complaints received directly by VDDHH, staff provides the response to the consumer in many cases.  A copy of the consumer’s comments is electronically forwarded to AT&T for CICS entry and appropriate documentation and follow-up. 

Any complaints directly related to CA performance are routed to the relay center manager who is required to meet with the individual CA within seventy-two hours of receipt of the complaint.  Additional CA training is then scheduled if appropriate.  

Complaints or inquires related to technical or billing issues are not subject to a specific deadline since technical research or follow-up with other entities may be necessary.  However, timely resolution of these items is still required and monitored by VDDHH.  The Virginia State Corporation Commission routinely assists VDDHH with billing issues related to phone companies under their jurisdiction.

Copies of all CICS entries are maintained by VDDHH and reconciled to the monthly CICS report summary provided by AT&T.  Staff immediately investigates any complaints not indicating resolution during the month in question.  Since June of 2000, any CICS entry related to an alleged violation of FCC TRS standards or of more stringent Virginia contract requirements is identified and filed separately.  This allows for a clear annual accounting of specific complaints related to FCC or state contract requirements.  These complaints are also noted in the annual submission of our FCC Complaint Log.  All CICS entries and monthly reports are retained by VDDHH for a minimum of five years.

An annual summary sheet of all customer feedback logged for the reporting period appears in a later section of this document.  Individual entries are listed in a final section by month and feedback type.  These entries also indicate a resolution date where appropriate.   

Discussion of Consumer Complaints

For the current FCC reporting period, 501 customer contacts were received and reported through CICS.  Of these contacts, 65 or 13% were identified as complaints.  Of this number, 39 or 60% were identified as alleged violations of the federal minimum standards.  The remaining 26 complaints were considered as personal call preferences of the customer and not violations of state or federal requirements.  Examples of this last category include background noise, number of rings to the forwarding number, or an explanation of relay to the called party.  The majority of these complaints are a result of customers not taking advantage of a Relay Choice Profile.  In all cases, the customer complaint was entered into the CICS system and communicated to VDDHH within the required 24-hour period.

Alleged Violations of the Federal Minimum Standards 

	Billing Issues (Carrier of Choice/Area Code Changes)
	21

	Disconnected Calls (CA Error or Equipment Failure)
	9

	Average Speed of Answer (Waiting Time)
	7

	CA Skills (typing speed/verbatim/training/confidentiality)
	1

	Garbled Words (Equipment Related)
	1


Number of Days for Resolution of Federal Minimum Standards Complaints

	
	Same Day
	1 day
	2-5 days
	6-10 days
	11-20 days
	21-30 days
	31 –72  days

	Billing Issues
	5
	2
	5
	2
	2
	3
	2

	Disconnects
	7
	1
	1
	
	
	
	

	Speed of Answer
	2
	2
	3
	
	
	
	

	CA Skills
	1
	
	
	
	
	
	

	Garbled Words
	1
	
	
	
	
	
	


Upon review of the daily call volume reports for the dates the seven consumer ASA complaints occurred, the minimum requirement for 85% of the calls to be answered in 10 (ten) seconds was indeed met.  However, there were two days identified during the current reporting period when Virginia's in-state center did not meet the 85% requirement.  On January 3, 2002 and January 10, 2002, 82% of all calls were answered in ten seconds.  On the first date, the Commonwealth experienced unexpected severe weather conditions and, as a result, high call volume.  On the second date, an unusual high call volume was experienced during the evening.  Although our contract allows AT&T to send a portion of the traffic to other AT&T state centers during peak periods, in both cases, the unexpected traffic occurred too late in the 24 hour measured period to recover the required answer response rate.  Since this time, additional CAs have been hired and trended data has been updated to more accurately met the needs of customer demand.  Virginia Relay has averaged a 92% in ten seconds daily answer rate since January 1, 2002. 

Billing Issues

Based on anecdotal feedback from constituent groups and evidenced by actual customer complaints, the majority of dissatisfaction expressed by Virginia Relay users was related to the incorrect billing of relay calls. Of the 21 complaints processed during the reporting period, 8 were related to carrier of choice.  The remaining 13 complaints were related to the overlay of two new area codes in the state.  In addition to the billing complaints, there were 48 inquiries concerning long distance billing rates.

Carrier of Choice

Since 1996, Virginia Relay has experienced continued customer dissatisfaction with the availability of alternative long distance companies through our relay service.  VDDHH has worked tirelessly with our State Corporation Commission, AT&T, and other state relay centers to increase the number of long distance choices for our customers.  During the reporting period, four new long distance companies were added to our center platform, one of which was Qwest, a popular company in the densely populated northern area of our state.  In addition, education to consumer groups and use of the Relay Choice Profile has resolved much of the customer dissatisfaction associated with carrier of choice issues.  

Major relay providers, including AT&T, have recently been proactive in adding new long distance companies to their platforms whenever possible.  However, it appears that the reluctance of a number of long distance companies and alternative long distance providers such as cable and broadband to establish a presence at the (LEC) access tandem contributes to the carrier of choice problem.  Although the situation has improved, it is still not resolved, and consumers are not offered an equivalent number of choices for long distance plans when using relay.

As we look to the next twelve months and a new Request for Proposal, VDDHH is considering our future contract request specify a flat rate for long distance calls to be charged by the provider for occasional relay users.  This rate will be equal to or less than the average of rate plans offered to standard telephone users in the Commonwealth.  This approach will guarantee a competitive rate for casual relay consumers and simplify current billing procedures.  Frequent relay customers could use this rate or continue a specific or an individual long distance plan through their Relay Choice Profile if desired.

File No. DRO #3-012202

On September 10, 2001, a Virginia Relay customer complained that he was being incorrectly charged for long distance services on his phone bills.  The complaint was originally logged by AT&T and VDDHH as a billing error.  The consumer filed an Informal Complaint for slamming by AT&T with the FCC, Common Carrier Bureau (Wireline Competition Bureau) on October 11, 2001.  At the consumer’s request, VDDHH further investigated the complaint in late November, and, with the concurrence of the FCC’s Disability Rights Office, determined the complaint was related to Carrier of Choice within TRS, not slamming.

In January 2002, A Notice of Informal Complaint was served to AT&T, Virginia’s TRS provider.  AT&T replied that Qwest, the long distance carrier in question, had not followed through on repeated requests to make the proper connections at the LEC access tandems in order to join their TRS Carrier of Choice Platform.  A Notice of Disabilities Related Complaint was served to Qwest in March.  In their April 12, 2002 response, Qwest stated that they had completed all proper connections to AT&T’s TRS platform in Virginia as of April 9, 2002.  The customer was also credited for all charges billed by AT&T when calls were made through the TRS platform when he was unable to use Qwest as his long distance carrier.

Copies of correspondence related to this issue are included in the Exhibit Section of this submission.

Overlay of New Virginia Area Codes

The most common consumer complaint received by Virginia Relay during the past twelve months was customers experiencing toll charges for local calls placed through relay.  This was a result of the addition of two new area codes for the state, 434 added in July 2001, and 276 added in January 2002.  These changes brought disastrous results to several relay users in these portions of the state.

When area code 434 was added, both AT&T and VDDHH received inquiries from relay users that were being charged for local relay calls.  AT&T confirmed their billing system had been updated by LECs for the change and callers readily received credits for the incorrect charges.   Unfortunately, when area code 276 was added in January 2002, the complaints resumed.  Upon further investigation, it became apparent to us that only relay customers residing in areas served by Verizon were reporting the billing problems; relay customers living in regions with the new area code that had other LECs did not report being charged for local calls.  Our State Corporation Commission was immediately contacted for assistance.  It was later determined that Verizon had provided incomplete information to AT&T Relay Services regarding the overlay of the area codes.  Verizon provided revised and complete information by March 1, 2002.  No other inquiries or complaints have been received since that date.  All relay customers who reported billing problems were fully credited for the incorrect charges on their March 2002 Verizon or AT&T bills.  Copies of correspondence related to this issue are included in the Exhibit Section of this submission.

Although this situation was ultimately resolved and all impacted relay customers credited in a timely manner, it may serve as an early warning to other state administrators and relay providers as new area codes are added.  The availability and accuracy of complete information on such changes are critical to ensure a continuous level of service quality for relay customers. 
Summary of TRS User Feedback

	June 1, 2001 – May 31, 2002

	
	
	
	

	I.  COMMENDATIONS
	VOICE
	TTY
	TOTAL

	            CA/OPR RELATED
	50
	57
	107

	            RELAY/OSD RELATED
	
	3
	3

	            OTHER
	
	
	

	TOTAL COMMENDATIONS
	50
	60
	110

	
	
	
	

	II.  COMPLAINTS
	VOICE
	TTY
	TOTAL

	       CA/OPR RELATED
	
	
	

	               ATTITUDE AND MANNER 
	
	5
	5

	               TYPING SKILL/SPEED
	
	1
	1

	               ENGLISH/GRAMMAR
	
	
	

	               CA HUNG UP ON ME
	
	7
	7

	               OTHER
	1
	10
	11

	          EQUIPMENT
	
	
	

	               DISCONNECT
	
	2
	2

	               ANSWER/WAIT TIME
	
	6
	6

	               GARBLED WORDS
	
	1
	1

	               OTHER
	
	1
	1

	           METHODS RELATED 
	3
	2
	5

	           MISCELLANEOUS
	
	
	

	                BILLING/RATE
	5
	17
	21

	                SCOPE OF SERVICE
	
	1
	1

	                OTHER
	1
	2
	3

	          TOTAL COMPLAINTS
	10
	55
	65

	
	
	
	

	III.   INQUIRIES/COMMENTS
	VOICE
	TTY
	TOTAL

	            GENERAL INFORMATION
	50
	17
	67

	          OUTREACH/MARKETING
	4
	3
	7

	            EXPLAIN RELAY
	31
	1
	32

	          TTY DISTRIBUTION/PURCHASE
	15
	
	15

	            LEC SERVICE
	
	
	

	            BILLING/RATE
	27
	21
	48

	            COMPUTER SETTINGS
	4
	3
	7

	            TECHNICAL RELATED
	12
	20
	32

	            OTHER
	33
	85
	118

	          TOTAL INQUIRIES/COMMENTS 
	176
	150
	326

	
	
	
	

	                       GRAND TOTAL
	236
	265
	501
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Virginia Relay

Customer Contact Reports
By Month

Exhibits

EXHIBIT 1


                                                     AT&T

Margaret Berry
                                                          295 N M Maple Avenue

District Manager
                                                          Basking Ridge, NJ 07920


                                                          (908) 221-6400

November 6, 2001

Federal Communications Commission

Enforcement Division

Informal Complaints

Stop Code 160OA2

Washington, DC 20554

Re:    Minotaur Technologies LLC

IC .01-S64333

Type (SLAM)

Notice of Informal Complaint Dated October 11, 2001

Dear Analyst:

This is in response to the referenced Notice of Informal Complaint.  Mr. Mitchiner alleges that he was switched from 

Qwest to AT&T service without his authorization.

The Commission has directed AT&T to provide the following information within 30 days after the date of this Notice of Informal Complaint (Notice):

1.
(a) Identify the precise date (month/day/year) that AT&T became the service provider for the Complainants.

(b) If AT&T's service to the Complainant was subsequently canceled or otherwise terminated, state the

precise date on which such  termination took effect

AT&T's response:

(a) Mr. Mitchiner’s service was never switched t AT&T.

2. Provide a copy of the signed “Letter of Agency”, or similar written instrument signed by the Complainant 

Authorizing the local exchange carrier, to change the Complainants preferred service carrier to AT&T.
AT&T’s response:

Question 2 is Not applicable.

3. If AT&T did not use a Letter of Agency to effect the change (s) to the Complainant’s telephone service, (a)




describe explain in detail the specific procedures AT&T used that resulted in the change of  Complainant’s 




telephone service to AT&T.  Your response should include, but not be limited to, a description of the precise




manner in which AT&T solicited the Complainant as a customer, as well as, the method or methods used to

 


verify the Complainant’s selection of AT&T. (b) In addition, you must provide a copy of any valid proof of v




verification  of the carrier change request.   If an audio verification is provided, a written transcript must be




included.  Such proof must contain clear and convincing evidence of a valid authorized carrier change, as

described in §§ 64.1120-1130 of the Commission’s rules, , 47 C.FY- §§ 64.1120-1130.  Pursuant to §

64.1 1150(d) of the rules, failure to respond to this Notice or provide proof of verification will be presumed to

bc clear and convincing evidence of violation.

IC-01-S64333




-2- 



November 6, 2001

AT&T's response:

(a) Mr. Mitchiner’s service was not switched to AT&T.  However. he is hearing impaired utilizes the

AT&T Relay Service to make long distance calls.  Qwcst is the long distance carrier for Mr. Mitchiner but they

are not a partner of the AT&T Relay Service.

4. Identify the exact amount of any and all charges for services and any associated fees billed to the Complainant by AT&T.

AT&T's response-

The charges in question were billed from July 9 through September 7, 2001 but are not viewable as they are local carrier billed AT&T charges..

5.Compute an d list the difference between the amount of charges AT&T billed to the Complainant for the telephone service, as identified in response to question (4) above, and the amount that the complainants authorized career would have billed for the same services based on their applicable rates or service plans.

AT&T's response:

On October 23, 2001, Mr. Britt Strohecker, an AT&T representative, attempted to call Mr. Mitchiner.  Mr. Strohecker

later received a message asking that an email be sent to Mr. Mitchiner.  Mr. Strohecker did not do a rate comparison

since Mr. Mitchiner was not switched to AT&T.  A letter will be sent to Mr. Mitchiner explaining the above information.

We trust this provides your office with the information required in this mattter.

Sincerely,

Margaret R. Berry

District Manager

Cc: Jon E. Mitchinher

/sb 536085

EXHIBIT 2
AT&T Relay Services

February 21, 2002

Pam Gregory

Chief, Disabilities Rights Office

Federal Communications Commission

1120 20" Street NW, Suite 1000

Washington, DC 20554

RE: File No. DRO # 3-012202, Mr. Jon Mitchiner
AT&T has investigated the circumstances described in Mr. Mitchiner's letter of complaint to your office.  AT&T welcomes participation in the Carrier of Choice (COC) platform for TRS, and we willingly work with every carrier to connect them with the platform.  While Mr. Mitchiner is understandably frustrated with not being able to select his preferred long distance carrier for his calls, we believe this issue primarily involves Qwest, his preferred carrier.

AT&T regularly works with long distance carriers to bring them onto the Carrier of Choice (COC) platform, and has joined three additional new carriers to the platform during the last year.  The process is relatively simple to start, and AT&T cooperatively works with any carrier that contacts us.  Relay customers contact AT&T Relay services with inquiries on this topic.  The Relay Customer Service team encourages them to contact their preferred carrier, and request they - the carrier - to contact us.  Generally, the process is as follows:

1 .
The Long Distance Carrier should contact AT&T in writing, on company letterhead, requesting participation in the COC platform for TRS.  The AT&T contact information is:

AT&T Relay Customer Service

I 00 S. Jefferson Street - Suite II 5
New Castle, PA 16101

Phone:
1-800-682-8706 (Voice), 1-800-682-8786 (TTY)

Fax:
1-888-288-2184

Website:
www.att.com/relav/feedback.htmi
2. AT&T will then provide the carrier with the list of local exchange carriers (LECS)

Pam Gregory, FCC DRO # 3-012202, page 2

access tandems they must have connectivity to in order to join the COC platform.

Additionally, AT&T provides information regarding the ANI ii information digit pairs AT&T will send to their network.  This is done to ensure the carrier

understands we will send them TRS call only, as identified by the ii digits.

4.
The long distance carrier should then provide their CIC and OZZ code information associated with the 1+, 0+ and 0- dialing.

5.
AT&T Relay Services will provision the COC platform to allow calls to be placed on the long distance caff iet's network at the above-mentioned LEC access tandems.

6.
AT&T then modifies the COC screen at the CA workstation to allow the long distance carrier to be designated as COC.  Subsequent update to the RCP at our website also occurs.

As previously stated, we have joined three additional carriers to the COC platform for TRS within the last year.  For your information, we received and responded to several contacts from Qwest in the last two years with inquiries on this topic.  Our contacts with them went unanswered (January 2000, January 2001, September 2001).  Unfortunately, there has been no follow-through on their part to begin the connection process.

A Relay customer's best course of action is to encourage their preferred long distance carrier to join the network.  AT&T cannot add to the platform without the essential connections at the LEC access tandem.  The long distance carrier must complete this process so we can add them onto our COC platform for TRS.  We sympathize with Mr. Mitchiner's frustration and inconvenience he his experienced, but his long distance carrier must first make the proper connections at the LEC access tandems in order to join the COC platform for TRS.

Mr. Mitchiner provided the contact name and number for his Qwest long distance provider.  On his behalf, we will contact Qwest once again to begin the process and provide any information they may require.  Please be advised they - Qwest - must take action in order to resolve this matter to Mr. Mitchiner's satisfaction.

Thank you for allowing us to address this matter with you.

Sincerely,

Teresa Feeney

Performance Systems and Measurements Director

EXHIBIT 3

Federal Communications Commission

Washington, DC 20554

Disabilities Rights Office

March 13, 2002

Richard Denney

Qwest Conununications

4250 North Fairfax, 13' Floor

Arlington, VA 22203

Re:
Notice of Disabilities Related Complaint File No. DRO 03-012202
The Federal Communications Commission (FCC) has received the attached complaint from Mr. Jon Mitchiner of Sterling,Virginia concerning Telecommunications Relay Services (TRS).  As described in the complaint, Mr. Mitchiner reports lack of resolution with being able to select Qwest as his preferred long distance carrier, or carrier of choice (COC) when he uses relay services in Virginia.  He states that the inability to use his carrier of choice results in incorrect bills.

This complaint was initially served in October 2001 as a slamming complaint with AT&T because the consumer believed it to be such.  AT&T responded November 6, 2001 and stated in their response that "Qwest is the long distance carrier for Mr. Mitchiner but they are not a partner of the AT&T Relay Service." We then determined this complaint to be about Carrier of Choice (COC) within Telecommunications Relay Services (TRS).

An additional Notice of Informal Complaint was served January 24, 2002 to AT&T Relay Services, the provider of TRS in that state.  AT&T Relay Services writes, on February 21, 2002, that they "... have joined three additional carriers to the COC platform for TRS within the last year" and that "Our contacts with them [Qwest] went unanswered (January 2000, January 2001, September 2001).  Unfortunately, there has been no follow-through on their part to begin the connection process" and that "[his] long distance carrier must first make the proper connections at the LEC access tandems in order to join the COC platform for TRS.  "

Title IV of the American with Disabilities Act of 1990 (ADA) requires the Commission to ensure that TRS is available, to the extent possible and in the most efficient manner, to individuals with hearing or speech disabilities in the United States.  Pub.  L. No. 101336, § 401, 104 Stat. 327,366-69 (codified as Section 225 of the Communications Act

Mr. Jon Mitchiner, Sterling, VA

DRO # 03-012202


March 13, 2002

Notice of Informal Complaint

Disability-Related

of 1934, as amended, 47 U.S.C. § 225); see 47 U.S.C. § 225(b).  Carriers are required to provide TRS, in compliance with regulations prescribed by the Commission, throughout the areas in which they offer service. 47 U.S.C § 225(c).

To satisfy the ADA's mandate, the Commission adopted comprehensive rules delineating the TRS obligations of carriers, including a requirement that interexchange carriers (IXCS) provide equal access for TRS users. 47 C.F.R. § 64.604(b)(3). Under this requirement, "TRS users shall have access to their chosen interexchange carrier, and to all other operator services, to the same extent that such access is provided to voice users.  "

This informal complaint has been filed with the Commission pursuant to Section 225 of the Act, 47 U.S.C. Section 225, and Section 64.601 et seq. of the Commission's Rules, 47 C.F.R. S. 64.601 et seq.  Upon receipt of this Notice, a letter acknowledging your company's receipt of this Notice and of the enclosed complaint should be sent to the complainant at the mailing address indicated.

We are forwarding a copy of the consumer's complaint and AT&T Relay Services response, so that your company may satisfy or answer the complaint based on a thorough review of all relevant records and other information.  Your company should respond specifically to all of the material allegations raised in this complaint and summarize the actions taken by your company to satisfy the complaint.

Your -company's response to the complaint must be filed with the Commission in writing within THIRTY DAYS of the date of this Notice.  The original of your response should be addressed to the Consumer Information Bureau, Disabilities Rights Office, 445 12th Street SW, Suite 6-C415, Washington, D.C. 20554.  However, due to heightened security measures, you must follow the instructions for delivering your paper response to the FCC as described in the attached Public Notice (DA 012919).  You may opt to send an electronic copy to the Disabilities Rights Office E-mail box to JSimpson@FCC.gov. Your company is further directed to send a copy of its response to the complainant at the same time the response is forwarded to the Commission.

File Number(sl                                      Complainant(s)
DRO No. 3-012202                                    Mr. Jon Mitchiner

Minotaur Technologies LLC

1319 Shepard Drive, Suite F

Sterling, VA 20164-4487

Mr. Jon Mitchiner, Sterling, VA

DRO # O3 -012202

March 13, 2002

Notice of Informal Complaint

Disability-Related

Your company is directed to retain all records that may be relevant to the complaint (s)

until final Commission disposition of the complaint.

Sincerely,

Pam Gregory

Chief, Disabilities Rights Office

ATTACHMENTS:

Consumer Complaint

AT&T Response

ccs:

R. Hance Haney, Executive Director

Federal Regulatory & Congressional Affairs

Qwest

1020 19' Street, N.W. Suite 700

Washington, DC 20036

Clayton E. Bowen, Business Manager

Department of Deaf and Hard of Hearing

Commonwealth of Virginia/Virginia Relay Services

1602 Rolling Hills Drive, Suite 203

Richmond, VA 23229-5012

EXHIBIT 4

ride the light
Qwest

April 12, 2002

Ms. Pam Gregory

Chief, Disabilities Rights Office

Consumer Information Bureau

Federal Communications Commission

445 12th Street SW, Suite 6-C415

Washington, D.C. 20554

RE: Complaint of Mr. Jon Mitchiner, DRO 03-012202

Dear Ms. Gregory:

I am responding to your correspondence of March 13, 2002, regarding the complaint by Mr. Jon Mitchiner of Sterling VA., about not being able to select Qwest as his preferred long distance carrier, or carrier of choice (COC), when he uses AT&T's relay service in Virginia.  AT&T advised you that Qwest had not made the proper connections at the LEC access tandems in order to join the COC platform for TRS.

Qwest has contacted Mr. Ken Brown with AT&T to ensure the proper connections have been made to AT&T's TRS platform in Virginia.  Mr. Brown advised Qwest that the provisioning and testing was completed on April 9, 2002. 1 advised Mr. Mitchiner on April 9, 2002, that he should now be able to select Qwest as his long distance carrier when he uses AT&T's relay service.

Qwest has credited Mr. Mitchiner account for the charges he was billed by AT&T when he made calls through their TRS platform and was unable to use Qwest as his long distance carrier.

My contacts with Mr. Mitchiner leave me to believe he is satisfied with Qwest's response to the issues raised in his complaint.  In addition to several e-mail messages exchanged with Mr. Mitchiner, I will also be sending him a copy of this letter.  If you need any further information on this matter, please feel free to contact me at 515-286-7896.

Sincerely,

Linda Brice

Qwest Compliance Manager

cc: Mr. Jon Mitchiner, Minotaur Technologies LLC, 1319 Shepard Drive, Suite F,

Sterling, VA

EXHIBIT 5

Virginia State Corporation Commission

February 21, 2002

Complaint

To:

Verizon Virginia

AT&T

Referred to the SCC by the Commonwealth of Virginia Department for the Deaf and Hard of Hearing

Complaint: Erroneous billing

Relay service users, primarily in the Danville and Lynchburg areas of Virginia, are being billed for long distance calls when the calls should be processed through the Relay Center as local calls. The telephone customers are complaining to VDDHH that they are reporting this to Verizon and AT&T and the representatives are politely removing the charges from the customer bills but they are not able to correct the cause of the problem.  Charges appear again the following month.  They want the problem addressed and all the accounts that are being billed in error corrected and credited.  One customer, Maybelle Bloker complained to the SCC that she was being billed for local calls but when the person on the other end, Ms. Lyons, called her Ms.  Lyons was not being billed for the call.  Now Ms. Bloker is not being billed but Ms. Lyons is.  One was corrected and one caused a problem.  Ms Lyon had her line disconnected because she could not afford to pay the bill and was tired of trying to get the account corrected in vain.  She was afraid that if she left the line in service she would incur even more cost.

VDDHH stated that they are receiving around three complaints of erroneous billing per week.  They were asking the customers to report the problem to Verizon and AT&T for corrective action but since the problem has been going on since April of 2001 I asked VDDHH to forward each future complaint that they receive concerning the erroneous billing to the SCC.  We will file individual complaints on each future referral.

Please research the accounts in the attached correspondence from VDDHH and report the findings and actions taken to correct the erroneous billing to Larry KuBrock, 804-371-9849 or Lkubrock@scc.state.va.us by March 1, 2002

Larry KuBrock

See attached information from VDDHH

EXHIBIT 6

AT&T

Mitchell Levy                                                                                               Room: 712SK2-C

Account Manager                                                                                         295 North Maple Ave.

Accessible Communications Services                                                         Basking Ridge, NJ 07920


March 1, 2002

Mr. Larry KuBrock

Virginia State Corporation Conmission

1300 East Main Street

Richmond, VA 23219

Dear Larry:
Thank you for your letter of February 21, 2002 regarding an erroneous billing issue that is

impacting the relay users who live in the Danville and Lynchburg areas of Virginia.

After investigating and checking with our AT&T Relay Database Central Team regarding Ms. Lyons and Ms. T31oker's billing issue, here are the following issues and actions AT&T took to correct the issue:

•
In regard to Ms. Bloker, AT&T Relay investigated last November 2001 regarding her complaint in which she was billed for local calls. We have learned our relay platform was marking these calls incorrectly as toll calls which it should have been a local calls.  AT&T made the correction to our relay platform on November 21, 2001 where it will recognize her calls are local.  Ms. Bloker was credited for these calls.

AT&T queried our database for the calls by Ms. Bloker between November 21, 2001 to February 25, 2002.  We found that she placed 4 billable calls during this time frame.  It shows all of the calls were rnarked correctly by our relay platform as non-toll calls.

•
With Ms. Lyons, AT&T Relay investigated her issue back in November 2001 regarding her complaint that she is being billed for local calls.  According to the CRANE database, which is an AT&T organization that provides us with the tables that determines whether calls are intralata or interlata, toll or non-toll, Ms. Lyons calls were interlata toll calls and were rnarked as interlata toll calls by our relay platform.

In January 2002, AT&T Relay reopened her issue and investigated this further, Our AT&T Relay Customer Service team received confirmation from Verizon that Ms. Lyons's calls were local, not interlata toll.  We notified managers at CRANE that the tables they were providing us were incorrect.  Upon CRANE investigation, they determined that her calls should have been local, non-toll- CRANE corrected their database in early February 2002 and provided us the new tables, which are now being used by our relay platform database.

We also queried our database for the calls by Ms. Lyons between November 21, 2001 to February25, 2002, She placed l2 billable calls during that time, which her last calls were on January 10, 2002. Three of those calls were marked by our relay platform database as toll due to the fact that our database was using in correct jurisdiction information.  Since our database was not corrected from CRANE until early February 2002, and Ms. Lyons hasn't placed any calls since January 10, 2002, we are unable to determine whether further problems exist.

Mr. Larry KuBrock

March 1, 2002

Page 2

AT&T Relay has done everything from our end to correct the issue.  We recognized the entire NPA areas of 804/434 and 540/276 went through some changes, which took place last year.  Shortly after the area codes changed, relay users residing in these area codes began to be billed for local calls, CRANE indicates that these calls are local, non-toll intralata calls.  Our relay platform database is marking these calls correctly as local, non-toll intralata calls,

However, somewhere down the billing stream the calls are being tagged as toll calls.  AT&T believes that there are LEC tables (data) that have not been updated with this new NPA information. Therefore, when the call is being rated by the LEC, the database does not recognize the new NPA, is deeming the call interlata toll, which is forwarding the bill record to the customer's interexchange carriers for billing.

It is the LECs that needs to notify AT&T Relay when there is a change in the area code splits, but in this case AT&T Relay found out through customer's billing complaints.  As a result, AT&T Relay referred the issue to the Billing Performance Management (BPM division in AT&T on February 21, 2002 in regards to the 804/434 and 540/276 NPA split.  BPM is currently treating this billing investigation with Verizon as a high priority issue.

I hope this information is helpful.  If you have any further questions, I can be reached at (90 8) 221-2794 or by email, Levym@att.com

Sincerely,

Mitchell Levy

CC-    Clayton Bowen, VDDHH

Sue Graham, Virginia Center Director
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