Massachusetts CapTel FCC Complaint Report 6/1/2018 to 5/31/2019

Customer reported
audio dropping

CSR's investigation revealed that the
CapTel's phone cord was plugged into a
medical alert device. CSR advised
customer to obtain a duplex or "y" jack
to use in conjunction with the medical
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the customer, CSR sent a letter
reiterating the advice and offering
further assistance upon request.
CSR apologized and thanked the
customer for bringing their experience to
our attention. CSR attempted to gather
details about any specific calls with
caption inaccuracies but the customer
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the customer take note of the date, time,
and CA# of any future calls where
caption inaccuracies are experienced so
that we may take specific action with the
CA captioning the call. CSR followed up
with the customer to see if the customer
collected any new inaccurate call
details. Customer reported no new calls
with inaccurate captions.
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