AT&T Customer Service Sends Customers To Comcast
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Remember back in the old days when we had one phone company that delivered our local phone service and our long distance service?  It was the AT &T Bell Telephone System (Indiana Bell here) and we all referred to it as Ma Bell.

Then, in 1974, our government decided that, in the interests of competition that the Justice Department should file an anti-trust lawsuit that would eventually split Ma Bell into seven regional operating companies that would compete against each other and provide better customer service at a lower cost to its customers.  These seven companies were referred to as the “Baby Bells”.

So, effective January 1, 1984, the Baby Bells were born and the competition began.  Each company could sell telephone service into its region and long distance service could be provided by any company.  This gave birth to companies such as MCI Long Distance to compete with AT&T.  This was the whole purpose of the split, to instigate competition between the regional companies.

That worked really well didn’t it.

So twenty-five years after the Ma Bell breakup in to the seven Baby Bells we can look back and see what kind of success was provided by this government breakup of Ma Bell.  The twenty-fifth anniversary of the breakup in 2009 saw AT&T complete its take-over of the final Baby Bell to put the entire company back together again.

Customer service at AT&T is at an all time low in my opinion because they have put the company back together with governmental approval and are the monopolizing telephone company they once were.

In a recent battle with AT&T, I had two service complaints that I needed resolved.  The first and most important was the fact that customers were calling our office telephones provided by AT&T and leaving voice mails that were never received.  These voice mails were apparently off in la la land somewhere and then all of a sudden the system would dump voice mails onto our phone system from a month earlier.

In a period of one year this happened at least eight times and each time I would call AT&T To try to find out what happened and what needed to be done to fix the problem, of course, my tech support call was answered by someone in India who apparently had no knowledge of how the phone system worked whatsoever.  As I would ask a question, you could hear the “tech” typing my question into a computer as I was asking.  They would then read some ridiculous answer in some form of English that would require much patience to understand.

The problem that this creates is that most customers who call are essentially told that their problem cannot be solved and the customer gets fed up and terminates the call without a solution.  

The second problem was slow internet service.  I called “tech support” many times and always seemed to land in India talking to “Bob”.  I use the term “talking” very loosely since I was actually listening to “bob” type my question into the computer  and read the answer to me..

The question was always “why is my internet service so slow and what do I need to do to make it faster?  As they waited for the answer to pop up on the screen so they could read it to me they would always make some small talk that I was sure they were reading off of a card or something.  Chit chat that would be something like, “I know that this is very troublesome for you and we will be liking to fix this for you.”

The answer to the question, no matter how many times or how many ways it was asked was always the same.  Your internet connection will be so slow because you will be paying for one and a half megabytes and the point three eight four megabytes in the acceptable range.

To this day, I have not figured out how you pay for a certain amount of anything and less than one third of that amount is considered acceptable.  Regardless of that, I then offered to pay for a higher service and after “Bob” typed that into the computer he came back with the reply that I could not get any faster service in my location.  When I asked “Bob” to explain why I could pay for a faster speed when AT&T sends me mail all the time asking me to upgrade to a faster service such as 3.0 mbps or 6.0 mbps, his reply, after typing in the question was because that is the service that I am able to be getting.

This went back and forth for several minutes and finally I decided to try something different.  I said to him “Bob, are able to think on your own without using your computer”? I actually heard him typing that question into the computer and his answer came back, I am sorry but I am not understanding your question.

At that point, I asked “Bob” to transfer me to someone in the United States.  Well, ole “Bob” apparently didn’t understand that statement either because he transferred me to someone in the Philippines.  After spending twenty minutes there, I again requested to be transferred to someone in the United States and landed with some in Canada.  Fifteen minutes later, the Canadian finally transferred me to someone in Texas who actually answered my question.  He told me to call my local maintenance office for AT&T, (I was astounded that we had a local office) and have them come out and transfer to wires in the box on the corner and then I could be upgraded to the 6.0 mbps service.

I thanked him and called the local office at the number he provided me and was promptly told that they could not switch those wires because it was against their protocol for the area that I was in.  That “area” would be on Main Street in the middle of a business district.  I was so fed up by this time and having spent over three hours on the phone trying to resolve this issue, I finally asked the inevitable question.  I asked the repair tech if AT&T could not provide me with internet service that would work for our office, did I just need to cancel my service and get Comcast service instead?

His reply totally stunned me and was completely unexpected.  I could not believe that an employee of AT&T would actually say the words or that AT&T would allow an employee that would say this to a customer to keep his job.  

The reply I received was, “sir, if you feel that Comcast can provide you with better customer service, then maybe it would be best if you did switch to them”.

Nuff said.

One note of concern; one week after having my service switched to Comcast, I had a problem with my internet service slowing down all of a sudden.  I called Comcast tech support and my call was answered by a tech in New England who was wonderful.  She answered all of my questions without a computer and scheduled me for a service visit three days later.  

Twenty-five minutes after I talked to her, a service tech showed up at the office and said, “I know you are scheduled for a service visit in three days but I was in the area and didn’t want you to have to wait.

Now that’s customer service.  Maybe AT&T should send their customer service tech’s to the Comcast school to learn how to treat their customers.  Or should I say ex-customers.
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