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Call Termination Issues for Local Exchange Carriers

	For several years, there has been a nationwide problem regarding call completion issues which has resulted in customer complaints to the carriers and to the Commission.  This has generally been associated with customers who are served by the smaller rural carriers.

	The service complaints have, in general, revolved around rural telephone company customers not receiving long distance calls from Wireline, Wireless, and VoIP providers.  The reports consist of:
 
· Calling party hears ringing but the called party’s phone does not ring
· Misleading or inaccurate call interception messages (the number you have called is no longer in service)
· Called party’s phone rings but the customer hears dead air when the call is answered
· Unusually long call set-up (long period of time before ringing begins)
· Extremely poor quality on answerable calls/FAXs


	Rural LECs receiving customer complains are advised to utilize the following three step process.  This process was developed by the National Exchange Carrier Association (NECA).  NECA has been working with rural carriers and the FCC to resolve this issue.

Step 1 – Educate your Subscribers

FCC webpage has information on the call termination problems as well as a form for reporting the problem to the FCC.
http://www.fcc.gov/encyclopedia/problems-long-distance-or-wireless-calling-rural-areas

NECA webpage also has information for educating the consumers
https://www.neca.org/cms400min/NECA_Templates/Call_Completion_Issues.aspx

Step 2 – Document and Troubleshoot Complaints

Obtain from your customers (or the calling party) the call details for each complaint:
	Originating telephone number
	Originating service provider (LD, wireless, or VoIP)
	Called telephone number
	The date and time of the call failure
	The type of failure that occurred

Examine your switch records to determine whether the call reached your switch and whether there was an error in your network

Whenever possible, contact the originating carrier for cooperative troubleshooting
	Document the carrier’s response and the status of their resolution efforts

Step 3 – Report to the FCC issues that were not permanently resolved by the originating carriers

Send the following information to rccinfo@fcc.gov
	Call details for each unresolved complaint (see list in step two)
	Measures taken to resolve the problem
	Results of your attempts to work with the originating carriers


By following the three steps above, the carriers may experience a resolution to the problem, however, this may only be a temporary resolution.  As demonstrated from data gathered by NECA, this can be a recurring problem.  

	The Commission staff encourages carriers to follow through on this three step process including notification to the FCC.  As noted above, this is an on-going problem and the more data compiled by NECA and the FCC, the more likely it is that the FCC will take action and will hopefully help resolve this problem.  In addition to notifying the FCC, you may wish to provide information to the Illinois Commerce Commission.  Contact information may be provided to Russ Murray at (217)558-4162 or via e-mail at rmurray@icc.illinois.gov

NECA has recommended that the Rural LECs (RLEC) establish switch-based test lines that allow for ongoing real-time network testing utilizing a milli-watt (1004 hz) test number.  This number can be used by other carriers to make test calls into the end office to see if the calls terminate or fail due to least cost routing.
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