Complaint Tracking for New York

June 2003
Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
NY voice caller using 711 from home is unable
to make a local call. When calling they received This is an invalid "to" nbr using ATT
06/01/03| 24 |"your LD is temp disc" recording. | apologized 06/02/03 ) using
and Sprint. Customer satisfied.
for problem and agreed to enter TT. Customer
3279-1 do 7
R e R B O nawanteT oy e
out the information for the DA Opr. Opr did not
inform him that he opened the bridge for him to
type. He said it took a while for him to gain Opr was pulled and we went over the
06/02/03 4 |communication with her and she didn’t seem 06/02/03 |correct procedure for the VCO
like she knew what she was doing. | thanked switches to typing. Opr understood.
the customer for his feedback and apologized
88211 for the confusion. Customer did not require
- f .—rh?; cantact
tustomer was ot happy that his background
conversation was typed. Supervisor explained
hoard nouding background sounds, Customer Opr followed procedures an
06/03/03 21 9 9 . . 06/03/03 |remained professional. No further
understood the concept of relaying everything action required
from the deaf customer's end and was satisfied q ’
with the Supervisor's explanations. No further
8822 contact rpmlpsr_adm_
Customer has garbling 3-4 times a week.
Customer dials the NY TTY relay nbr to reach
an Opr. Customer tried for 5 hours to get a call
06/04/03| 26 |made but the typing is garbled from 10pm to | 06/04/03 | ©!d customer to turn off Turbo
. Code. No further complaints
1am every time she calls relay. She could not
read the agent id. Apologized to customer.
3289-1 Opened TT# 972543
Opr lefta message on customer's voicemail
and the message was very hard to understand. Reviewed complaint with Opr and
Opr spoke too fast and said the phone nbr too ) } .
advised him to make sure that he is
fast. Thanked the customer for the feedback .
06/05/03 8 . 06/05/03 |speaking slowly and clearly when
and letting us know about the Opr. Let the . L
. relaying a message as it is very
customer know this Opr would be spoken to and important. Opr understood
the customer was satisfied. No further action P P '
8823 required
(Eustomer asked Opr to make another call and .
. Opr recalls event and explained that
received no response. Thanked the customer .
for taking the time to express their concerns the TTY user was very frustrating
06/05/03| 4 9 P . 06/05/03 |and was being very argumentative
and advised them that the complaint would be s .
o ; with him so he disconnected the call.
dealt with immediately. Customer requests no } .
8824 call back Appropriate action taken.
The customer said they had to repeat things Coached CA on proper VCO
06/15/03 11 ;everql times. Thanked the customer for 06/15/03 procedure. CA understands how to
informing us of the problem. Customer would properly handle call. Follow up letter
2581 RO N A—— sent to the customer,
instructed according to notes in her customer
database. Agent informed customer that
Customer Database information was not
showing at that time. Customer is concerned Spoke with agent regarding this
that the agent did not inform them of this before complaint. The agent understands
out-dialing. Customer is also concerned that that this information should be
06/15/03( 21 |CUSTOMER DATABASE information was not 06/15/03 |shared with the customer before out-
available. Apologized for the problem and let dialing. TT results - database issue
the customer know techs were aware of the resolved. Customer did not request
database issue and currently working to correct contact.
the situation. Supervisor who assisted on the
call let the customer know she would discuss
3324-| the situation with CA. Customer did not request

toat TTH OOZ7004
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
NY VCO user complams that agent did not
respond for 5 minutes on his call after he said
hello, hello," a few times. Customgr feels this is Agent coached that she needs to
not a system error and should be discussed listen for the VCO user to speak. The
06/16/03 21  |with the agent. Customer does not want to see | 06/19/03 ) ) peax.
" . . ) Thank you for calling...is a macro
Thank you for calling SRCS info sent just a .
. e that is sent.
simple thank you is fine. Customer was able to
read my response fine with no delay. Thanked
3328-1 customer far callina
Oprwas purned Tor arscussion. Opr |
stated that the outbound hung up.
Opr disconnected caller while customer was on This was typed to the TTY customer,
X . . and there was no response, so the
hold with his lawyer. Apologized to the customer Obr terminated the call. The Obr was
06/16/03 5 |for the inconvenience and told him we will follow| 06/16/03 | " o P
. . coached on proper disconnect
up with the Opr. Customer requires no further . .
procedures, and told that if anything
contact. ) .
was in question to call over a
supervisor for assistance. Opr
8828 nnderstond
Ime Uprwds puned Imiredialely dara
remembers TTY hanging up - the
message came in garbled and the
TTY user came on the line and Opr did not Opr sent message garbled macro
GA, and the TTY user hung up.
respond, so TTY user was forced to hang up Coached Obr on the procedure to
06/17/03| 21 |and redial. Thanked the TTY user for taking the | 06/17/03 P P
; . ) ) send message garbled. If the
time to give us his feedback. He would like a .
. L problem happens again Opr was told
call back regarding this issue. f
to call over a supervisor. Left a
message on customer's machine as
instructed by customer informing
8829 thoam of tho racaliution to nrahlam
VCO customer stated that any time they place This is an Ameriphone problem and
calls through relay the outbound is unable to is currently under investigation. For
06/19/03| 29 |hear or understand them. The customer would now we are rerouting callers to MO
like follow up by phone. Apologized to the Relay Center. Unable to reach
3944 customer. TT#10001007316 customer
CA’said she had a call where the
Caller said agent did not give any gender or person didn’t give a greeting when
how the person answered the phone when answering the phone just began
placing a call for her. | apologized to the caller speaking right away so CA typed
06/20/03 9 for the problem and let her know a complaint 06/23/03 what was said. CA demonstrated
would be sent to agent's work location. Caller knowledge of call set up and is aware
did not require a call back. it is necessary to gender and type
3343-I areeting
The user stated the Opr called to our phone line
and said the persoq hung up. TTY user feels When attempting to pull this Opr for
the Opr said the voice person hung up when . Lo )
. . discussion it was discovered that the
Opr hung up on voice and TTY user is very Obr was not even here on this da
06/20/03 5 upset. Supervisor apologized for any 06/20/03 P . ; y
. . (customer said it happened this day.)
inconvenience that may have been caused and )

. It was an incorrect Opr nbr. No
assured that the matter would be discussed further follow ub possible
immediately. The customer hung up on the PP '

8832 supervisor and did not ask for follow up contact.
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
TEaNT Ceau NEl & arsCUSSIon Wit |
Customer complained that the Opr the Opr at.JOUt the call and asked if
. . any technical problems or ASCII may
disconnected without a reason. The customer . )
- have caused the disconnection. Opr
was not finished. Thanked the customer for ) .
calling and informed customer that the matter said she did not hang up on any
06/21/03 5 9 . . 06/21/03 |customer and does not recall
would be reviewed by the supervisor and a . . .
) anything during her shift that may
follow up letter would be fwd back to him . )
- have contributed to the call being
explaining what happened. The customer was .
. disconnected. Account Manger sent
satisfied.
a follow up letter to the customer as
8621 ranuoctad
Customer states agents do not respond to her
calls, they disconnect her and they are not well
trained. Customer uses relay button to connect
and does not know what nbr she is dialing to
reach NYRS. Customer also complained their Relay ambassador has made contact
branding is not working after supervisor assured with VCO customer. Appointment
06/25/03 0 her today they would brand her line and it would 08/15/03 scheduled to discuss phone.
fix the problem. Apologized for the problem with Customer satisfied.
service provided customer with designated VCO
nbr explaining the benefits of using this nbr.
Also explained branding takes 3 business days.
3363-U Customer does want contact from acct mgr.
3363-U | 06/25/03 2
3363-U | 06/25/03 5
DISCUSSed with Oprs that ir any |
problems happen with a call to alert a
supervisor immediately. Also
informed Oprs that disconnecting
calls can result in corrective action or
termination. Opr said that the
medical office hung up on TTY user
TTY user reports that Oprs disconnected her when the call was still in progress.
- ) Then the other Opr took over the call
calls to medical office. The call was urgent and .
; h at that time. TTY user was
relay disconnected and needed to redial. .
: ) . complaining that she was hung up
Medical office stated the relay disconnected not on. Dialed back to medical office and
06/27/03 5 |the medical personnel. Apologized for the 07/01/03 : . .
- they explained they hung up the line
problem encountered and advised caller that . )
. . in the office because they thought
relay does not disconnect. Also advised
. . the call was over. | contacted the
complaint would be fwd to supervisor. Customer
requests contact regarding this issue customer and told her that the Oprs
q 9 9 ' had been spoken to and that they
said that the medical office hung up
first customer then asked why they
did not type (person hung up) - the
phone just went dead. | informed the
customer that we apologize for the
incident and that a report would be
3366-|

filad Thanked me and hina 1in She
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer states that agent was not able to
connect to the phone nbr that was to be dialed
and the agent then took it upon herself to redial
the nbr without asking the customer if she
should do so or not, thus taking control away
from the customer on the call. The agent also
was asked if she read the call notes and upon
06/28/03 3 reaching answering machlng the agent did not 06/28/03 The agent was coached on these
follow the customers instructions to type issues.
"answering mach beep GA" but instead typed
"answering mach GA". This confused the
customer that she did not type the word beep so
the customer would know when to leave her
message. Thanked the customer for letting us
know and assured that the complaint would be
3370-1 sent in so that the issues could be investigated
Cu§tomer ha§ problem using Verizon when . TT results - Tech completed several
calling long distance through relay. Customer is test call and no trouble was found
06/28/03| 33 |making calls from her beach house on a barrier | 06/30/03 . )
f ) . Left message with customer to try
beach island in NY. Apologized. TT them aqain
3369-1 10001030528 opened. Follow up reauested gain.
TT results - tried fo call customer
Voice caller calling VCO customer and always again without success and left a
ets a busy signal. Apologized to customer for message for customer to call back
06/30/03| 24 |9 y signal. Apolog 07/01/03 |and make some test calls. The call
the problem and opened TT# 100010304345. . .
) rings through ok but there is no
Customer requires follow-up.
answer. Let customer know. Problem
3378-1 now
e e TS PG TesoVeT—
Customer is unable to make long distance calls under duplicate ticket number
through relay. When she makes the same call 1044049. Verizon is blocking the
without relay the call goes through without any customers long distance. Tech is
06/30/03| 29 |trouble. Thanked the customer for calling in 07/07/03 |attempting to work with them to get
about this and let her know that a techs will their switch to accept calls through
check into it for her. TT#1001033218 Customer Relay. The problem has been
3376-| does want contact with resolution. resolved and customer can now

make calls
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Complaint Tracking for New York

July 2003
Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Cusiomer asked the Opr to repeat last typed
text an e-mail address and the Opr kept telling
customer to ask the caller. The Opr did not . .
repeat and customer was very frustrated There is not an agent at this center
07/02/03| 3 peat an ryin 07/03/03 |with this number at the current time.
because it took up unnecessary time. No call No further action possible
back requested. Did explain to voice person that P ’
last sentence can be repeated. She asked if
8836 someone would nlease sneak to the Oor
. Had a discussion with Opr and what
Customer was completing a call and gave the happened is that after the customer
Opr another nbr to dial. Opr said sorry for the PP . .
. . . . gave the nbr to dial the dial
confusion and it was a misunderstanding on P
. verification came up and the
customer's part. Customer resented that they
. customer thought that the Opr was
did not know what happened. Customer all of a . .
. . asking for the nbr again but she was
sudden saw phone calling and they were still on not. The Oor said the customer
07/02/03 3 |the line with the Opr. It could have been a 07/02/03 bec-ame iraF:e and then disconnected
computer problem but not a misunderstanding Obr was reminded that she should '
on their part the customer felt. Thanked the P L
. . call over a supervisor in the case of
customer for calling and informed customer that } . .
; . an irate customer. If there is not time
the matter would be looked into and complaint . .
. L for a supervisor to arrive at the
would be reviewed. Customer was satisfied - no - . .
further contact needed position Opr was advised to explain
8837 ) the situation to a supervisor.
Cusiomer has had continual problems ATter several attlempts I Spoke with
connecting to TTY user through the relay the customer. She became angry
service. No specific agents, just all agents in and hung up on me after | told her
general do not process her calls. She wants that without an Opr nbr we could not
07/05/03 21 someone in upper management to call her back 07/15/03 pull an Opr for discussion. This call
and tell her what is going to be done. Thanked could have been routed through any
customer for her feedback. | apologized for the center and any Opr. No further
8512D inconvenience rlels;P ﬂ?@ '_s ng?E%
since it is a Verizon issue. Tech has
. opened a ticket with Verizon and
Customer cannot make long distance calls requested via email that the
through relay. She lives in a beach house in NY cu(;tomer open a ticket with Verizon
07/05/03 21 |and uses Ameriphone VCO phone. Apologized | 07/08/03 P
as well. Customer has contact
to the customer and told her a TT would be information for tech and can give
opened. TTI001044049 Follow up requested. ) ) . 9
that information to Verizon.
Communicated to customer via
3393 email
Customer complained that relay Opr
dlsconnectgd him. He had. given byg GAto Advised Opr that extreme caution
SKSK to voice party and line was disconnected needs 1o be used and if there is ever
suddenly. Customer was told that the supervisor difficulty with a call to advise a
07/05/03 5 would follow up by speaking to this Opr and that| 07/05/03 y . ) .
) . supervisor immediately. Also advised
a complaint would be registered. Customer was . ) .
. . . that intentional disconnects can lead
satisfied that supervisor was going to handle the s
. ) ; to termination.
situation and he did not request follow up.
8838 Thanked customer for the feedback.
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Complaint Tracking for New

York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
AT T Wao 1oouTU UTT uito '.IIUVIUUQIy
which techs suggest customer
contact his local phone company for
resolution. Through testing it was
NY TTY user upset that he receives Sprint bills determined that the nbr digits
for his LD calls from home as his carrier is apparently are not transmitting
Frontier which is in is database. Customer feels correctly from the local phone
07/07/03 2 inconvenienced having to provide copies of his | 07/07/03 |company. Apologized for the problem
bill and info in order to receive credit for the and provided RCS fax nbr. Explained
error. Checked to make sure the customer's findings to customer and suggested
notes are in place as is his selected carrier. customer should contact their local
phone company regarding this issue.
No contact requested. Customer
3403-1 mforlmeit.o f:ontact their LEC to
TTY User unable to call @ particular nbr througn
NY Relay. A Recording is heard that the nbr is
disconnected or no longer in service. The nbr
can be dialed directly without a problem. TT results - The calls are now
07/07/03| 34 |Customer has carrier of choice info in their 07/29/03 |working for the customer. Customer
database for NY Relay. Apologized from satisfied.
encountered and advised complaint and TT
would be entered. Customer requests contact.
3401-1 TT. 1045507
Tn ThiS Customer's notes It states It a 1ax pICKs
up don't hang up it will either go to a voice
Fites tht each e she uses relay senice As thero was no Opr nbr given
07/08/03 3 y 07/08/03 |supervisor could not do a follow up
Opr always hangs up when they hear a fax with anv Oor
machine. Customer did not request a call back. y 2P
Thanked the customer for the feedback and
8340 analoqized far the inconvenience
8340 | 07/08/03 4
8340 |[07/08/03| 21
Opr was pulled for discussion. She
Opr was really slow to answer when talking to did not remember the call. Was
customer. Customer spoke to her twice and advised to stay alert on all calls and
07/10/03 21 |hung up. Thanked customer for her feedback 07/15/03 |respond immediately to customers.
and apologized for the inconvenience. Contact customer and left a message
8341 Customer would like a call back. on the answering machine telling her
Relay Opr interrupted and cut off TTY typing. Explained to the Opr th?t sh‘e ShOl.JId
. always call for a supervisor if she is
TTY saw that it was garbled and told the Opr to . e 1 .
; having difficulties with calls. |
stop but the Opr did not respond. TTY user saw informed her that disconnecting a call
07/12/03 5 red light on TTY, meaning that the Opr hung up | 07/12/03 |. o 9
is grounds for termination. | called
on them. Thanked the customer for the .
. customer and informed her that we
feedback. Customer would like a call back . o .
) discussed the situation with the Opr.
about this. . . .
| apologized for the inconvenience
8343 that she exnerianced
8343 | 07/12/03] 21
Agent dialed thg wrong npr. When caller asked Agent was reminded of the severity
for agent to redial agent disconnected caller. .
Apologized for inconvenience and informed of hanging up on a customer. Agent
o7i12/03| 1 |PO98 ! 07/13/03 |was advised that if there are any
caller that we would make sure agent is roblems with anv calls to contact a
followed up with and coached. Also thanked gu ervisor for assyistance
6571X caller for the feedback. No call back necessary. P '
6571X | 07/12/03 5
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
VCO user called twice in a row. Both times
asked for a supervisor. Both times VCO could TT results - Tech cannot reproduce
not read typing. No call back requested. the garbling so he had the nbr added
07/12/03] 26 Entered TT# 1001059366 Unable to 07/12/03 to the list of numbers that don’t get
communicate to customer or apologize for routed the MN center.
2582 ituation
ustomer stated agent hung up on her.
Apologized to the customer and stated that the Agent coached on importance of
07/12/03 5 |complaint would be fwd to the appropriate 12/23/03 |maintaining connection with inbound
center for follow up by the Quality Assurance customer.
15119 dept. No follow up necessarv
vUOU CUsLomer cdire 1 or rL diid
Opr out-dialed call not realizing that
. . the VCO user was on the voice line.
VCO customer gave pre-paid calling card . .
. ) - After connecting with outbound Opr
instructions to Opr. Opr did not respond back to realized that she could nor brocess
the caller. VCO user called back to complain request and explained to thz voice
07/14/03 3 about this. Supervisor took the complaint and 07/14/03 e(:son Obr saiF:'j the VCO was not
call proceeded with new Opr. VCO user did not pettin .thepinfo due to the call bein
want a call back. Thanked the customer for the 9 9 . ) 9
feedback on the wrong line. Explained to the
’ Opr that VCO calls have to be F1 to
8347 process and to look for that the next
tima
8347 |07/14/03] 21
Customer complained that there have been lots
of misspellings on her calls. Customer provided
Opr nbr saying she did not do a good job on her . .
) Spoke with Opr and advised that she
07/14/03| 6 [cal either. The customer also noted thatthe | 7,1 1/53 |should be careful about errors/
supervisor was making a lot of mistakes and accurac
that there was garbling on our end. | thanked y-
customer for her feedback. Customer does not
8345 want anv fuirther contact
8345 | 07/14/03| 21
CUSTOIMTET Caney 1T staurg site u1eyd 10 MTaRe d
call and did not get the agent ID in the initial
greeting. She then asked the agent to please
repeat their ID and there was no response. She
said hello, hello and finally there was a
response from the agent. The customer asked Agent gave ID as soon as possible.
07/15/03 4  [the agent why he hesitated in giving the ID. 07/15/03 |Caller may have been talking over
Thanked the customer for calling in. Let agent's typing.
customer know that we are able to give our ID
any time it is asked for as soon as it is asked
for. Let her know that | would write this up and
forward to the appropriate center. Customer
3431l dooc nat wnnt cantact with Lution
NY VCO user receiving Sprint bifls Tor LD calls. Made test calls. Notes came in fine
Customer has notes entered in database as an call completed \.Nith ATT fine ’
07/20/03 29 |AT&T customer. Apologized for problem and let | 07/21/03 P )
) Customer records correct. May be an
her know | will enter a TT Customer does not .
3448-1 re TT1001076338 agent failure.
Customer states that this agent was nording on
a call and instead of typing to the customer "do
you want to continue to hold" the CA typed "GA"
and the customer thought someone thought had Spoke to and coached agent
07/21/03| 21 |answered the phone and was on the line. 07/21/03 rep arding this matter 9
Thanked the customer for letting us know and 9 9 '
assured that a complaint would be sent in so
34471 the problem could be investigated further. No

call hack requiested

Page 7 of 37




Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Tustomer called m o 1et us Know that this CA
had some problems on the line while they were
placing her call and CA took it upon herself to
redial the nbr without the customer's approval. Coached CA on keeping customer
07/21/03| 21 |The customer did not like this. Thanked the 07/24/03 |informed and waiting for customer to
customer for letting us know and assured that a given instructions on how to proceed.
complaint would be sent in so that the problem
could be investigated further. Customer did not
3446-1 reqiiest a call hack
Opr was pulled and Opr rememberead
a very long call with many redials to
Customer was cut off by the Opr. Thanked the ggtézr?sagthstﬁec;zt:;f ;izigvr:izgzt
07/26/03 5 customer for calling and.mformed her that the 07/27/03 |The line was disconnected on the
matter would be looked into. Customer does not outbound end. Opr was spoken to
request further contact. about the consequences of hanging
up on either end of the call.
8334 Reviewed nrocediires with QOnr
Customer made a call through relay and
informed the Opr that she would reach a "tree"
then she instructed the Opr to ask for a certain
person in the service dept. The Opr had to call
the service dept twice but just kept getting the Left message on answering machine
receptionist and not the person they asked for. and informed customer that agent
On the 3rd try the Opr did get the person they redialed due to technical problem
07/209/03| 21 [3Sked for and they referred the customer to 08/01/03 |knowing what customer had
another person and transferred. Upon transfer requested. Agent has been coached
they reached the answering machine. The line not to rediél unless instructed to do
was disconnected and the Opr redialed the call, o
taking control of the call away from the ’
customer. | apologized for the inconvenience
and told the customer that the report would be
sent to the call center supervisor. | thanked the
3475-1 customer for taking time to call. Follow up
Customer states the agent did not keep him Qpr was adwse.d to keep customer
informed. Customer states he was closing his |nf9rmed atall .“'T“?S as t(.) what s
call and there was no response from the going on even if it is nothing. |
07/29/03 4 : . . 07/31/03 |contacted the customer and left a
outbound. He re-stated his closing and still message on his answering machine
received no reply. Advised customer his letting him know the resolution of his
3474-| complaint would be fwd to the supervisor. complaint
The customer stated that CA would not dial out
using the numbers mentioned in the recording.
Apologized to the customer and explaining that g}érfgllz\g; (ijn‘i)r:cg)paerprizlr:gr:t?ff(: Z::Z
07/30/03 3 the nbr is no longer available and suggested to | 07/30/03 recording message to place the next
redial to obtain such nbr and provide this # to call
2606 the Opr. VCO accepted and placed the call. No '

follow ub necessarv
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer asked agent to dial 1st nbr and
reached answering machine asked agent to dial
2nd nbr and‘per.son answering said thgy could Met with CA and discussed the call. |
not talk at this time, asked agent to dial 3rd nbr . . .
) was the supervisor that assisted with
and customer could not read what was being . .
. this call. When it appeared to the
typed so the customer asked the agent what is
} . VCO that the 1st and 2nd numbers
going on what happened did someone answer, . .
. . had been dialed again they actually
the agent then dialed the 1st nbr again and got
. . ) had not. The VCO requested the last
the answering machine then dialed the 2nd nbr thing said form the voice berson so
07/31/03 3 |again and got the same person and customer 07/31/03 9 P
) . . the CA used the scratch pad to
had to apologize for calling again then agent .
. ) retype last text. The macro did not
dialed the 3rd nbr and finally for connected the
. . ) work correctly and retyped the
customer did not tell the agent to dial the first o : .
. beginning of the call including the 1st
two numbers again and customer does not i )
. couple dialing macros so it appeared
understand how the agent still had the numbers . ;
) o . the numbers were dialed again when
to dial all of them again without asking customer in fact they were not
for the numbers. Apologized to customer told 4 ’
him the agents supervisor would notified. No
3482-1 follow up requested.
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Complaint Tracking for New York

August 2003
Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Opr pulled for discussion - Opr
explained that she did try local
. override several times and the call
Voice caller unable to process cell phone call. .
. . would not go through. Supervisor
Customer advised CA he was calling from cell .
L : was called over and informed the
phone at beginning of call. A recording was )
) . voice caller that we were
heard stating they were not a Sprint customer. o .
. . . experiencing tech problems with the
Customer is using a Sprint PCS phone. station and customer was asked to
08/01/03 3 Customer wants credit for PCS minutes wasted | 08/05/03
. call back to reach another Opr.
on the call. Apologized for problem . L
. Called customer regarding this issue
encountered. Discussed cell phone call .
) . - after the Opr was spoken to. Got his
processing problems. Customer is providing ) . .
. . voice mail and left a detailed
correct info to relay per our conversation. messaae reqarding the problem and
Customer requests contact ASAP. 9 . 9 g P
the resolution. | left a phone nbr
where he could reach me should he
3485-| need further contact regarding this
This Opr was not typing everything correctly - it Opr said that voice person Kept
made no sense - VCO complained to Opr and talking over the VCO person and vice
wanted to know what he was typing - Opr versa. He tried to get them both to
08/04/03 6 responded that Opr typed everythmg heard. 08/06/03 wait for aGA byt was unsuccessful.
Customer was upset cause everything he typed The inbound disconnected. Opr was
made no sense. Apologized to customer for the advised of the rules of disconnecting
inconvenience. Customer does not request a a call, and the consequences of
8843 rc‘:all {mr‘k T r ToToTh 1 doina so
ustomer states agen took control of her car CA stated that call was placed and
The requested nbr did not go through the first reached a fast busv sianal so CA
08/15/03 21 [time the Opr dialed, so she took it upon herself | 08/19/03 yslg .
. typed fast busy phone and redialed.
to redial. Thanked the customer. No follow up CA followed proper call procedures
3028-J requested prop P :
Customer made two phone calls. The first one
was an answering machine and the agent typed
answering machine but did not type that it had
e
08/15/03| 4 yp 9 9 UP-1 08/16/03 |customers informed and on
The second call the person hung up the phone. disconnection
The agent did not type that the person hung up ’
and did not respond to the customer. The agent
disconnected the call. Apologized to customer.
3033-J No customer contact requested.
3033-J | 08/15/03 5
Customer states agent took control of her call.
The requested nbr was dialed. Opr typed "fast
busy" and then she took it upon herself to Reviewed proper procedures for fast
08/15/03 21 |redial. Customer states when a problem in 08/20/03 |busy with agent. No customer Follow
encountered with the call, it is for the customer up requested.
to decide what action will be taken. Thanked the
3025J customer. No follow up requested
VCO reports CA took control of the call. There
was a problem out-dialing and then CA took
upon themselves to redial and did not inform Agent was coached reqarding brober
08/18/03| 4 [the customer. Apologized to the customer for | 09/15/03 9 garding prop
. . call procedures.
the problem encountered and advised complaint|
would be fwd to supervisor immediately.
3041-J Customer did not request contact.
3041-J | 08/18/03| 21
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
The Opr hung up 100 qUICKIy arter receiving the
nbr to redial. Customer told him to call the Reviewed complaint with Opr and
number again and before they finished typing explained that he should always call
08/21/03 5 he hung up. Apologized to the customer for the a supervisor if having difficulties.
situation and thanked customer for providing Reminded that disconnecting on a
feedback to the center. Customer would like a call is grounds for termination. Follow
call back. As no nbr was given a letter will be up letter sent to the customer.
8854 sent to the clustomer
8854 | 08/21/03| 21
Caller said there were two agents on the call.
They were both laughing and talking with other Met with agent. Coached agent on
agents during this call. Caller did not have the being professional throughout the
first agents ID #. He only had the second call. Agent advised of consequences
08/25/03 7 agent's nbr that took over the call. | apologized 08/27/03 of talking and laughing on a call. Due
to caller for the problem and let them know a to the nature of the complaint
complaint would be sent to the agent's work appropriate action to be taken.
3056-J location No call back reainiested on this issiie
This Opr hung up on a deaf blind customer
because of customer's delay in time reading
Braille and responding. According to caller Opr Opr was pulled for discussion- said
probably waited for instructions and after waiting he waited 3 minutes prior to
with no response finally hung up / disconnected. disconnection and had no indication
08/29/03 5 Apologized for the inconvenience. Customer 08/29/03 this was a BDRU customer. Opr
wasn't angry or upset but wanted to let relay apologized. Went over procedures
know that there is a delay because of the time it with Opr on BDRU calls.
takes to read Braille. Customer did not want
8861N further contact on this.
Opr was pulled for discussion- stated
Did not respond to VCO - might have been that he was nervous being new and
striking the wrong keys. Thanked the customer may have made an error. Procedures
08/29/03 21 |for giving feedback and assured her that we 08/29/03 |for handling VCO calls were reviewed
would speak to the Opr who is new. No further with the Opr. Opr was reminded to
8860N contact required. call over a supervisor if having

problems on a call
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Complaint Tracking for New York

September 2003
Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
CUSIUITITT StAalto Uidl TS warlltcU U TT1dn\T SUTT
he was reaching CA relay service in order to get
a free long distance call to CA. He asked agent
several times if he had reached the CA relay
service and the agent never answered or
acknowledged his question but just kept asking Agent didn’t know caller was asking
0901/03| 21 Nbr you are dialing .to pls. Let the cus.tomer 09/02/03 Fhat question. Thought was asking if
know that a complaint would be sent in on the it was CA relay service so sent
problem to be further investigated with a macro.
supervisor. Customer did call back to let rep
know that several agents were having a hard
time hearing him hen he was on his speaker
3069-J f)khone.lAnd h(ilstated thgt this cou.ld have been
Opr did not Tollow customer database
instructions "if answering mach type answering
mach beep GA". Customer wants to leave a
message w/o redialing. Opr dialed nbr and This CA was not working at the time
09/03/03 2 |typed entire message and needed to redial for | 09/03/03
. the call took place. No follow up.
customer to leave msg. Apologized for problem
encountered and advised complaint would be
sent to supervisor. Customer does not want to
3073-J h
&nﬁn&ad?fl'n_fpr 1d Not follow customer database
instructions "if answering mach type answering
mach beep GA". Customer wants to leave a Spoke with agent who sent voice now|
message w/o redialing. Opr dialed nbr and instead of beep. Agent said she did
09/03/03 2 |typed entire message and needed to redial for | 09/04/03 |not type out answering mach msg.
customer to leave msg. Apologized for problem Coached agent on reading customer
encountered and advised complaint would be notes.
sent to supervisor. Customer does not want to
3074-J h
&nﬁn&ad?fl'n_fpr 1d Not follow customer database
instructions "if answering mach type answering
mach beep GA". Customer wants to leave a
message w/o redialing. Opr dialed nbr and Coached agent regarding proper
09/03/03 2 |typed entire message and needed to redial for | 09/03/03
. customer database procedure.
customer to leave msg. Apologized for problem
encountered and advised complaint would be
sent to supervisor. Customer does not want to
3075-J he contacted
This Opr called the doctor for customer. She Opr remembered the calland TL
typed November, it was supposed to be coached Opr on keeping the TTY
September. When | asked Opr she would not user informed. Or will keep this in
09/04/03 17  |tell customer. Customer was furious. Opr is 09/07/03 |mind for future calls. Apologized for
rude. Thanked customer for taking the time to not answering TTY user - she
give us feedback. Customer did not request a thought it would be a break in
8864N call back fransoarency.
CUSIOIMEeT SETVITE UIa prace a grooar |
block on this nbr immediately.
However, AM was able to call using
Caller upset due to receiving an obscene phone VRS. AM spoke with customer and
call through NY relay and does not believe that explained again about equal access
should be allowed or that it is legal. | apologized through relay. Also explained caller
09/11/03 35 to caller and let them know a complaint would 09/11/03 ID will be available in NY soon,
be sent to acct mgr for a return call .Caller however some numbers are private
requested a call back from relay acct mgr. numbers and may not show up.
Customer very happy that global
3102-J block has been applied through

Snrint
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Complaint Tracking for New York

Tracking
#

Date of
Compl.

Cat. #
Compl.

Nature of Complaint

Date of
Resolution

Explanation of Resolution

8868n

09/12/03

17

UM WdAo TUUT UTLAUST UNTTC UUlDUUTIU VUILT
could not interrupt the call in order to inform the
Opr that there was trouble with their phone
system which produces an intermittent echo
when receiving calls from relay. Opr would not
stay on line after inbound disconnected to assist
resolving problem just kept repeating in a rude
voice 'Opr cannot get involved in conversation”.
| explained our policy on what happens when
inbound disconnects from outbound and
referred caller to customer service to assist in
fixing problem. Customer mentioned they had
not understood before and felt better about what
happened. No call back requested. Thanked

s £

foodbool

09/17/03

Coached CA on correct procedures
for informing outbound when inbound
disconnects.

8869N

09/16/03

Opr had a monotone and she did not enunciate
her words. Thanked the customer for taking the
time to give feedback. Customer does not
require follow up call.

09/16/03

Reviewed complaint with Opr.
Explained to her the importance of
enunciating emotion during calls. Opr
explained that the TTY user
disconnected causing the line to
automatically disconnect on the
outbound caller

8871N

09/16/03

1"

Tustomer placed call to mother and the Opr
asked her mother for the nbr u r calling to pls. It
took 5-7 minutes for this Opr to get this call
going when all she had to do was make a VCO
announcement. Thanked the customer for the
feedback. Let customer know the Opr's TL
would be informed and VCO to voice

procedures would be refreshed with her. The
custamer was satisfied

09/17/03

Agent explained to voice person.
Agent's computer locked up and
when voice person hung up it
disconnected the VCO person.
Agent's computer fine was thereafter.

3117-J

09/17/03

18

Customer called in stating that she gave the
agent specific instructions that if an answering
mach was reached to let her know the name
and then to follow her customer instructions
regarding answering machines. The agent then
told her the name and answering mach then
there was a long pause and the GA. She
questioned the agent why she didn't give her
the beep like it says to do in her instructions.
The agent replied there wasn't time to which the
customer said something about why there was
a long pause then between the answering mach
and the Ga. Thanked the customer for calling
let her know that since she had been working
with the acct mgr. | would email the acct mgr. to
see if we could come up with a better solution to
this situation. Customer would like contact back

09/17/03

Coached agent on the importance of
following customer notes and
instructions. No customer follow up
needed. New York AM did follow up
with customer.

3128-J

09/18/03

NI VOUU LCUSWUITITT Lalirty trimrouyim INTTNO TTUTTI
work had informed agent that she would
probably reach answering machine and to just
type the name beep and GA so she could leave
her voice message the first time. Agent did not
comply with her request and there was a long
pause. When caller asked agent why this
happened, agent said they didn't have enough
time. Customer cannot understand why agents
will not follow her requests. Apologized to
customer supervisor assisted on call and
explained that we will inform the agent
supervisor for coaching. Customer does not

annt tont

09/20/03

CA was coached to be quicker.
Machine timed out because CA was
slow. Knows proper procedures now.
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
This Opr had awful spelling - customer has Spoke to Opr about her spelling -
0o/24/03| & [complaint about spelling overand overandis | yq,54/53 |aqvised to be more aware on the
really dissatisfied. Thanked customer for giving calls to improve qualit
8876N feedback on our Opr. They require no call back. P q Y.
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Complaint Tracking for New York

October 2003
Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
CUSTOIMET STAEs Utat CA ranarea s nrst can
correctly but then on the second call she didn’t
dial the nbr correctly and even after the
customer tried to verify the correct nbr several
different times she never could seem to hear Spoke to agent. | told the agent to
him correctly. The customer then told her to turn make sure she calls a supervisor for
10/03/03 3 her headset up and she never did respond to 12/31/03 assistance when this happens. She
the request so he disconnected the call. said she understood.
Apologized for the inconvenience and assured
that a complaint would be sent in so that the
31684 E:?\t?[lerlﬁgglgdbe investigated further. No call
Had a discussion with the Opr about
Customer upset that Opr wasted their time. the call. The Opr was following the
Customer gave instructions again and again instructions given by the customer.
and she still did not get it. She did not He first gave a nbr and it was the
10/06/03 3 understand and wasted time. Thanked 10/06/03 |wrong nbr. Then he gave added info
customer for giving feedback and told him the and the info was incorrect so the Opr
matter would be addressed by a supervisor. No was not able to complete the call.
call back required. Reviewed the policy on following
8880N customer instructions with Opr.
Tustomer 15 unable 1o connect 1o number when
dialing thorough relay. They get either a fast
busy or the "all circuits are busy" recording. TT results - added 248 to NY offset
When the number is called without relay the line tables. Tested 5 calls using all others
10/13/03| 34 |rings. Thanked the customer for calling and let | 10/14/03 |from this number. all dialed through
her know that | would have the techs check into and reached ACN company.
why she was unable to make her call. TT# Customer notified.
1275445 Customer does want contact with the
3196/ cesalution Opr was pulled for aiscussion. was
Called credit card company and Opr was . prwas pu . 1Seussion.
informed that hanging up on callers
unclear. The TTY user asked relay to repeat the ; S
can result in termination. Asked her
msg. There was no response. TTY typed hello . .
and then received red light that relay had hun o let supervisor know if there are
10/20/03 5 >0 g Y 9 | 10/20/03 |technical issues during a call that
up on them. Apologized to customer for the ;
. . ) may lead to a complaint. Opr was
inconvenience and thanked customer for taking .
) . unable to remember the call. Will
the time to give us the feedback. No further . .
. have QA monitor this Opr frequently
8894N contact required.

thronahout the maonth
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Complaint Tracking for New York

November 2003
Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer called to a nbr and reached a
recording that the office was closed. Agent
typed that the office was closed but did not type
any other info pertaining to when they would be
open. Customer asked if the agent caught that Coached aaent reqarding caller
11/01/03| 4 |info. The agent didn't ask if the customer 11/01/03 | 250 S€ A9EM FEgarding
wanted her to redial to get that info she just ’
redialed. Thanked the customer for calling and
let her know that | would write this up and fwd it
to the appropriate center. Customer does not
3257J want contact with resolution.
Called to complain about Oprs who do not know
how to process VCO-VCO calls. Customer Met with Obr and coached on the
asked them if they know how this process im ortancepof speedy processing of
11/01/03 1 works. Oprs type (one moment please) and 11/05/03 P P y P 9
VCO-VCO calls. Reviewed proper
take longer than normal to respond. Thanked rocedures with the Oor
the customer for letting us know - no further P P
8903N contact reauired
Customer says that every month she has Sprint
showing up on her phone bill and she clearly
has a different carrier showing on her database
and also in her call notes. She is not sure
which agent took the call as there were 2 .
. . Agents were coached regarding
agents on the call at the time this happened. .
. e L customer database procedures. TT:
She would like to get this fixed as she is tired of Need additional info. for further
11/02/03 2 it happgnlng repeatedly. Thanked the F:ustomer 01/27/04 |investigation. Need customer -name
for the info and assured that a complaint would and COC info before Database can
be sent in so the problem could be investigated .
. o be updated. This number has not yet
further. Explained it might be the call notes were .
) been registered.
not showing clearly to the agent and suggested
she ask the agents from now on if her notes are
showing clearly. Also let her know thata TT
would be sent in on the problem. No call back
3260J requested. TT# 10013245009.
Caller reported problem of getting a constant
busy signal when dialing a nbr. | apologized to Ez;nn?etre?jdti egotri:gsfjst?ob::r' three
11/04/03 24  |the caller for the problem and opened 11/05/03 |.. P
; times and there was no answer. Left
TTI001331714. Follow up required for problem . .
3267J ; ution a message with resolution.
N voice customer unable To reach her son
in FL using FRS voice nbr. She receives a
recording that her call can not be dialed from TT results - Customer needs to dial
11/06/03 24 |that location. | apologized for the problem and 11/10/03 |711 or 800 for NY Relay for call to go
provided customer NYRS toll free voice nbr to through. Customer notified.
try. Customer did not provide CA ID#. Customer
3276J does not want contact TT#1336677
VVent over complamt with Opr but |
Customer states agent was relaying slow-long when supervisor attempted to type,
pauses. Says he wasn’t informed about a the TTY user typed over supervisor.
person speaking slowly. Says that all callers Opr reported that this happened
11/11/03 7  |should be informed when others are speaking 11/11/03 |during the call as well. Advised Opr
slowly. No call back required. Chose to leave no to pay attention at all times to call
personal info. Thanked the customer for the processing, and if the voice person is
8884N feedback. speaking slowly please let the TTY

ser know
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
TTTEe OUPT wds puned 10T OrsCUSSIoNT.
Opr redialed the number to leave the
This Opr dialed a nbr for customer and received message and a live person picked
an answering mach. | left a message and the up. The TTY user was upset or didn’t
Opr said they had to redial to leave a msg. Opr understand that it was a live person
redialed and typed the answering mach again on the line. Opr is not allowed to give
11/13/03 3 |and told me | had to type the message all over | 11/13/03 |pre-typed messages to the person
again. The Opr wasted my time. Apologized to who answers the phone. Reminded
the customer for the inconvenience and assured Opr to gender at end of recording
the customer that the Opr will be coached. No and at the beginning if the person
further contact required. picks up. Also reminded to call over a
8913 supervisor if having trouble with a
CUSTOMET STEES agent was gIveT MSTrucons M ot
the call notes to leave a message first time if
answering mach came on. The agent took upon
himself to redial without the customer giving him
authorization. Also on the call back the agent CA was coached on VCO answering
11/15/03 2 did not give the beep so the customer would 01/20/04 |mach procedures. Understands to
know when to leave the msg. Thanked the read notes.
customer for letting us know and assured that a
complaint would be sent in so that the problem
3297J ::::Iﬁfimvestlgated further. No call back
Customer states he has been trying to reach
Sprint OSD 4 times by asking to be transferred
from NY relay service and each time that OSD
answered was by voice and they did not switch TRS Training Mgr. forwarded
11/15/03] 21 |overto TTY line so he could place his call 04/26/04 |concern to OSD for development of
request. Thanked the customer for letting us refresher training for OSD operators.
know and assured that a complaint would be
sent in so the problem could be investigated
3298J further Na call hack reaniested
Haa arscusSIon WItT Opr. He maade d |
call for customer then the customer
instructed the Opr to hang up and
Customer says Opr was being a smart mouth. immediately .hlt !:5 but forgot to. hit
space bar. Ringing macro continued
11/19/03| o |Thanked the customer for the feedback - 11/19/03 |through to completion. Supervisor
customer was satisfied - no further contact ) .
raquired. assisted on this cgll - customer
thought the Opr did not hang up, but
he did. Explained that it is important
8920N ioglpl)ay attention to all details of the
VO U User Tepuris tdt Upl piated d Cdll
requesting a specific person when someone
answered they said the person requested
wasn't there and hung up. The Opr only typed
that the person hung up. When VCO asked Opr CA was coached on informing the
11/20/03 9 if the person said anything the Opr typed.whlat 11/20/03 VCO what welxs said before person
was heard. When VCO asked why Opr didn't hung up. CA is now aware of proper
type that info before the Opr responded that procedures.
they aren't required to type it because the
person didn't accept the relay call. Apologized
33164 for problem encountered - advised the

comnlaint awonld ho fisd to cuinaonsicor
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Complaint Tracking for New

York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
TUSIOITEr canea 1o report COntusIon mmomnr e
Opr after he had typed the instructions on how
to retrieve his voice mail including nbr to dial
and pin nbr. The Opr kept repeating for him to Spoke to operator concerning this
place the headset next to the answering issue. She was confused about the
machine messages. | thanked the caller for answering machine and voice mail.
11/21/03 3 taking time to let us know and told them the 11/25/03 Procedure was gone over with her.
report would be sent to the call center Was reminded to call over supervisor
supervisor. who would fwd to the training dept. when having trouble with a call.
Apologized for delay in processing his call
3319y ffo:ﬂ:g to his directions given. No follow up
Customer reports for the second time today she
reached an agent who needs additional training
on the difference between AMR and simply Agent misunderstood customer's
retrieving voice mail. The customer specifically request. Coached on proper
typed the request to dial to her voice mail procedures for voicemail and ans.
11/21/03 3 service and she gave the codes necessary to 11/21/03 |machine retrieval. Left message on
obtain her messages. The Opr did not follow her customer's voicemail regarding this
instructions. The customer further stated that Informed customer that agent had
she depends on relay to be efficient. Apologized been re-trained.
to the customer and advised the supervisor
3321J would be notified. Follow up requested.
HaQ a arSCUSSIOT Wit e Opr. 11e |
voice person was on a cell phone
and her voice was breaking up
Agent was lousy. Their typing was so slow with because she was on a cell phone.
Opr asked customer to repeat. The
a pause after each letter. Thanked the customer TTY user kept typing GA over the
11/27/03 7  |for calling and informed customer that the 11/27/03 T
matter would be looked into and customer was relay Opr and would not give time to
. ) reply. Opr could not understand what
satisfied no call back required. . .
the voice person was saying.
Customer became irate. Opr was
8921N fgwieg:o call over a supervisor with
On Uut-ulﬁgfﬁﬁﬁﬁﬁﬂmm
Customer states the agent made the decision to ring - so CA informed customer not
redial a number and take control of the call. The out-dialing...redialing. The call had
supervisor was asked to come on line and the not begun yet so there was no call to
supervisor argued with the customer. The take control of as there was not even
11/26/03 4 customer states the agent made an error in 11/26/03 |an out-dialed ring yet. When
assuming it was acceptable to redial without her explaining to customer what took
permission and the supervisor should know and place customer decided supervisor
support procedure. Thanked the customer for was being argumentative. Emailed
3329 calling. AM follow up requested. customer that training would ensure

anant and ciinarviear ara cnachad
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Complaint Tracking for New York

December 2003
Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
- )Ke with the Opr. Remmded her |
Customer wanted to make a long distance call >Po .e. w e LUpr em.ln g .er
. ) that it is grounds for termination if
gave the CA her calling card info and got . .
. ) she disconnects a caller. If having
disconnected by the CA. Customer is upset and e .
. difficulty with a call she should call
confused and said they never want to use 711 o .
12/01/03 5 . S . 12/02/03 |over a supervisor immediately. QA
again. They didn’t believe that they were ) . .
. f . . will monitor frequently during the
speaking with a supervisor because they don't
; month. Attempted to contact
trust CA's anymore. Thanked customer for
. customer 12/4 (4pm, 5pm), 12/17 no
8923N feedback She would like a call back. an .
TA COUaN T lype. TWas a Z nr cam anda e
ridiculously long call because of CA. 10 min Met with agent concerning complaint.
pauses in typing with no reason. Too many Agent did not remember the call.
xxx's and mistakes that were too hard to read. Coached agent on the importance of
12/02/03 7 Customer would type GA and §t|l| gpt no 12/04/03 remaining focused on calls. Advised
response from the Opr and voice with no agent to make sure that
reason. Let the customer know the complaint conversations are typed accurately to
would be documented and fwd to the Opr's TL ensure that the call flow is not
and spoken to about this. The customer was interrupted.
8925N saticfiad
CUSTOMET States uat mere was a cnange of
agents in the middle of the call and the person
hg was talking to hung up the phone in the Coached agent on importance of
middle of the conversation. He asked the agent . .
. . keeping customers informed at all
if she had explained that there was a change of times. Coached agent on
12/09/03 4 agents and she did not answer his question but | 01/22/04 |. ) 9 L )
: . importance of responding in a timely
simply redialed the nbr as he had requested her )
A manner. Agent does remember this
to do. Thanked the customer for letting us know o
) . incident.
and assured that a complaint would be sent in
on the issue so that it would be investigated
3356J furthar Na call hack raniiaoctad
Toached Upr and Upr expramed mat
she called TL for assistance with this
| had Opr dial a nbr; Opr dialed the nbr, person call and typed to the TTY. The TTY
picked up then hung up when relay was user was still typing and the Opr
12/12/03 4 [announcing call. Relay did not teIIITTY user that 12/16/03 interrupted. The.Opr did not tell the
the person hung up-told TTY nothing after out- TTY user the voice customer hung
dial. Thanked customer for the feedback. No up. The TTY user said they were
further contact required. going to file a complaint. Opr will be
monitored by quality assurance
8931N denartment more clasely
VCU CUSTOMeEr nang propiems Wnen ne
received a call that no macro comes across nor
can the agent or caller hear him. | made a test
call through NY relay and it would ring once and
then clicking noises but agent said she could Closed because customer never
12/15/03| 24 ng D 8g 10/18/04 |called technician back to
not hear ringing or him answer. When he called troubleshoot
back into CO and | was typing to him he was ’
missing some words on his screen but it was
33834 good on mine. TT 1001424164. Apologized to

clistomer
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Complaint Tracking for New

York

Tracking
#

Date of
Compl.

Cat. #
Compl.

Nature of Complaint

Date of
Resolution

Explanation of Resolution

3405J

12/21/03

Customer advises he asked the CA to call
collect to someone on his FD list and the CA
said it couldn’t be done. He then told the CA it
had been done before and the CA explained
that she couldn’t get the FD nbr into the window
for collect calls. CA asked the customer to
provide it manually . The customer advises the
CA wasn't helpful. didn't ask for supervisor
assistance in her struggle and she had trouble
understanding what he was saying. He called
again and got a CA who was able to process his
call. Apologized for the frustration. Thanked
customer for calling. Follow up requested.

Talked to agent about correct call
processing of FD #'s. Account
Manager contacted customer and left
a message that the customer's
concerns were shared and agent was|
coached.

3415J

12/25/03

Customer states that he gave the agent the
name of the person that he wanted to dial in his
frequently dialed list. He also let her know that
he wanted to make a collect call and wanted her|
to verify in the info. He then said that agent then
placed that call without verifying the info back to
him so that he could make sure it was all
correct. Thanked the customer for letting us
know and assured that a complaint would be
sent in on the problem so that he might add that
he wanted the agent to verify the info that he
had just given back to him so that he would
know that she understood him correctly. No call
back requested.

01/27/04

Operator no longer works here no
follow up possible.

3416J

12/25/03

Customer states that he gave the agent the
name of the person that he wanted to dial in his
frequently dialed list. He also let her know that
he wanted to make a collect call and wanted her
to verify in the info. He then said that agent then
placed that call without verifying the info back to
him so that he could make sure it was all
correct. Thanked the customer for letting us
know and assured that a complaint would be
sent in on the problem so that he might add that
he wanted the agent to verify the info that he
had just given back to him so that he would
know that she understood him correctly. No call
back requested.

12/25/03

Agent couldn’t understand customer
and asked him to repeat the info 3
times. The customer hung up.

3419J

12/28/03

CTUSIOITer states uar uns agerlit was giverl Ofh Ol
his frequently dialed numbers and asked to
make a collect call. She then mis-dialed the nbr
and his call would not go through. The customer,
had to correct the problem and then the call
went through just fine. The agent then asked if
the problem as he didn't wish to wait for a
supervisor to come to the phone. Thanked the
customer for letting is know and assured that a
complaint would be sent in so that the problem
could be investigated further. No call back

roouoctad

12/30/03

Met with CA. Went over frequently
dialed procedure. CA demonstrated
knowledge and understanding of
proper protocol for frequently dialed
numbers.

3427J

12/31/03

NY VCO customer called to say that the agent
had a problem dialing a collect call for him but
did not inform him of what was going on. Agent
dialed the wrong # a couple of times and then
changed the nbr by one digit but never let the
customer know of what was going on. Explained
that a complaint would be issued for this issue.

Customer did not request any contact.

01/03/04

Agent dialed a lot of numbers for this
customer and kept customer
informed.
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution

Customer typed all Info necessary to call
directory assistance and obtain a nbr. Agent did
not accept the info and let him know the call
could not be processed that way. Thanked the 12/22/03 Talked to agent to remind of new DA
customer for calling in and let him know that | procedures. Agent understands.
write this up and forward to the appropriate
center. Customer does not want contact with
resolution

12/22/04 3

3407J
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Complaint Tracking for New York

January 2004

Tracking
#

Date of
Compl.

Cat. #

Compl.

Nature of Complaint

3496J

01/02/04

Date of
Resolution

Explanation of Resolution

CUSTOMET States ne wariea uns agent 10 Make
a collect call for him and verify the nbr before

out-dialing. The agent did not understand what
he was asking so he repeated the request. The
agent then said one moment please and the
line disconnected. The call never went through.
Thanked the customer for letting us know and
assured that a complaint would be sent so the
problem could be investigated further. Also
updated the customer's notes. No call back

[=YalNT=Y37=Y

01/24/04

CA recalls asking person to hold.
Then took a few minutes to review
process with supervisor. This was his
first collect call. Reviewed following
customer's instructions.

8916N

01/02/04

11

I asked |t this Opr was familiar with VCO 1o
VCO calls. She never answered. She redialed
three times, typing (one moment please) and
only typed back to me what | was saying.
Thanked the customer for giving feedback on
Opr performance. Customer does not require
f

01/02/04

The Opr was pulled for discussion on
1/2/04 the day the complaint was
registered. Reviewed VCO to VCO
procedures and showed Opr where
to find instructions in PRG. This is a
brand new Opr.

3433J

01/04/04

1 Inubcl upsStL iiat Tiorc Ul uic ayclits
speak English on calls to her friends and they
cannot understand what the agents are relaying
to them; agents are not following her customer
notes to not explain relay when calling certain
parties. Apologized for the problems explaining
the need for agent ID #'s for follow up with a
particular agent. Explained ID # is included on
all relay greetings. Further explained that
customer notes may not be available
immediately for the agent but suggested she
ask if the agent has read her notes before
making her calls to be sure, and if need be, let

i 1 L 4+

3433J

01/04/04

21

03/10/04

AM attempted to call customer again
for follow-up, busy, unable to contact.

3440J

01/05/04

CTUSIOITIET Stales uatne askeda ue dgerlit o
verify his information before out-dialing and the
agent told him she couldn’t understand him
because of computer problems. There was a
long pause before the nbr was out-dialed and
he let the agent know that she had neglected to
inform him as to what was going on and she
also didn't verify the nbr to out-dial as he had
requested before out-dialing. Thanked the agent
for letting us know and assured that a complaint
would be sent in so that it could be investigated

furthaor Na ocall hoole ranioc

3439J

01/05/04

04/21/04

Spoke to CA who demonstrated
knowledge of protocol in this
particular situation.

B emer STales e A eREE T agent to veriy
the info before out-dialing the nbr and the agent
had to ask him twice to repeat what he had
said. The third time she finally understood and
placed the collect call for him correctly.
Thanked the customer for letting us know and

assured that the complaint would be sent in so
that it could

3444J

01/06/04

01/06/04

Agent asked customer to repeat so
that agent could dial correct number.

customer staEes ﬁ af Wi en he gets this

particular agent she never responds to his call.
He gets the macro and then no response after
that. This has happened several times on his
calls into relay. Thanked the customer for letting
us know and assured a complaint would be sent
in so that it would be investigated further. No

call hack reauested

11/11/04

Discussed with agent.
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
The customer stated that when she on the line Opr was pulled for discussion same
the Opr had to ask three times what to do and day. Call came in as ASCII - couldn’t
01/06/04 21 |still did not do it. Customer finally hung up. 01/06/04 |connect with the customer. Rolled
Thanked customer for feedback. Apologized for over three times - after that customer
8938n inconvenience. No call back required. hung up. Opr did nothing wrong.
Qustomer says this agent does nqt respond to Discussed with agent. Said calls do
him after the macro and after making his call ; o
tonight hung up on him. Explained to customer come in and person starts giving #
01/07/04 5 ) L : ; 11/11/04 |and then it disconnects. Gave agent
that | would file a complaint on his behalf since ; e
. . suggestions on what to do if this
he has made numerous complaints about this .
34504 agent. No contact requested happens again.
3450J | 01/07/04 11
Customer reported that the CA was rude
because she typed everything that was heard
back to the deaf parent calling in to the school
about their student. She said the parent
became upset because they thought everything
the Opr was typing to the school about their
student. She said their parent became upset
because they thought everything the Opr was Opr was not pulled for discussion as
01/07/04 11 |typing about sounds in the background was the| 01/07/04 |the Opr processed the call according
office personnel speaking to the parent. to procedures.
Thanked the caller for taking the time to call
explained that it is the CA job to type everything
that is heard during the relay conversation,
including any background sounds. Also
provided the explanation of service which does
state everything heard will be typed back to
3445J them. No follow up required.
ANTUITTT UPTS WETtT Pulicu Tul
discussions. Each time the VCO
asked if the Opr knew how to do
automated payment. One Opr called
VCO caller reported that these Oprs were a supervisor for assistance - by the
unable to complete a call involving automated time the supervisor got there the
payment for the caller's account. The caller VCO hung up. The third Opr was
01/07/04 3 called the NY relay three times and her 01/08/04 looking up the procedure and the
transaction was not completed because VCO disconnected. All three Oprs
instructions were not followed. met with TL's and the procedures for
automated payments was reviewed
with each. QA will monitored these
741723 Oprs“frequently throughout the
Caller said he requestgd to dial a coI.Iect call | confirmed that agent would offer
and agent dialed call direct. | apologized to the immediate credit and the agent
01/08/04 3 |caller for the problem and sent the complaint to | 02/04/04
, . ; knows and understands proper
agent's work location. No follow up required for
3454 this issue collect call procedures.
Customer asked agent to make a collect from
his FD list. The agent dialed the call direct.
Customer asked the agent at the end of the call Coached agent on the proper
01/08/04 3 |why they did not dial collect and the agent 01/13/04
would not respond and kept typing what the procedures.
3458, person said when hanging up. Apologized to the

customer No contact requested
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
VIet with Opr. He did not remember
the call. Opr asked if the message
Customer says agent did not place the call for could haye been garbled or an A.SC“
. call. Reviewed call procedures with
them. They waited and there was no response. ) .
01/12/04 0 01/12/04 |Opr-advised to call over a supervisor
Thanked the customer for the feedback. He . .
would like a call back regarding this if there is any problem on any call.
’ Attempted to contact customer
several times and there was no
8941N an
Rt opr—sne oot rermember|
the call but she admits to some
Customer reported that CA misspelled often spelling dlfflcu.lt|es. Ur.ged Opr.to be
. . . very careful with spelling. Reviewed
and mixed up conversation. Apologized for call procedures especially tvpin
01/13/04 6 problem encountered advised complaint would | 01/14/04 P ) P y yping
) verbatim. Called customer and left a
be fwd to supervisor. Customer requested . .
message on answering machine,
contact. : ; :
apologized for service and told him
that the Opr had been spoken to and
3471J will he mare carefill in the flﬁurn
OPURT WILIT UYL UpPE oadlu L
customer informed her that the Opr
was not typing what the voice person
Customer said agent was typing slow. Asked was saying. Qpr stated.that she
. typed verbatim. The voice person
agent to speed up. Agent said hold for a
. had a very heavy accent so when the
supervisor and customer never asked for a Obr was asking the voice person to
0114/04| 3 |supervisor. Customer hung up and redialed 01/15/04 | 2P 9 P
) ) repeat there were pauses. Opr gave
relay. Apologized and informed them that the A
. ) ) this info to the VCO person.
agents supervisor will follow up with them . .
. . Reviewed procedures for letting TTY
regarding this call. . .
user know what was going on in all
aspects of the call. Opr will be
6825X Tf)n:tored b)ll Qﬁ\ more frequently
6825X | 01/14/04 7
CUSTOMET States mat ne 1ora e agent ne
wanted to make a collect call and he wanted the
agent to verify the nbr before calling. He gave
the name of the person on his FD list and then At the time of the call agent was in
got no response from agent. Customer states rocess of selecting collect call when
01/17/04 3 this has happened before with the agent and 01/18/04 p 9 .

AT : inbound hung up. Agent notified
wondered if it might be a problem with the supervisor on duty at the time
agent's computer. Thanked the customer for P y ’
letting us know and assured that a complaint

3488J \:\foidrfi Iiir:::or further investigation. No call
Opr pulled for discussion
immediately after. Opr recalls
complaint. Opr out-dialed to voice
NY VCO customer said this agent is horrible customer and accidentally hit F5
and is passing this complaint to acct mgr. Agent instead of F6 which disconnected the
out-dialed and once answered she hung up on voice party. Opr informed VCO user
the outbound then kept pushing the wrong what happened exactly and
macros-male, female, male, female and then apologized for the mishap. The Opr
would type "one moment". Did not keep offered to redial, as it was her fault,
01/20/04 4 customer informed that she hung up on the 01/20/04 and the VCO user was screaming at
outbound and had to redial. This confused the the Opr. The Opr said she felt terrible
outbound and made for a very long confusing and she apologized more than more,
call. apologized to the customer for a confusing but the VCO user was very unhappy.
call and would pass this complaint onto the The Opr completed an abusive call
correct center. ticket. Advised Opr to be very careful
when hitting F5 and F6 and to call a
supervisor over whenever something
3062I like this occurs.
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Complaint Tracking for New

York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer states he called to say something
was wrong with his system and he doesn’t
appreciate the cold rude treatment he received Coached agent on proper
o1/21/04| 17 2P . eVed | 01/25/04 |procedures. No customer follow up
from the rep. The customer advises he missing
) needed.
some calls, and next time he contacts CS.
3498J Thanked customer for callina. No follow up
Opr Tememper cai. 1ne 1 1Y uUsers |
Customer was upset that Opr could not message on the voice and mach.
understand the nbr they typed and had to repeat Sent alt9 and the inbound caller
too many times. Said the Opr said the message disconnected. Sounds like the Opr
was garbled and explained they couldn’t get all processed the call correctly. Seems
01/23/04 5 the numbers then the custqmer said the Opr 01/24/04 like the TTY. user was having
hung up on them after leaving a message on problems with his TTY. Opr was
answering mach. Said they got message saying reminded to always send Cntrl 2
the Opr hung up on then and this happened which she did do. Opr understood
many times. Thanked the customer for letting never to hang up on a caller, to
KROW. .
8946J us know ilcvz?zs call a supervisor over to
Customer Just received her telephone bill. Her
long distance is noted as TT she tells the
agents which carrier to use and it is selected in Reviewed importance of following
the database. This agent did not bill the call customer notes / instructions with
01/25/04 2 through her carrier. Thanked the customer for 01/25/04 agent. No customer follow up
calling in and let her know | would write this up. needed.
Customer does not want contact with the
3013K resolution
3013K | 01/25/04 3
Customer cannot get through privacy manager.
The customer is upset that her caller ID does
not automatically show when dlallng‘ to this nbr This agent ID nbr is currently
in order for her to get through the privacy unassianed. Therefore further
01/25/04 29 |manger. Customer requested that a trouble 01/29/04 |. ‘g S . .
. . investigation is not possible Emailed
ticket be put in on the problem and the account follow b to the customer
manager be notified. It was suggested that the P '
customer put a call note to the agents stating to
3017K leave her nbr when calling this particular nbr.
Spoke to TL who assisted agent on
this call. The Opr is a brand new. He
got the call and out-dialed as the
Customer called and said that the CA had lost caller had asked him to do but the
S ) } party he called could not here him.
contact with him during the call. The line went .
. - ) He called a TL over to get assistance
dead. He would like this CA to be reprimanded o
. because he didn’t know what to do
and expects a written response from the acct .
when someone could not hear him.
mgr. at the above address. Thanked the caller I
. ; The TL looked at the situation and
01/26/04 5 for letting us know and took the contact info so | 01/26/04 ;
determined that the Opr had plugged
the acct mgr. could follow up as requested. . . ) .
: ; . . his headset in upside down which
Apologized for the inconvenience and told him
would cause the outbound not to be
the report would be sent to the call center. . .
. able to hear him. By the time the TL
Follow up requested at the above address in .
writing from the acct mgr discovered what had happened and
’ corrected it the caller had hung up.
We explained to the Opr to be careful
in the future. Sent follow up letter to
3018K

the customer sharing this
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution

Customer stated that this Opr's mannerisms left
a lot to be desired and she felt as though the
Opr was scolding her and was being very curt
and rude. There was a lack of patience on the This is not a valid CA # for the SD
Opr's part. She kept redirecting the customer to center. No further action possible.
speak directly to the person and not to her. The Spoke with customer explaining there|

01/28/04 7 customer is familiar with relay. Thanked the 01/29/04 was no such agent ID#. Customer
customer for calling in and letting us know said she will contact me if she finds
about this. Apologized for the frustration. Let her the correct number.
know | would write this up and get it to the
appropriate center. The customer does want

3030K contact with the resolution.
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Complaint Tracking for New York

February 2004
Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer received a call through relay from her
brother in Long Island. She typed to the Opr 5
times to open Fhe VCO bridge the Opr never let Spoke to Opr reviewed VCO calls
her know that it was open. Her brother kept with her. If not branded VCO there is
02/01/04 4 hearing TTY tones instead of her voice. 02/01/04 L .
L garbling, check to see if you have a
Thanked the customer for calling in. Let her VCO person on the line
know | would write this up and fwd to the '
appropriate center. Customer does not want
3046K caontact with resaliition
Customer said Opr was rude and would not
answer a question. Caller asked if Opr was An email was sent apologizing to the
going on break soon because she did not want customer and the email also
02/02/04 3 another Opr to relieve her call and mess it up. 02/10/04 |informed the customer that the Opr
Thanked the customer for letting us know and was correct in letting them know they
assured her this complaint would be handled were leaving in 10 minutes.
8952N immediatelv
8952N | 02/02/04 8
8952N | 02/02/04| 17
VvOU CUstomer reports Upr aia not mndicdtie sne
reached an answering mach if the customer
would not have known there was an answering
machm’e at the calllng. to nbr the customer Agent followed customer database
wouldn’t have known it was an answering mach notes. Typed as much of answering
02/03/04 4 customer requests the Opr be coached. 02/03/04 ’
) . mach as she could and customer
Apologized for problem customer notes instruct .
. disconnected.
Opr to type as much of message as possible
before beep and customer leave message
3052K xvr:t:(iLit* redial. Customer did not request
Oprrecans cai. Upr expramea uat_|
customer was very vulgar and she
told him she was going to request a
supervisor. When she did TTY user
Caller asked agent to get a supervisor. Caller said he had a printout of the call and
02/03/04 5 |was discopnected. Caller felt Opr was very 02/10/04 disconnected the line. Ex‘plained to
unprofessional the way she spoke to caller. Opr that she can never disconnect a
Customer requests a call back. call even if the TTY user is impolite
make sure to get a supervisor. Called
customer back and we discussed
8953N ?SSFI?T: and informed him of the
TTTEe OUPT Urid MOt TespPorTa everT arer o mnues
after the nbr to dial was given. No out-dial
complete so customer hung up. Thanked the
customer for letting us know and told him the The Opr who was cited did not and
report would be sent to the call center. Upon does not work those hours. He was
this the customer wanted verification that not in the center at the time of the
02/06/04 0 |something would be done with this Opr and said| 02/10/04 |call. However, | coached him anyway
he would be calling back on Monday to make that if there is a delay in out-dial to
sure it was and threatened to report it to the press alt K to keep the customer
general office etc. Then proceeded to use informed.
profuse profanity at the customer service rep.
3065K and hung up. Customer said he will place a

£all un oall ta tha ralayv cantar an MM =
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Consulted with Opr who was on the
call when it was disconnected -
verified what the AIC had done. AIC
was pulled for discussion the next
day. Stated that the TTY user was
. . abusive to him and the Opr and that
Customer complained that supervisor hung up was about the 4th call from the same
02/06/04| 5 |on him while on a call with outbound person. ) 5604 | erson he had taken. Opr is off the
Thanked the customer for the feedback and he .
AIC list permanently. He was also
does want a return call. . .
placed on corrective action. | phoned
customer the same day. | told him
what the resolution was. He was
fairly polite and was not rude at this
time. He complained of TTY garbling
8954N on our end. Will pass along to our
Pulled Opr for dissuasion this
complaint. Reviewed call procedures
. with her. Emphasized that our Oprs
Customer told Opr to get a supervisor fand Opr must follow cF:Jstomer instructions
02/11/04 5 hung up on customer. Customer felt this was 02/11/04 |and can never hang up on a
rude. Thanked customer for his feedback. Does
not require a call back customer. Also told Opr that she
q ’ should call over a supervisor if any
part of the call presented a potential
8956N nrah
Rl -pomeTmmTTeTTeTeTyTo————
discussion. He said he remembered
the call and the customer had him
redial 7 times. Emphasized the
importance of following customer's
Agent used foul language. Caller asked for a instructions. Emphasized the
supervisor and he typed he was the supervisor. importance of following the
02/12/04 17 |Thanked the customer for his comments and 02/17/04 |customer's instructions no matter
told the customer that the Opr would be talked how many redials. Reminded Opr of
to immediately. Customer wants a call back. company requirements for politeness
and leaving control of the call on the
hands of the customer. Attempted to
contact customer 3 times on
8957N Tuesday Feb 1Zth - left message on
TTY caller reports 711 is reaching recording
and then disconnects. Been happening for past
three weeks. Number is programmed into the
relay button of TTY. Calling from residential nbr.
Advised caller 711 is routed to relay by local
company and this problem should be reported
02/16/04| 35 to them tg check out. Also §ugge§ted may be a 04/16/04 711 is working. AM contacted
problem in TTY programming or intermittent customer.
problem with relay button function. Provided
800 TTY to use until problem is resolved.
Suggested again that local phone company
should be contacted regarding routing 711 to
relay service. Customer requests complaint be
3102K filed. Customer requests contact.
- : The reason this supervisor got
Customer complained that supervisor was rude. involved was because another
Every time supervisor attempted to type to the supervisor was being verbally
02/17/04| 17 |customer typed overthe supervisor sothatthe |, 1704 |1 ced. Nothing wrong was done.
supervisor finally just sent "nbr calling to please Atternpted 3x o contact customer
macro. Customer was rude and called P . )
. L . and left a message on his answering
8961N supervisor an idiot. Hung up on supervisor.

mach
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Supervisor explained to the customer
that because of the garbling there
Customer complained that their messages were was a misunderstanding between the
garbled in the beginning and when they asked Opr and customer and that the Opr
02/20/04 17 the.Opr to repeat their id# the Opr sent the nbr 02/20/04 could not und.erstand the message
calling to please repeatedly. Customer does not that was coming across the screen
want feedback. Thanked the customer for either. There was no intention of
letting us know. being rude to the customer. The
customer accepted this and asked to
8965N be returned to the same Opr.
. . Opr was spoken to. Told to be very
Customer states the Opr needs improvement in . ) .
. : careful when typing. QA will monitor
her spelling. The customer advises the for this. Called customer back and
02/24/04 7 misspelled words continued throughout the 20 | 02/26/04 o
. o got answering mach. Left a message
min call. Thanked the customer for bringing the .
. stating the Opr was spoken to
3128K matter to our attention. Follow up requested. reqarding this
The customer called LD and first got through
and the Opr said the person hung up so asked
her to call _agaln.and she said gne moment. Opr pulled for discussion. Technical
After a wait the light showed either busy or roblem connecting to TTY
02/25/04 4 interruption and customer could not get the Opr | 02/26/04 P o g )
) Connection instructions not clear.
to respond so hung up and called supervisor. Reviewed procedure with the Oor
Apologized for the inconvenience and thanked P pr-
the customer for letting us know. Told them the
3132K report would be sent to the call center.
Customer said the agent typed the recording
was privacy mgr. and the customer requested to
leave his name, then the agent typed the
02/25/04 5 [answering machme hung up and customgr 02/28/04 Agent was reminded of call
asked to redial to leave a message and did not processing procedures.
get any response from the agent, then hung up.
Apologized for the error. No customer follow up
3134K r tod
ustomer stated after she finished the call the
(c)aFI)Ir ctirl]c;n(t)g;v'(jsr:irut:e Sptlgﬁsotgrr:ael:lgg :3 r:jother Pulled Opr for discussion. Went over
02/26/04| 5 > the LUpr ) g up- s 02/26/04 |VCO calls - how to hit alt V to see if
even with his good skills customer didn’t
. . customer wants to make another call.
appreciate that. Apologized to the customer and
8971N thanked them for the feedback
Discussed complamt with Opr. We
The Opr was very unprofessional when caller reviewed procedures for the Opr to
explained to her they wanted her to hang up get a supervisor for assistance with a
and redial she refused to dial and hung up on difficult customer. Opr remembers
02/27/04 5 caller. Caller states Opr was not paying 02/27/04 the call and said the inbound
attention. Thanked the customer for the disconnected first. Reminded of
feedback. Customer does not want call back. consequences for hanging up on
8972 custo
opr p[?r?ecmcrm.
bridge earlier that the terminal
disconnected a call automatically.
Customer said Opr hung up on them. Thanked :jt?::t?:altlv\”thze: baSr:Janrvisor
02/27/04 5 the customer for the feedback. Customer 02/27/04 y ) P. ) P . .
recalls Opr coming to bridge with this
requests a call back. .
issue. Called customer back and
explained what happened and
customer was satisfied. Apologized
8973N

far the inconveniance
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Tustomer says Opr never gave therr 1D nor.
Caller had to ask for it. She didn’t let the macro
go through before she typed the voice person's Opr pulled for discussion. She
greeting. And no gender after the macro went remember this call. Reminded Opr
02/27/04| 21 |through. Thanked the customer for letting us 02/27/04 |that providing ID nbr whenever
know. Told the customer that the Opr would be requested is policy. Opr said she
spoken to and reminded of proper call understands this.
processing procedures. Customer was satisfied.
= ol Sy swer arm
before she dialed but she typed too fast. Opr was pulled .for dISCUSSI.On' she
. . ) remembered this call. Reminded Opr
Customer tried to interrupt her but she remained
. . always to follow customer requests
typing to fast. Caller said slow down but she and reviewed procedures for lowerin
02/27/04 7  |wouldn’t. Thanked the customer for 02/27/04 newed p 9
. ) transmission speed. Called customer
commenting. Told him the Opr would be spoken .
o - } back at nbr provided and there was
with immediately and reminded to follow
) . no one at the nbr by the name
customer instructions. Customer requested ided
8974N follow yn hy nhane provided.
CUstomer gave agent Speciic msrucions mat
said the person she is calling has VCO
experience and if answering machine answers
type (answering mach beep) the customer does
02/27/04 3 not feel this agent was paying attention because 03/01/04 CA was at fault. Supervisor reviewed
she had to repeat the calling to nbr and then the proper procedures.
agent typed (answering mach) the agent did not
type beep and customer did not know it was
time to leave a msg. Apologized to the
3145K custamer no follow 1in reaiiested
came across her screen customer typed nbr t Operator reminded of the penly for
02/29/04 5 . yp 04/27/04 |hanging up on a customer. QA will
call and agent hung up. Apologized to customer .
. ) monitor throughout the month
2281 and said a customer contact would be filed.
Customer complains that supervisor was rude.
) . Attempted to call customer several
This supervisor had the Team Leader take over . .
the call. TL did not see any rudeness from the times, left messages on answering
02/17/04 17 N v 02/17/04 |machine. Customer did not return
supervisor on the screen. In fact, the
\ . calls. Forwarded to Acct. Mgr. for
customer's language was foul and abusive. )
8959N review.

Customer eventuallv huna up on TL
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Complaint Tracking for New York

March 2004
Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer told Opr to type slow 30 wpm. Opr Held discussion with Opr - she sent
typed too fast. Tried to interrupt but the Opr S
continued to type fast then | hung up. Thanked the alt 2 ringing macro before she
03/03/04| 7 ype 19 up- 03/03/04 |slowed the speed to 30wpm. Told
customer for calling and apologized for the Obr that before she starts the call to
inconvenience. Customer was satisfied, no call sI(F))w the speed down as requested
8977N baCk rpn“pgtpd A IUIIICI‘I)IUUICU e oan IIIqUCI.aII :
The outbound stopped talking and
the Opr typed no response and
person has not responded. TTY user
N " became abusive. Opr asked for an
Customer upset the agent typed "no response assist. AIC typed the person was not
as he disconnected the airline voice line for no respoﬁding and asked how they
03/04/04| 5 |'e3SOn as the customer asked for their fax nbr. | a3, 04 |00 like to proceed and there was
The agent threatened to hang up on the airline more abuse. The AIC tvbed not to
voice. Thanked the customer for feedback and use abusive'language K)F\)Nard the
apologized. No follow up requested. Oprs as it is inappropriate. Customer
hung up. Opr did the right thing
according to AIC and TL. did not
8979N ‘hlaan? .L:\p on caller as witnessed by
The Opr asked for the customer's (voice :&?ggsg:agleonr: gguzlv;/:é/sngeimalmng
person’s) phone nbr Opr wa§ ask.ing voice . engaging in personal conversation.
03/06/04 | 21 [Person to do explicit things with him. Apologized| 504,04 | Agent advised of consequences of
for inconvenience informed customer Opr's breaking transparency. Called
supervisor will follow up with Opr and contact customgr seve?al timgé and left
6905X them. Follow up call requested. messAGe
Customer said agent was asking the customer Lzlrskfr‘]%eir: tIrE; #clzttgfllirgnigt:gfgt
03/06/04 17 inappropriate ques.tlons and making deroga}tory 03/09/04 |contact customer at nbr given 3x.
comments. Apologized to customer and said a Fax machine pick-uo or TTY W/ no
2896 contact would be filled out. Follow up requested. response P P
Caller told agent the nbr to dial and then told the
agent to hold right after to be sure they had the .
correct nbr and she failed to see the hold and E?:Shsgu?gtsgt;“ Zt:(}j/ltr;]gefocused
03/08/04 3 dialed out. Thanked the customer for calling 04/21/04 |. 9 )
; importance of following customer
and informed customer that the matter would be instructions
looked into and complaint fwd for review. '
8982N Customer satisfied
TTY user stated that iIncoming messages were ‘The screen indicates that the type
garbled. Stated either that the machine was not was clear and accurate. Caller also
working at the typing was sloppy. Thanked the experience garbling when supervisor
03/10/04 ! customer for bringing this to our attention and 03/10/04 attempts to communicate with the
would have people look into the situation. No customer. Assure that the problem
2902 follow up necessaryv W%W i i
Customer called to say agent did not follow his ;?:Lezhgf;::;:imi‘;mi dlljaelztd /iu:ent
instructions. He gave all instructions for making announced call voicg eqrson éaig
a collect call and the agent asked if was to be thev would not .’acce tzhar es. agent
billed Sprint or collect when he had given relay ed that info to tI'F:e callegr bl’.lt 9
03/11/04 3 specific instructions for a collect call. Then 03/16/04 callgr was still upset and hung up
agent typed back to him that the person had Agent explained correct procedurés
hung up. Apologized for the handling of the call Appears 1o be possible technical ’
and explained that a complaint would be sent. pls)%lem UnabIF:e to do any follow up
3189K Request no contact. on technical check because of lack of

infarmation
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Complaint Tracking for New York

Tracking
#

Date of
Compl.

Cat. #
Compl.

Nature of Complaint

Date of
Resolution

Explanation of Resolution

3187F

03/11/04

Caller gave agent dialing instructions to reach
her bank. The agent dialed and reached a
recording similar to a 900 call and typed the
recording verbatim. VCO tried to type hang up
but the agent did not respond. The customer
was appalled that the Opr typed the recording
verbatim. When the Opr came back on the line
the caller instructed that was not the correct nbr
and again repeated the nbr to dial. The second
dial reached the same recording and was typed
verbatim once again. The 3rd try the agent
reached the correct nbr to the bank. Thanked
the caller and apologized for the inconvenience.
Did inform the caller the Opr is not able to see
any typing during the time they are typing the
recorded msg. Told the customer the report
would be sent to call center supervisor. No

03/11/04

The agent followed the customer's
instructions.

8985N

03/15/04

Voice person could not understand the
message left by Opr. The message was not
clear. She hung up on the supervisor before
supervisor could ask her anything. She
requested that Oprs speak slowly and clearly.
Could not determine if person wanted call back,
as she huna upn

03/17/04

Opr was coached on how to properly
process answering mach to speak
clearly and distinctly so that a
message can be retrieved.

3203K

03/16/04

Customer said he was making a collect call and
the agent mis-dialed the nbr making it a local
call instead of a long distance call and when he
interrupted the agent just typed GA and never
responded to him again. Apologized for the
handling of this call explained that a complaint
would be filed. No contact requested.

4/14104

Agent coached on following customer
instructions.

3218K

03/22/04

29

Caller could not make calls to Israel through NY
relay service. | apologized for the problem and
opened TT 1001645419. Follow up required by
acct mgr. to ensure resolution of the problem.

03/23/04

Verizon added customer's nbr to MCI
database. Called customer and all is
well. She is now able to place her
call.

3243K

03/30/04

24

Caller said he could not dial 900 relay in NY.
Apologized for the problem. Opened TT
1001665910. Call back requested.

04/02/04

Tech spoke with customer explaining
he needs to call his LD carrier to add
900 numbers to his phone plan.
Customer agreed.

3245K

03/31/04

Customer states the CA redialed without his
permission. The customer asked the CA a
question and instead of answering she redialed.
The customer explained he wanted to be kept
informed and that a simple answer was all he
was asking for. Apologized. No follow up
requested

03/31/04

CA does not remember this
happening. CA confirmed procedures
relay uses.
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Complaint Tracking for New York

April 2004
Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer said the Opr was not responding to
the customer's request. The customer said she Opr did not remember this call. Opr
04/01/04 3 tried to get the Opr's attention. The cu§tomer 04/02/04 coached on paying attention Fo all
does not want a follow up call. Apologized to the aspects of the call and following
customer and told them the Opr would be caller's instructions.
8998n coached on proper call brocedures
8998n | 04/01/04 | 21
Tustomer 1S very upset the company she 1S
calling will not except any relay calls and she
cannot get through to them when using relay AM called customer to get detailed
NY. Thanked the customer for letting us know information. Customer to send will
04/06/04 35 |about this problem and assured that a 04/30/04 ’ ,
. . send AM the company's contact
complaint would be sent in to the account . .
information.
manager so the problem would be
acknowledged and investigated further. Did
3260K reqiiest a call hack from the acconint mar
Opr was coacned on proper |
Voice person asked the Opr to repeat what TTY procedur(le for responding to
; . ) customer's request to repeat.
said - voice said the Opr refused. The caller .
Conversation typed by TTY user
was very upset, the flow the of the call was should have been repeated for voice
04/07/04 17 |interrupted and the Opr was rude. Apologized to| 04/07/04 P
. customer. Opr was also coached on
the customer. Customer would like a call back the inapprooriate response when
regarding this. Thanked the customer for the p.p P P ,
responding to the customer's
feedback. .
request. Followed up with the
9003n ~ . .
SRR AR Ao mes Wi
a customer at anytime during her
Customer states the agent was rude and hung shift. Team L.ead explained that as
up on them and used abusive language an Opr abusive language can never
04/07/04 17 P guage. 04/07/04 |be used toward a customer and do
Thanked the customer for the feedback. Caller . s
. so can result in termination.
would appreciate a call back. .
Connected customer - apologized
and informed them that the Opr had
9002n heen snnken {0
CUSTOIMTET sara UPT Praced a cdall 10 a poterar UPTr lypeu o e VOO user uat ure |
employer during the conversation he asked the voice person was waiting for the GA
person a question and for a long time there was and not speaking. Opr stated at the
no response he finally asked what happened end of the call, the voice person
the Opr told him she was waiting for a GA. The thanked her and hung up and she
customer said the Opr was forcing him to say sent alt to indicate voice hung up.
04/07/04 5 |GA at the end of his speaking making the call 04/14/04 |VCO said thanks and hung up. TL let
awkward. When the customer asked the Opr to Opr know that if caught hanging up
speak to her supervisor the Opr hung up on on callers it can lead to corrective
him. TL apologized to the customer and action or termination. Left a message
assured that the complaint would be fwd to the on email of VCO user explaining the
proper center. Customer wants follow up via Opr was pulled for discussion and
21 87X il wihat ainc caid
2187X | 04/07/04 17
Caller received incorrect billing from NY Relay Cannot determine if Sprint was used.
04/08/04 29 |calls. | apologized for the problem and opened | 04/26/04 |The system should work now.
3296K TT 1001691353. Follow up required. Customer informed.
Reviewed complaint with Opr. Opr
explain that VCO was complaining
Customer complained that each time the Opr that the Opr was not suppose to type
typed she typed the same background over and background noises. Opr explained to
04/09/04 3 over even when asked to stop. | thanked the 04/12/04 |VCO user that it is part of her job to
customer for the feedback. No further contact type background. The TL informed
required. the Opr she does not have to type
background repeatedly if the
9005n customer requests no background.
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Tustomer 1s showing verizon m the call notes
and internally in the database system. She does
not have international rates with Verizon and
has used this many times before. Her calls are .
04/10/04| 33 |going through using NY relay service. She is 04/13/04 TT results - Verizon added to
. . database. Customer tested.
trying to call India. Thanked the customer for
letting us know and assured we would turn in
the problem with the technicians. Call back
3278K regiiested TT I001R9NR14
NY VéO user complains they had to ask the Met with agent. Coached agent on
NYRS Opr 4 times to identify themselves by . gent. g€ .
ID#. Customer is very frustrated with this. | the importance of always giving their
04/10/04 4 L y ) 04/08/04 |ID # at all times remaining
apologized for the problem and let customer rofessional focused and responsive
know | will inform the agent supervisor for follow 2n every call P
3273K up. No contact requested ry :
Customer states they clearly have in the call
notes on her line that when receiving calls
customer answers TTY 1st then requests agent
go to VCO. The customer typed 4 times, VCO Opr was pulled discussion-said that
please GA, to the agent and the agent never she thought the call went into ASCII
04/14/04 2 responded. The agent never turned on VCO 04/14/04 mode VgO rocedures were
mode and finally turned on the VCO mode, revievs-/ed witE the Oor
Thanked the customer for letting us know and pr-
assured that the complaint would be sent in as
stated so that the problem could be investigated
3290K further and corrected. No call back requested.
CUSLUITITT Stalcs IS ayClit was vVeTy aulTupu UTl
the phone and never gave the relay
announcement at the beginning of the call and
when the customer said they were ready to
hang up the agent simply disconnected the
e et e 2 Concnad sgent o i e
04/16/04| 4 9 up or not. P expl 04/16/04 |customer informed and following the
explanation of the relay service may not have customers instructions
been given at the caller's request and that the '
agent was simply following the caller's
instructions. Apologized and thanked the
customer for letting us know and assured the
3303K ?O’Tlplalnt would be sent in. No call back
NY voﬁ%"cm@rm Tecoramg mat me nor
they are dialing from has been disconnected
when trying to make a call through NYRS.
Verizon representative was online with caller
and she explained everything was in place for Technician did test calls and calls
04/18/04 33 him through their service. | apologized for the 04/19/04 worked. Verizon confirmed.
problem and let customer know | will request
relay technicians to check this for him and let
him know the results. Customer wants a return
3306K call Fnterad TT 1708176
Opr pulled for discussion - stated that
customer requested more than one
CA was asked to repeat what the TTY had Illr?firor;ggrgs:stzgméosﬁzlﬁps:\tlzd.
04/19/04| 21 [tyPedand agentsaid he could not do that. 04/19/04 |read that last line typed and to call
Apologized for any inconvenience this may S . .
over a supervisor if assistance is
have caused. Customer requests follow up. .
needed with a customer. Followed
up with customer and informed them
6959X of the resolution.
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Complaint Tracking for New York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
COMpPTant SEETTs Very aricredr. 1w uie |
call came in VCO and the customer
was typing the Opr would hear TTY
Calleris TTY user branded TTY but receives tones, she should have hit Alt.v'
) . Called customer and he explained
the VCO greeting type or voice now. They have .
contacted customer service but when they type the problem with the relay he has
04/21/04| 5 , . YYP€ | 04/24/04 |been having. He stated that
or voice the Opr disconnects. Thanked the . .
. sometimes his calls are processed
customer for the feedback. Customer would like . .
a call back well and sometimes not. | apologized
' for the problem and assured him that
the Opr was spoken to. Customer
9014n wixf irlzj;rlI;TLfor the call back and
9014n | 04/21/04 | 21
NJ caller using NYRS complains that she
instructed agent not to type the recording but
the agent never typed anything. She did not Agent sent holding macro and was
know if she had been disconnected or what waiting for someone to answer.
04/22/04 4 happened or if she was holding for a 04/22/04 Agent said inbound disconnected
representative. Apologized for the problem let her.
the customer know | will inform the agent for
3224 fn
Rl RN R AR B R B R oreouse
Verizon for international calls customer called
yesterday and COC info was entered plus
customer database note indicating Verizon for
international calls. Customer called again today
reporting he continues to have problems. TT results - Verizon has added this
04/23/04| 33 |Cannot dial international nbr using Verizon his | 04/26/04 |to their database. Informed
long distance and international carrier of choice customer.
customer has checked with Verizon and call
plan in effect. Apologized for the problem and
advised complaint would be entered regarding
3325K th|s‘|ss&ue. TT 1718153. Customer requests
NYRS TTY user unable to place international
call via 711. Receives fast busy and all circuits
are busy recordings. Apologized for problem
04/27/04| 24 |and verified we have Qwest in place for his LD | 04/30/04 |VeStwas not updated. Now has
. ) . been updated. Customer informed.
carrier. Let him know | will request the techs to
check this. Customer does want contact with
3339K the resolution Entered TT 1727312
This Opr did not know how to do a prepaid Reviewed pre paid calling card
calling card. Opr kept interrupting the customer procedures with this Opr who
04/27/04 3 |and was very rude when saying this would not | 04/29/04 |remembered this and caller.
work. Thanked the customer for the feedback. Reminded Opr of the importance of
9020N No call back requested being polite and patient
TTY customer is unable to make international ::ﬁ?:r;:t\ilsrl:gll ;r;?v;ri?hc:u?o:lﬂg r‘:d
04/30/04 24 |call. Apologized. TT 1001736417 was opened. 05/03/04 ) P ’
Account Manger informed the
3345K Follow up requested.
customer.
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Complaint Tracking for New York

May 2004
Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer states the Opr took control of the call. Met Wlt.h CA. CA undgrstood
The nbr was busy so he automatically redialed instructions on reaching a busy
05/02/04 11 . " | 05/03/04 |signal. Coached CA on proper
Apologized to the customer. Follow up
raquested protocol. Called customer and
3350K : informed them of the resolution
Customer upset that she has been unable to
get through to customer service for 40 minutes.
05/03/04 0 Thanked customer for calling and |nformeq 06/10/04 Customer service followed up with
customer that the matter would be looked into the customer.
and complaint would be fwd to the proper
9028N individuals. Cusfomer was satisfied
Customer called to say agent did not follow
specific instructions if they reached an answer . .
machine. The agent typed answering mach GA Agent is aware of following customer
05/03/04| 3 1. 'he agemt yp 9 06/10/04 [instructions and was coached on this
and this was not what the customer had asked rocedure
to do. Apologized to the customer for handling P ’
3354K of call. Did not requ all back _
e o b s T No o up s, The G
05/09/04 2 . ) . ) y 05/09/04 |number in question did not work on
she will leave a message without redial. this dav. No further action possible
3372K Apologized. No follow up. y. P :
UpTr TeCaned CONMMecng a TTY 10|
TTY call which may have been this
Customer saw the ringing macro and then there call and that the greeting that goes
was no response from the Opr. Customer asked across at the end. Call may have
the opr what happened and she said the other disconnected after she logged on at
05/10/04 4 party hung up thank you for using NY relay skis. 05/11/04 a different position. Advised Opr to
Apologized to customer. Caller requests a call let supervisor know if she's
back. experiencing any difficulties on a call.
Called customer and informed them
9035n of the recnliition
Spoke with Opr. The TTY user wrote
Customer placed a call and reached an up a message for the Opr to leave.
answering machine. The Opr did not type out The Opr left the message and did all
the message on the machine clearly so caller the appropriate macros. TTY user
was unsure of the nbr they reached. When wanted to know if they reached
05/12/04 7 caller asked her to repeat what message said 05/12/04 wildlife and Opr then offered to redial
Opr became very rude and would not confirm so she could type the msg. Opr was
who they had reached. Thanked customer for informed that she could give the info
the feedback. Does not require a call back. to the TTY user. Was reminded of
9037N the penalties for disconnecting calls.
Customer states the Opr does not Know Now 10
process VCO calls. Customer told her to call a .
) Opr was reminded of proper
nbr and not to announce relay. Opr dialed the . .
nbr and it rang and then there was no procedures. Opr said she hit the
05/14/04 4 9 ) 05/14/04 |wrong key which blocked the voice
response. Then the Opr said the other party had . .
party from hearing her. Reviewed
hung up. Thanked the customer for the VCO procedures with her
feedback She did not request ant further P '
9038N cant
NY \?&WMR% The agent to repeat
as they could not understand what the agent
said. The agent was rude would not repeat and
gave caller the GA. After 2 seconds the agent Unable to resolve due to ID# not
05/15/04 0 rudely said GA. Asked for ID# and agent was 05/16/04 |assigned at this time. No further
hesitant and would not give her RCS nbr. action possible.
Apologized to the customer explaining agents
supervisor would address the agent. Thanked
3394K her for lettina 11s know no contact reaiiested
3394K | 05/15/04| 21
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York

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Opr told customer they did not place
international calls. Customer usually does this Reviewed procedures with Opr.
05/20/04| 21 |with their prepaid calling card. Thanked the 05/20/04 |Reminded Opr that NYRS does
customer for their comments and apologized for process international calls.
9044N anyv inconvenjence
Customer states the Opr did not follow her
instructions. The notes are clear. The customer
wgnts the Opr to type the word beep gnd she Reminded CA to read customer
will leave a VCO message on answering
machine without redial. The customer advises notes before every call and coached
05/23/04 2 . ) 05/23/04 |CA to give full attention to the call.
she clearly explained her request at the .
L Called customer and informed them
beginning of the call but the Opr took control. .
. . . of resolution.
the customer wants her instructions precisely
followed. Apologized and advised the supervisor
3404K will be notified. Follow up requested.
Customer states he gave an instructions to ask Unable to follow up with the agent as
for the credit dept but the Opr didn’t follow it. no agent has the ID assigned at this
05/25/04 3 |Customer advises that he would repeat his 05/25/04 |time. No further action possible.
instructions if the Opr had told him they didn’t Followed up with customer and
= s e s AR ARl Los Ragegence—
1T user dials out relay number get a relay Opr As this sounds TIke a technica
and sees the nbr calling GA. He starts to type problem the Oprs were pulled for
609 and then there is an interrupt and dialing discussion. Advised to call over a
nbr coming across the screen and he did not supervisor and fill out trouble tickets
05/26/04 29 finish giving the Opr the nbr to dial. He called 05/27/04 when computer problems arise.
two different times and two different Oprs did Attempted to contact customer and
the same thing. Thanked the customer for left a message on answering
9049N feedback Customer would like a call hack TQI(I;hi(?p %ﬁqlan[ﬁ] the :esq I'QE
Customer stated that this agent did not type the alked with LA who rememboered the
" " N . . call and admitted mistake. CA was
beep" after the phrase "Answering Machine .
; R . . reminded to always read customer
playing..."beep...as is instructed in her call notes. CA savs after mistake. caller
05/31/04 2 notes. Customer stated this was the only 06/01/04 L Y ’
. . . pointed out customer notes and how
problem they had with this agent. Agent simply
. . . they wanted calls done. CA followed
did not follow instructions. No Follow up was
notes and processed next call
3439K requested. correctly
UOSIUITICTT 1o UTIl IG'J'J_Y wWIUTurc1 IHIU mTotTIT IDIlIVIly
of the agent who handled her call. The
customer attempted to correspond with her
sister but received no response. The Opr typed Met with agent. Although agent
everything the customer said but there was no followed call processing procedures
response. The customer told the Opr she was by typing everything, he agent was
officially ending the call. Customer stated that coached on closing the call correctly.
05/31/04 21 |the Opr was no help in ending the call and was | 06/02/04 |Agent was also advised of the
annoyed that their sister may not have received consequences of hanging up on a
the new information. The customer got tired of customer. Was not able to contact
the silence so she asked for a supervisor. After customer due to the above nbr being
waiting 4 min. the line disconnected. The invalid.
customer received and explanation of the
3437K ?ge:r:t s‘rol? |r1.call I;\)r‘oclzlessmg and apologize"d
Customer stated that this agent did not type the
"beep" after the phrase "Answering Machine
playing..."beep...as is instructed in her call Agent was coached on following
05/31/04 2 notes. Customer stated this was the only 06/10/04 |customer instructions and customer
problem they had with this agent. Agent simply notes.
did not follow instructions. No Follow up was
3438K

reauested
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