






     CC Docket No. 98-67







     June 26, 2001

Ms. Magalie Roman Salas

Office of the Secretary

Federal Communications Commission

445 12th Street, SW

Washington, DC  20554

REFERENCE:  ANNUAL SUBMISSION OF COMPLAINT LOG SUMMARY

Dear Madam:

Pursuant to Title IV of the Americans with Disabilities Act of 1990, section 225(f)(2) of the Communications Act of 1934, as amended, 47 U.S.C. § 225(f)(2), and section 64.604(c)(1)(ii) of the Commission’s rules, 47 C.F.R. § 64.604(c)(1)(ii), the State of Wyoming Telecommunications Relay Service program submits the enclosed annual consumer complaint log summary for the twelve-month period ending May 31, 2001.

The State of Wyoming Telecommunications Relay Service program maintains a log of consumer complaints, including all complaints about Telecommunications Relay Service (TRS) in the state, whether filed with the TRS provider, Sprint, or the State.  The aforementioned log shall be retained until the next application for certification is granted.  Furthermore the log includes, at a minimum, the date the complaint was filed, the nature of the complaint, the date of resolution, and an explanation of the resolution.  

If the information contained within the annual consumer complaint log summary is not sufficient, please notify us and we will be happy to provide additional information.







     Sincerely,







     Gary W. Child







     Administrator

Enclosures (2)

cc:  Jenifer Simpson, Disabilities Rights Office

       International Transcription Service, Inc. (ITS)

ANNUAL CONSUMER COMPLAINT LOG SUMMARY

Wyoming Telecommunications Relay Service

CC Docket No. 98-67

June 29, 2000 to May 31, 2001

The State of Wyoming Telecommunications Relay Service program maintains a log of consumer complaints, including all complaints about Telecommunications Relay Service (TRS) in the state, whether filed with the TRS provider, Sprint, or the State.  The aforementioned log shall be retained until the next application for certification is granted.  Furthermore the log includes, at a minimum, the date the complaint was filed, the nature of the complaint, the date of resolution, and an explanation of the resolution.

For the period of June 29, 2000, through May 31, 2001, Sprint processed more than forty-six thousand, three hundred sixty-four (46,364) calls on behalf of Wyoming Relay.  A total of ten (10) customer complaints were received, which is a rate of two hundredths of a percent (.02%).  Of the ten complaints, five were filed with a Sprint supervisor from one of the eleven Sprint TRS centers, four were filed with the State’s program consultant, and one was filed with both a Sprint relay center supervisor and the State’s program consultant.  Many of the complaints were resolved the same day the complaint was made.  The longest amount of time to resolve a complaint was fifteen days.  None of the ten complaints were escalated for action to the Federal Communications Commission.  

The nature of the complaints were as follows:


Did not keep customer informed


Lost branding (2 complaints)


Roaming not available


Long dial out time


Communication Assistant (CA) speech not understandable


Change of CA slow and inappropriate


Did not follow customer instruction (2 complaints)


Caller ID saying “unavailable”

Complaint resolution included:


CA coached or retrained 


Technical problem fixed


Information and instruction provided to customer


Number re-branded


Change in call routing


