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QUARTERLY REPORT ON INFORMAL CONSUMER INQUIRIES AND COMPLAINTS RELEASED


Washington, DC – The Commission has released its report on the top subject areas for inquiries and complaints processed by the Consumer & Governmental Affairs Bureau (CGB) during the fourth quarter of calendar year 2008. 

2008 Fourth Quarter Inquiries.  During this quarter, the total number of inquiries for all four reported categories increased more than 116%, from 102,079 in the 3rd quarter of 2008 to 221,419 in the 4th quarter of 2008.  Notably, the number of Radio and Television Broadcasting inquiries increased more than 194%, from 61,404 in the 3rd quarter to 180,949 in the 4th quarter.  The bulk of the Radio and Television Broadcasting inquiries, i.e., 85%, pertained to Digital Television Issues.  Wireline inquiries decreased over 16% from 24,981 in the 3rd quarter to 21,355 in the 4th quarter.  Telephone Consumer Protection Act (TCPA) inquiries constituted over 72% of the inquiries in this category.  The number of Cable and Satellite Services inquiries increased more than 73%, as compared to the 3rd quarter from 9,008 to 15,594.  Inquiries regarding Digital Television Issues constituted 77% of the inquiries in this category.  Wireless inquiries decreased more than 47% from 6,686 in the 3rd quarter to 3,521 in the 4th quarter.  

2008 Fourth Quarter Complaints.  During this quarter, complaints in the reported categories decreased over 28%, from 98,816 in the 3rd quarter to 70,836 in the 4th quarter of 2008.  Most of the decrease occurred between the Radio and Television Broadcasting category where complaints decreased over 27% from 40,057 in the third quarter to 29,106 this quarter and in Wireline Telecommunications where complaints decreased from 39,546 in the third quarter to 27,160 this quarter.  Cable & Satellite Services-related complaints decreased over 7% from 2,263 in the 3rd quarter of 2008 to 2,097 in the 4th quarter.  Wireless complaints decreased 26% from 16,950 in the 3rd quarter of 2008 to 12,464 in the 4th quarter.  TCPA issues comprised over 66% of the complaints in this category.  Wireline complaints decreased in the 4th quarter of 2008 to 27,160 from 39,546 in the 3rd quarter of 2008.  Telephone Consumer Protection Act - Other Issues, Telephone Consumer Protection Act - Do Not Call List and Telephone Consumer Protection Act – Unsolicited Fax ranked as the top categories of wireline complaints and when combined, totaled over 82% of the wireline-related complaints in the reported sub-categories.  

Yearly Comparisons and Trends:  

The number of inquiries in the top consumer subjects as reported in the quarterly reports dramatically increased from 111,678 in 2007 to 468,431 in 2008.  The sub-categories in which notable increases were experienced in 2008, as compared to 2007, were:  (1) DTV (Radio and Television Broadcasting), a 1,787% increase from 14,895 in 2007 to 281,168 in 2008; (2) TCPA (Wireline Telecommunications), a 157% increase from 25,971 in 2007 to 66,767 in 2008.       

The number of complaints in the top consumer subjects as reported in the quarterly reports has also increased from 278,812 in 2007 to 430,999 in 2008.  The sub-categories in which there was a substantial increase in 2008, as compared to 2007, were: (1) Programming – Indecency/Obscenity (Radio and Television Broadcasting), where there was a 35% increase from 154,626 in 2007 to 210,190 in 2008; (2) TCPA (Wireline Telecommunications), a 65% increase from 73,209 in 2007 to 120,812 in 2008.     


The Commission receives many inquiries and complaints that do not involve violations of the Communications Act, or a rule or order of the Commission.  The existence of a complaint does not necessarily indicate wrongdoing by the company at issue.  The quarterly report on informal consumer inquiries and complaints release can be viewed at: http://www.fcc.gov/cgb/quarter/welcome.html.
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