
I RECEIVED & INSPECTED 

~~ 

6/7/2003 

6/8/2003 

619/2003 

6/9/2003 

JUL 1 - 2004 

FCC - MAILROOM 

FCC CUSTOMER SERVICE SUMMARY LOG 

June 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

STS ring, no answer 

RO was inattentive (no additional information provided) 

RO did not follow instructions to not hang up on an 
answering machine if one is reached 

RO did not relay clearly (voice clarity) 

Temporarily high call volume 

Unable to identify RO 

Supervisor coached RO on the importance of paying 
close attention to customers' instructions 

Supervisor coached RO on the importance of relaying 
conversations clearly 

I 191511 

6/9/2003 

6/1012003 

6/10/2003 

6/10/2003 

611 1/2003 

192616 

193030 

193083 

STS ring, no answer 

CRS ring, no answer 

RO hung up on customer 

STS rang busy 

CA could not understand customer 

Temporarily high call volume 

Temporary high call volume 

Supervisor coached RO on correct procedure 

Temporary technical issue; resolved 

Supervisor retrained CA on appropriate procedures 

193480 

193513 

~ 

6/11/2003 

6/12/2003 

193560 

Echo Contact forwarded to technical staff working with SBC 6/11/2003 

6/18/2003 RO spoke too softly 
Supervisor coached RO on the importance of speaking 
audibiv 

193816 F 194459 

_ _ _ _ _ _ ~ ~ ~ ~  ~~ 

6/15/2003 Gable 

Unable to place long distance call using AT&T calling 
611 5/2003 card 

6/15/2003 RO did not follow instructions (no outgoing call placed) 

1 195107 

Unable lo contact customer after repeated follow-up 
attempts 

Technical issue; resolved 6/1 5/2003 

6/15/2003 Unable to identify RO 

7/112003 195119 

195121 

195134 

RO was imiil!etiiive (ear ly morninql, c ~ ~ l o r n e i  lind ti, 
repeat instructions several times 

Supervisor coached no of1 the iinporlnncc 01 Iinyin(1 I close attention to customers' instructions 6/5/2003 1 I 6/9/2003 

6n/2003 

6/23/2003 

6/13/2003 

7/2/2003 

6/18/2003 

1/1/1900 

6/15/2003 ITERM number rings busy through CRS ICustomer has experienced no further difficulties 1 7/12/2003 I 

MCI Global Relay 1 



. , ,... filij, , i,. 

195217 

6/16/2003 195291 

1 95443 

KO did not follow instructions to request live person 

instead 

coached RO on the importance of paying 
when an IVRU was reached; typed IVRU message attention to customers, 

6/17/2003 

195599 

6/16/2003 

I95899 

PSAP database for Sunnyvale outdated PSAP database updated 7/17/2003 

196046 6/18/2003 

196564 

RO dialed wrong TERM number; processed subsequent 
call, then hung up on caller when asked why the first call Supervisor coached RO on correct procedure 
was dialed incorrectly 

196787 

196791 

37792 

196918 

197391 

KO saved messages on voice mail without the 
customer's instruction 

Supervisor coached RO on the importance of paying 
close attention to customers' instructions 

6/24/2003 

198250 

6/20/2003 

6/23/2003 

I99000 

CA could not understand customer 

CAS do not announce STS; only give their ID number 

Supervisor retrained CA on appropriate procedures 

Issue addressed with all CAS 

6/30/2003 

6/24/2003 

199001 

199007 

6/25/2003 

6/27/2003 

199112 

Echo Contact forwarded to technical staff working with SBC 6/25/2003 

GA could not understand customer 6/27/2003 Supervisor retrained CA on appropriate procedures 

FCC CUSTOMER SERVICE SUMMARY LOG 

June 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

6/27/2003 

6/28/2003 

i 

6/27/2003 

OPEN 

GA could not understand customer 

RO did not dial the requested TERM number, hung up 

Supervisor retrained CA on approprlate procedures 

Open pending RO coaching 

6/16/2003 /RO did not relay clearly (voice clarity) 1 6/18/2003 1 Supervisor coached RO or1 the importance 01 relaying 
conversations clearlv 

6/20/2003 
RO did not follow instructions to ask for a live person at Supervisor coached RO on the importance of paying 

6/17/2003 TERM number or inform customer when to leave a voice 
message if answering machine is reached 

attention to customers, instructions 

6/17/2003 (Echo Icontact forwarded to technical staff working with SBC I 6/17/2003 I 

6/20/2003 

6/19/2003 IRO sounded irritated and was not very pleasant ISupervisor coached RO on being transparent I 6/21/2003 I 

h a t i l e  to identify Supervisor I CLstorner was upset wiln the way the call was hanuled, 
requested sLpervisor: sJpervisor was rLde an0 hJng up 

6/20/2003 I 

6/27/2003 ICA could not understand customer ISupervisor retrained CA on appropriate procedures I 6/27/2003 I 



FCC CUSTOMER SERVICE SUMMARY LOG 

June 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

199231 

I 199215 1 6/78/2003 i R O  did not follow instructions to interrupt iEHM Isupemisor coached RO on correct procedure i 7/3/2003 I 
6/28/2003 RO was rude Supervisor coached RO on being transparent 6/28/2003 

I 

MCI Global Relay 3 



FCC CUSTOMER SERVICE SUMMARY LOG 

July 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

99897 

200119 

7i7 0/2003 Operator did not follow IilstructIons, transferred call Supervsor coached no on the itriporlance of paying 
7'1'2"03 inappropriately close attention to customers' instructions 

7/1/2003 RO did not announce him/herself Supervisor coached RO on appropriate procedure 7/17/2003 

not follow to repeat what lTY Supervisor coached RO on appropriate procedure I 7/9/2003 200136 1 7/1/2003 I,,,,,, I 
~~~~~ 

7/2/2003 

7/2/2003 

7/2/2003 

7/2/2003 

7/2/2003 

200280 
~ ~ 

RO hung up on customer 7/8/2003 

STS ring, no answer Unable to duplicate 7/2/2003 

STS ring, no answer Unable to duplicate 7/2/2003 

STS access number fast busy Temporary technical issue; resolved 7/3/2003 

RO did not maintain transparency RO terminated 7/7/2003 

Supervisor coached RO on correct procedure 

200488 

200641 

200496 

200586 

Customer is not waiting for dialtone before pressing one- 
touch dialing and gers a LEC 
customer advised to pause before one-touch dialing 

ROs answer VCO calls by voice and customer often 
doesn't get a VCO response at all 

recording; 7/6/2003 7i2i2003 

200593 

201203 

201216 

201 346 

201 637 

7/4/2003 CRS ring, no answer Temporarily high call volume 7/4/2003 

7/4/2003 RO could not retrieve voice messages Temporary technical issue; resolved 7/16/2003 

7/12/2003 Supervisor coached RO on importance of accurate 
typing 

7/5/2003 

7/6/2003 

RO did not type accurately 

RO inappropriately transferred call to Customer Service Supervisor coached RO on appropriate procedure 7/14/2003 

Customer mistook in-call operator change; thought call 7/, 4/2003 I was still being monitored I 200920 I 7/3/2003 IRO did not follow instructions to not monitor call 

202002 I 7/7/2003 \Echo 
\Unable to duplicate; customer indicated that s/he would I 
call back when convenient: no call back 

7123/2003 

close attention to customers' instructions 202088 7/7/2003 cOmmunication 

MCI Global Relay - 
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203067 

203529 

203775 711 212003 RO did not wel l  accuratelv (medical terrninoloav) SuDervisor coached RO on correct procedure 

203965 
~ 

204582 

711 7/2003 

205266 

~~~ 

7/15/2003 

7/16/2003 

205296 

~ ~ 

GRS ring. no answer Temporarily high call volume 7/15/2003 

RO was rude Supervisor coached RO 7/22/2003 

205370 

206302 

711 6/2003 

711 7f2003 

206526 

206753 

7/3 1 /ZOO3 

711 7/2003 

Supervisor coached operator on importance of voice 
clarity 
Supervisor coached RO on importance of accurate 
typing 

CA did not have good voice clarity 

RO did not type accurately 

206812 

207008 

207035 

7/21/2003 

7/21/2003 

207121 

RO provided wrong number to customer Supervisor coached RO 7/22/2003 

CRS ring, no answer Temporarily high call volume 7/21/2003 

FCC CUSTOMER SERVICE SUMMARY LOG 

July 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

7/21/2003 

71812003 

7/10/2003 

RO did not explain why s/he could not process a call 

RO had many spelling errors 

Unable to identify HO 

Superusor coached RO on importance of accurate 
typinq 

1/8/2003 

7/10/2003 

RO was inattentive; misdiaied TERM number Supervisor coached A 0  7/25/2003 

7/11/2003 Garble 

7/22/2003 

Unable to duplicate; reviewed troubleshooting methods 7/, ,,2003 I with customer I 

Unable to place call using calling card Ternporaty technical issue; resolved 7/22/2003 

7/22/2003 Unable to place call using calling card 

I 7/17/2003 RO did not follow instructions to just leave voice mail if 
answering machine was reached 

Supervisor coached RO on the importance Of paying I close attention to customers' instructions 7/13/2003 I 

Temporary technical issue; resolved 7/22/2003 

7/20/2003 IRO did not provide status of call ISupervisor coached RO on correct procedure I 7/22/2003 

I 7/22/2003 Supervisor coached RO on importance of following I customers' instructions 7/22/2003 RO did not follow instructions to speak louder 

MCI Global Relay 2 



FCC CUSTOMER SERVICE SUMMARY LOG 

July 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

207182 7/22/2003 L'A did not recognize 7-rY lones on outgoing STS Cali Supervisor coached CA on recognlzlng TFY tones 8/6/2003 

207571 811 12003 7/23/2003 ICustomer billed by LEC for calls billed to calling card Customer referred to LEC Billing Department 
~~ 

207645 7/23/2003 RO did not pace call appropriately Supervisor coached RO on importance of pacing 7/31 12003 

207662 7/23/2003 RO was inattentive; misdialed TERM number Supervisor coached RO 7/31/2003 

208131 7/25/2003 RO was rude Supervisor coached RO 7/3 1 /ZOO3 

I 7/25/2003 RO spoke too fast when leaving message on answering Supervisor coached RO on importance of speaking 
clearly when leaving messages 208152 I 7/25/2003 1 machine 

I I I 
. I 

208254 7/25/2003 Relievinu RO did not follow Drofile Supervisor coached RO on correct procedure 8/1/2003 

7/25/2003 RO did not follow customer's instructions (abbreviated) 
to not announce relay 

Supelvisor coached RO on Importance of fOllOWing 
customers' instructions 208393 7/2512003 

208490 7/26/2003 Explained Caller ID functionality 7/31/2003 Customer alleged that RO violated confidentiality 
because customer got two calls from voice users 

208529 7/26/2003 RO was rude Supervisor coached RO 7/31/2003 

208582 7/26/2003 RO did not wait long enough before dialing TERM Supervisor coached RO 7/31/2003 

208584 I 7/26/2003 IRO unable to retrieve voice mail IMailbox locked by LEC after specific number of attempts I 7/26/2003 
~~~ 

8/4/2003 Supervisor coached RO on importance of following 
208927 7/28/2003 RO did not follow profile for no background noise customers' profile 

RO did not follow instructions to hang up; instead kept 
209123 7/*8/2003 typing IVRU message customers' instructions 

209129 7/28/2003 

71za12003 Supervisor coached RO on importance of following 

Apparent in-call Operator change; Supervisor coached 
RO on 
ODerator 
Different CA handled call; CA coached on STS 

RO provide a ID different number at the end of a call 
than at beginning 

CA could not understand STS customer 

of announcing in-cail change of 8/1/2003 

8/4/2003 
209175 technicques 7/28/2003 

MCI Global Relay 3 



FCC CUSTOMER SERVICE SUMMARY LOG 

July 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

209202 

210023 

210046 

7/28/2003 RO typed too siowiy Supervisor coached RO on typing speed 712812003 

7/30/2003 RO was rude Supervisor coached RO 7130/2003 

7/30/2003 RO did not provide effective communication Supewisor coached RO 8/1/2003 

I 7/30/2003 1 Supervisor coached RO on importance of following 
customers' instructions I I 210048 1 7/30/2003 RO did not follow call processing instructions I 

I 

210154 7/31/2003 

210401 713112003 

210403 7/31/2003 

CRS ring, no answer Temporarily high call volume 7/31 12003 

RO provided tone of voice unsatisfactorily 8/5/2003 

RO hung up on customer 8/4/2003 

I Supervisor coached RO on sending tone of voice 

Supervisor coached RO on correct procedure 

1 7/31/2003 I Supervisor coached RO on importance of following I customers' profile 
I 210427 I 7/31/2003 I RO did not follow profile for no background noise 

210428 

210446 

7/31/2003 RO interrupted too often for spelling clarification Supervisor coached RO 8/24/2003 

8/4/2003 7/31/2003 messages customers' instructions 
RO did not follow instructions for retrieval of voice Supervisor coached RO on importance of following 

210451 

MCI Global Relay 

8/6/2003 Supervisor coached RO on importance of following 
customers' profile 7/31/2003 RO did not follow profile for slow typing 

4 



FCC CUSTOMER SERVICE SUMMARY LOG 

August 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

210818 

" 

8/9/2003 RO ciitl riot wait (or customer to finis11 typing message to 
leave on answering machine before dialing out 

RO did not follow instructions to leave a message if an 

Supervisor coached KO 811/2003 

Supervisor coached RO 8/7/2003 
813/2003 answering machine came on 

I 21 1099 I 8/3/2003 (Sporadic garbling with VCO phone \Customer Service reviewed troublshooting techniques ( 8/3/2003 I 

21 1492 

I 21 1264 1 8/4/2003 19-1-1 calls routed to the incorrect PSAP IPSAP database updated I . 8/22/2003 I 
8/4/2003 Unable to process long distance calls Updated caller profile; issue resolved 9/3/2003 

21 1875 8/5/2003 RO did not follow directions when caller said " G A" Suuervisor coached RO 

1 212091 I 8/6/2003 IRO interrupted too often (Supervisor coached RO I 9/6/2003 I 
8/7/2003 

RO did not follow instruction. announced relay even 
thouqh customer is urofiled for no announcement 

Unable lo identify RO I 212412 I 8/6/2003 1 
212693 

212858 

1 8/8/2003 1 
8/7/2003 RO hung up on customer Supervisor coached RO 811 1/2003 

8/8/2003 Fast busy when dialing to 7-1-1 Referred to LEC 9/9/2003 

213120 

213346 

213353 

214183 

- 

1 212956 1 8/8/2003 IMCI prepaid calling card not processing ITemprary technical issue; resolved 1 8/8/2003 1 
8/8/2003 Unable to identify RO 8/8/2003 

Supervisor coached RO 9/3/2003 8/9/2003 

8/9/2003 RO hung up on customer Unable to identify RO 8/12/2003 

8/12/2003 811 5/2003 

RO did not follow directions when Caller said I' G A 
RO procrastinated in transferring call to customer 

I 

ROdid not explain howto use relay CSR provided instructions: unable to identify RO 

214382 811 3/2003 RO did not follow instructions in retreiving voice mail Supervisor coached RO 8/13/2003 

MCI Global Relay 1 



FCC CUSTOMER SERVICE SUMMARY LOG 

August 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

215115 

215159 

[%=oR/1312003 jRO was rude 

8/14/2003 RO was rude Supervisor coached RO 9/3/2003 

8/19/2003 8/15/2003 RO hung up on customer Unable to identify RO 

-~ 
ISupervisor coached HO 

216894 

1 8i2212003 1 

8/20/2003 Customer could not read anything that his VCO phone CSR attempted to provide troublshooting techniques but 
customer was still getting garble: customer hung up 8/20/2003 was printing 

I 214915 I 8/14/2003 IUnable touse7-1-1 from home llssue referred to LEC I 811512003 I 

217055 

217104 

8/27/2003 

8/21/2003 

8/21/2003 Supervisor coached RO 

8/21/2003 to call Supervisor coached CA 

RO explained relay too fast and seemed impatient 

CA did not ask customer his name and who he wanted 

I 215284 I 8/15/2003 IRO did not know how to bill a call to a calling card lSupervisorcoached RO I 9/8/2003 I 

217348 

1 215299 1 8/15/2003 IRO hung up on customer (Unable to identity RO I 8/21/2003 1 

9/3/2003 RO did not follow instruction, relayed tone of voice even Supervisor coached RO 
though customer is profiled for no tone of voice 8i22/2003 

I 215347 I 8/15/2003 IRO did not speakclearly ISupervisor coached RO I 9/2/2003 I 
~ ~~ I 215352 I 8/15/2003 IRO inappropriately transferred call to Customer Selvice \Supervisor coached RO I 8/29/2003 1 

Some ROs do not turn on VCO on right away and begin Unable to identity RO 
talking to her mother instead of typing to her I 215934 1 8/18/2003 1 1 8/18/2003 1 

I 216557 I 8/19/2003 IRO hung uponcustomer ISupervisor coached RO I 8/29/2003 1 
I 216595 I 811912003 IRO hung up on customer \Supervisor coached RO I 8/22/2003 I 

I 216917 I 8/20/2003 IRO spoketoo rapidly ISupervisor coached RO I 8/20/2003 I 

MCI Global Relay 2 



217570 

217743 

8/22/2003 

8/23/2003 

217938 

RO took over call in fewer than 10 minutes 8/30/2003 

RO did not speak clearly Supervisor coached RO 9/4/2003 

Unable to identify RO 

217973 

8/26/2003 

8/26/2003 

218301 

~ _ _ _  ~~~~ _ _ _ ~ ~ ~ ~ ~ ~  ~~~ _ _ _ ~  ~~~~ ~~ ~ ~~ 

ROs are not following profile for no tone of voice, etc. 

Unable to place long distance calls through CRS 

Unable to identify specific RO 

Customer billing issue with LEC; resolved by customer 

8/26/2003 

9/22/2003 

218354 

8/26/2003 

8/2612003 

21 8357 

8/27/2003 RO did not recognize customers IXC preference 

CRS ring, no answer Temporarily high call volume 8/26/2003 

Supervisor coached RO 

218522 

8/28/2003 

21 8563 

21 8608 

RO unfamiliar with procedure for retrieving voice mail Supervisor coached RO 9/5/2003 

21 8675 

21 8739 

21 9240 

219419 

FCC CUSTOMER SERVICE SUMMARY LOG 

August 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

8/22/2003 RO hung up on TTY TERM Supervisor coached RO 8/22/2003 

8/22/2003 RO took over call in fewer than 10 minutes Supervisor coached RO 9/3/2003 

8/24/2003 IRO sounded extremely bored and ready to hang up ]Supervisor coached RO 1 9/8/2003 
~~ 

8/24/2003 lUnableto place LD calls through CRS IProfilLupdated. resolved 

8/25/2003 IRO was rude and hung up on the customer ICSR explained procedures I 8/25/2003 

8/25/2003 IRO was a slow typer. \Supervisor coached RO I 7/3/2003 
1 8/29/2003 Customer said he would call back; no return call 

received 8/25/2003 Inmate unable to call daughter who is an STS user I 
8/26/2003 ICRS ring, no answer ITemporarily high call volume I 8/26/2003 

8/28/2003 IRO was inattentive ]Supervisor coached RO 1 9/8/2003 

MCI Global Relay 3 



FCC CUSTOMER SERVICE SUMMARY LOG 

August 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

MCI Global Relay 4 



FCC CUSTOMER SERVICE SUMMARY LOG 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

September 2003 

I 220275 1 9/1/2003 / R O  did not spell out address name jsupowlsor coached HO 

220277 9/1/2003 RO not familiar with VCO procedure Supervisor coached RO 9/29/2003 

220761 9/3/2003 RO interacted inappropriately with customer RO placed on improvement plan 9/3/2003 

221 181 9/3/2003 RO hung up on TERM Supervisor coached RO 9/11/2003 

221202 9/3/2003 RO did not speak clearly Supervisor coached RO 9/10/2003 
~~ ~~ ~ ~ 

)I ICA could not understand STS customer (Supervisor coached CA 1 9/11/2003 

222201 9/7/2003 Could not reach CRS after '82 to unblock phone Unable to duplicate 9/7/2003 

222586 9/8/2003 CRS ring, no answer Temporarily high call volume 9/8/2003 

223025 9/9/2003 RO typed too slowly RO placed on improvement plan 9/15/2003 

223672 9/11/2003 Unable to reach TERM number from pay phone Temporary LEC or pay phone issue: resolved 9/12/2003 

224075 9/1312003 Unable to connect to CRS via 7-1-1 Customer referred to LEC/PBX provider 9/13/2003 

224204 9/13/2003 CRS ring, no answer Temporarily high call volume 911 312003 

224448 9/15/2003 7-1-1 ring, no answer Temporarily high call volume 9/15/2003 

224600 9/15/2003 RO portrayed incorrect tone of voice Supervisor coached RO 9/25/2003 

224602 9/15/2003 CA did not relay correctly Supervisor coached CA 9/22/2003 

225172 9/17/2003 RO did not interact appropriately with customer Unable to identify RO 912 1 R O O 3  

MCI Global Relay 1 



FCC CUSTOMER SERVICE SUMMARY LOG 

September 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

225232 

225632 

9/17/2003 RO misdialed TERM number Supervisor coached RO 9/17/2003 

9/18/2003 CRS ring, no answer Temporarily high call volume 911 8/2003 

225709 I 9/18/2003 ICA misunderstood procedure for revoicing ISupervisor coached CA 1 9/18/2003 

225719 

226074 

9/18/2003 Busy signal at CRS Temporarily high call volume 9/18/2003 

9/19/2003 RO would not repeat address Unable to identify RO 10/5/2003 

226954 

RO did not bill a long distance call correctly via pre-paid Supervisor coached RO I 

9/23/2003 RO would not repeat TTY user's response Supervisor coached RO 10!7/2003 

I 10/1/2003 

227083 9/23/2003 RO inamroixiatelv transferred call to Customer Service Supervisor coached RO 

~ ~~ 

227745 I 912512004ROid  not relay a call effectively 

9/23/2003 

ISupervisor coached RO I 9/29/2003 

2281 28 

228188 

9/26/2003 RO typed too fast; hung up Supervisor coached RO 10/7/2003 

9/27/2003 RO did not voice immediately Supervisor coached RO 10/6/2003 

228383 

228405 

10/6/2003 
9/28R003 and number to TERM 

9/28/2003 RO hung up Supervisor coached RO 10/6/2003 

CA did not follow instructions to provide caller's name Supervisor coached CA 

MCI Global Relay 

228749 

228808 

228970 

2 

9/29/2003 RO hung up Supervisor coached RO 10/6/2003 

913012003 RO did not spell accurately Supervisor coached RO 10/6/2003 

913012003 RO did not wait for exl number before dialing TERM Supervisor coached RO 101712003 
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FCC CUSTOMER SERVICE SUMMARY LOG 

October 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

229904 

230098 

I 229646 I 10:2/2003 IRO seemed rude on the cail /Supervisor coached RO 

10/2!2003 RO hung up Supervisor coached RO 10/25/2003 

101312003 RO did not follow call handling instructions Supervisor coached RO 10/5/2003 

I 229763 I 1012/2003 IRO did not retrieve voice mail messages completely ISupervisor coached RO I 11/5/2003 

230872 

23091 1 

10/6!2003 RO misdialed TERM number Supervisor coached RO 10/27/2003 

1016/2003 RO seemed arrogant on the cail Supervisor coached RO 10/11/2003 

231 605 

231689 

I 231006 I 10/7/2003 IRO typed to HCO user ISupervisor coached RO I 10/21/2003 

1019/2003 CA could not understand STS user Supervisor coached CA 1011 4/2003 

10/9/2003 RO did not follow instructions for answering machine Supervisor coached RO 10/21/2003 

I 231045 1 10/7/2003 I RO did not speak clearly ISupervisor coached RO 1 10/13/2003 

I I I I 

10/15/2003 RO hung up on TERM after TERM picked up answering Supervisor coached RO 23231 5 1011 1/2003 machine response 
r 

I 231354 I 10/8/2003 IEchoon call IUnable to duplicate; referred customer to LEC I 10/8/2003 

232469 

I 231407 I 10/8/2003 ICA could not understand STS user ISupervisor coached CA I 10!8/2003 

1011212003 RO did not follow instructions for dialing TERM number Supervisor coached RO 10/15/2003 

I 232000 I 10110/2003 I RO did not follow instructions for answering machine ISupervisor coached RO I 10/15/2003 

I 232440 1 10112/2003 (RO typedlinterrupted while customer was voicing (Supervisor coached RO I lO/l5/2003 

1 MCI Global Relay 



FCC CUSTOMER SERVICE SUMMARY LOG 

October 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

I 232548 1 1O:l 3/2003 /PO did not follow irlstruclions for answerinq machine (Supervisor coached RO 1 10/21/2003 

I 232696 1 l O / t  3/2003 I RO did not relay tone of voice accurately [Supervisor coached RO 1 10/13/2003 

232738 lO/l3/2003 RO did not follow instructions for answering machine Supervisor coached RO 10/1 WOO3 

233336 lO/l5/2003 RO dialed number before customer finished typing Supervisor coached RO 11/5/2003 

I 233441 I 10/15/2003 IRO was rude and kept interrupting L t o m e r  
______~ 

I S u p i i s o r  coached RO ~ / 2 0 0 3  

1 233496 1 10/15/2003 IRO typed inaccurately ISupervisor coached RO 1 10/19/2003 

I 233610 I 10/16/2003 IRO misdialed TERM number ISupervisor coached A 0  I 10/21/2003 

1 234076 I 10/17/2003 I RO typed to HCO user ISupervisor coached RO I 11/1/2003 

I 234147 I 10/17/2003 / A 0  did not relay call effectively ISupeiisor coachedR0 7- 11/6/2003 

I 23421 8 I 10/17/2003 I RO did not provide ID number ISupervisor coached RO I 10121/2003 
~~ I 234324 1 10/18/2003 IRO dialed number before customer finished typing \Supervisor coached RO I 10121/2003 

234498 10/19/2003 RO hung up before customer could request second call Supervisor coached RO 10/22/2003 

235762 10/23/2003 RO hung up while customer was giving TERM number Supervisor coached RO 11/5/2003 

1 236154 1 10/24/2003 (RO dialed number before customer finished typing (Supervisorcoached RO 1 10/27/2003 

1 236264 I 10/25/2003 IRO interrupted while text user was typing ISupervisor coached RO 1 10/29/2003 

236395 10125/2003 RO would not repeat message at customer's request Supervisor coached RO 10/29/2003 

MCI Global Relay 2 



FCC CUSTOMER SERVICE SUMMARY LOG 

October 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

236473 

236561 

10/26/2003 RO hung up in mirirlle of call Supervisor coached RO 11/6/2003 

10/26/2003 RO typed to STS user Supervisor coached RO 10/29/2003 

RO mishandled calling card request; did not inform Supervisor coached RO 236643 10/27/2003 customer how many minutes lefl on the card 
1 1 /3/2003 

237268 10/29/2003 RO was inattentive to requesled TERM number Supervisor coached RO 

237598 10/29/2003 7-1-1 ring, no answer Temporarily high call volume 

Supervisor coached RO 
237613 10130’2003 background noises 

237764 10/30/2003 RO did not follow call handling instructions Supervisor coached RO 

RO did not follow profile for tone of voice and 

MCI Global Relay 

11/1/2003 

10/29/2003 

10/30/2003 

1 1 /2/2003 

3 

238036 10/31/2003 RO did not follow instructions for answering machine Supervisor coached RO 11/5/2003 



I 

240684 

240965 

241140 

241326 

241327 

241 420 

241432 

FCC CUSTOMER SERVICE SUMMARY LOG 

November 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

11/9/2003 RO misdialed TERM number Supervisor coached RO 11/15/2003 

11/10/2003 RO was inattentive; typed to HCO user Supervisor coached A 0  11/21/2003 

11/24/2003 11/1012003 a 

1 i/i 112003 RO had loo many spelling errors Supervisor coached KO 11/15/2003 

11/11/2003 KO had loo many spelling errors Supervisor coached KO 11/23/2003 

i1/23/2003 1 1/11/2003 

1 1/11/2003 RO typed loo slowly Supervisor coached RO 11/17/2003 

RO did not type verbatim; did not provide ID number Supervisor coached RO 

RO relayed the call too slowly Unable to identify RO 

MCI Global Relay 1 



FCC CUSTOMER SERVICE SUMMARY LOG 

November 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

241788 

242089 

/Supervisor coaciied RO 1 1!/17/2003 1 241446 I 11/11/2003 /RO hung up on customer 

11/12/2003 RO was inattentive in processing a call Supervisor coached RO 11/18/2003 

11/13/2003 RO took control of call; was adding to conversation Supervisor coached RO 11/17/2003 

241454 1 11/11/2003 (RO did not observe IXC profile (Supervisor coached RO ( 11/20/2003 I 

242961 

243409 

241456 I 1 1/11/2003 IRO did not follow call handling instructions ISupervisor coached RO I 11/21/2003 I 

11/17/2003 11/24/2003 

11/18/2003 RO typed to HCO user Supervisor coached RO 11/25/2003 

CA did not verify STS user's name; took too long to dial Unable to identify CA 

243499 

244207 

242267 I 11/14/2003 IRO hung up on customer !Supervisor coached RO 1 12/3/2003 I 

~ 

1 l/1 812003 RO was Inattentive on a call Supervisor coached RO 11/18/2003 

11/20/2003 RO had an inappropriate relay pace Supervisor coached RO 12/1/2003 

244218 

244383 

244574 

243414 I 11/18/2003 (ROtypedto HCO user ISupervisor coached A 0  1 11/25/2003 I 

11/21/2003 RO took control of call; was adding to conversation Supervisor coached RO 11/26/2003 

12/5/2003 RO was not transparent; interacted inappropriately with 11/21/2003 customer Supervisor coached RO 

11/21/2003 Unable to reach CRS form home via 7-1-1 Referred to LEC for resolution 11/21/2003 

24491 1 11/23/2003 RO was inattentive on a call Supervisor coached RO 121512003 

244843 I 11/23/2003 IRO did not follow call handling instructions ISupervisor coached RO I 11/25/2003 1 

MCI Global Relay 2 



FCC CUSTOMER SERVICE SUMMARY LOG 

November 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

245199 11/24/2003 RO rnisspellcd a name o r  a call Supervisor c o n ~ h ~ t l  RO 12/5/1003 

I 11/28/2003 I RO was rude; did not provide RO number and talked too 
to identify RO I 246215 1 11/28/2003 

245945 1l/27/2003 RO hung up on customer Supervisor coached RO 12/3/2003 

MCI Global Relay 

246542 

I 

11/30/2003 RO interrupted customer too oflen Supervisor coached RO 12/5/2003 

3 



FCC CUSTOMER SERVICE SUMMARY LOG 

December 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

248123 

RO did not 101Iow callc<s nrisweiing machme Supervisor coached RO on the itriportance of followirlg 
cailers' instructions 246983 1 12/1/2003 /instructions 

Supervisor coached RO on the importance keeping 
callers informed of call status 12/4/2003 RO did not keep caller informed of call status 

247377 I -12/2/2003 IRO typed to HCO user 

248495 

249233 

ISupervisor coached RO on HCO call handling 

12/5/2003 RO was rude Supervisor coached RO 

RO did not follow dialing instructions; dialed the wrong 
number 

Supervisor coached RO on the importance of following 
callers' instructions 

12/8/2003 

Supervisor coached RO on the importance of following 
247781 I 12/3/2003 RO did not follow caller's instructions for IVRU call I instructions 

249580 

249581 

250038 

12/9/2003 RO typed too slowly 

12/9/2003 A 0  typed inaccurately 

12/11/2003 RO typed too fast 

Supervisor coached RO on appropriate relay pace 

Supervisor coached RO on the importance of typing 
accurately 

Supervisor coached RO to type more slowly 

248483 1 12/5/2003 IRO typed to HCO user !Supervisor coached RO on HCO call handling 

251552 

248484 I 12/5/2003 IRO typed to HCO user ISupervIsor coached RO on HCO call handling 

Supervisor coached RO on the importance of relaying 
calls approDriately 12/16/2003 RO did not relay message appropriately 

250455 I 12/12/2003 ISTS ring, noanswer ITemporarily high call volume 

250777 I 12/14/2003 ISTS ring, no answer ITernporarily high call volume 

250887 I 12/14/2003 1AO asked voice caller to repeat every couple of words ISupervisor coached RO on appropriate relay pace 

251585 I 12/16/03 IRO huna UD on customer durina IVRU call ISupervisor coached RO on IVRU call handling 

~ - 

12/2/2003 

12/2/2003 

12/3/2003 

12/7/2003 

12/7/2003 

12/7/2003 

1 2/1 512003 

12/14/2003 

1 /2/2004 

12/14/2003 

12/11/2003 

12/12/2003 

12/14/2003 

1211 6/2003 

12/23/2003 

12/17/2003 

MCI Global Relay 
I 

1 



251589 12/17/2003 

251687 

252246 

12/21/2003 'Supervisor coacheil Rc) 011 the importance of speaking 
clearly RO had poor voice quality 

252349 

252484 

12/17/2003 

12/19/2003 

252682 

CA could not understand customer Supervisor coached CA 12/31/2003 

12/22/2003 RO did not follow caller's profile 
Supervisor coached RO on the importance of following 
callers' profiles 

252692 

_ _ _ ~  

12/20/2003 

12/20/2003 

252777 

Supervisor coached RO on the importance 01 following 
callers' instructions 

Supervisor coached RO on the importance of following 
callers' instructions 

2/29/2003 RO did not follow call handling instructions 

RO transferred caller to STS rather than Customer 
Se~ ice  

12/29/2003 

252791 

Supervisor coached RO on the importance of following 
12/21/2003 RO did not follow profile for abbrewated messages Drofiles 

253410 

253435 

12/22/2003 

253699 

Supervisor coached RO on the importance keeping 
callers informed of call status 12/21/2003 RO did not keep caller informed of call status 

254060 

254102 

254423 

12/23/2003 

25471 0 

12/24/2003 

FCC CUSTOMER SERVICE SUMMARY LOG 

December 2003 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

Supervisor coached RO on the importance of speaking 
clearly RO did not voice clearly 

12/25/2003 

12/27/2003 

Supervisor coached RO on the importance of providing 
ID number 

Supervisor coached RO 

A 0  did not provide ID number 

RO was abrUDt and rude 

1211912003 IRO asked customer to repeat call request several times ISupervisor coached RO 

~~ 

12/29/03 

12/30/2003 

12/20/2003 

Supervisor coached RO on the importance of customer 
control of calls 

Supervisor coached A 0  on the importance of following 
callers' instructions 

RO became involved in a conversation 

RO did not follow call handling instructions 

12/20/2003 IRO did not follow call handling instructions 
Supervisor coached RO on the importance of following I 12/29/2003 

Icalters' instructions 

12/23/2003 IRO was rude and did not type verbatim ISupervisor coached RO 12/31/2003 

12/27/2003 RO did not type a number accurately 
~~ - 1  Supervisorcoached RO on the importance of typing I accurately 

12/23/2003 

12/31/2003 

12/29/2003 

12/29/2003 

12/29/2003 

1/4/2004 
I I 

VICI Global Relay 2 



FCC CUSTOMER SERVICE SUMMARY LOG 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

December 2003 

-Supcre.iisoi coached RO on t h e  irnportnl,cc ,of following 
1/2/2004 

customers' instructions 255063 12/31/2003 RO did not follow call handling instructions 

MCI Global Relay 3 



FCC CUSTOMER SERVICE SUMMARY LOG 

January 2004 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

~ 

255768 

255542 I 1/7/2004 ICA could not understand SlS customer IUiiabie lo identify CA 
~~ ~ ~ ___ 

1/3/2004 STS staff could not understand STS customer 

255929 

255981 

Three CAS identified as possibly handling customer's 
calls; all three CAS underwent additional audio/STS 
technique training 

1/3/2004 RO hung up on customer Unable to identify RO 

1/4/2004 CAcould not understand STS customer CA underwent additional audio/STS technique training 

257923 

258101 

ROs are not following profile for no background noise or RO numher(s) not provided; unable to identify 
tone of voice 256482 I 1/5/2004 I 

RO did not follow instructions to announce onlythe Supervisor coached RO on the importance of following 
119/2004 name of the business customers' instructions 

1/10/2004 RO hung upon customer Supervisor coached RO on remaining on line 

that caller has 256484 1 1/5/2004 IRO did not follow instructions to override profile 

258753 

256490 I 1/5/2004 IRO did not appear to be typing what the voice caller saidlSupervisor coached RO on relay pacing 

Supervisor coached RO on the importance of following 
1/12/2004 RO did not follow profile customers' profiles 

257068 1 1/7/2004 lROs are not following profile 

~ 

259080 

Specific RO number(s) not provided: unable to identify 
IRO(s, 

~ 

1/13/2004 RO tone of voice was rude and would not repeat Supervisor coached RO on call handlmg process 

257333 I 1/8/2004 1RO appeared to rush the customer (Supervisor coached RO on relay pacing 
~~ 

257451 I 1/8/2004 IRO was rude: constantlv interrwtedthe custom, k3mervisor coached RO on call handlins process 

257491 I 1/8/2004 IRO transferred customer to C/S instead of STS ISupervisor coached RO on STS transfer procedure 

Operator did not follow instructions to repeat what an 
HCO user tvoed 

coached RO on call handling process 258902 I 1/13/2004 I 

1 /2/20!M 

1/3/2004 

1/20/2004 

1/30/2004 

1/5/2004 

1/8/2004 

1/30/2004 

1/7/2004 

1 /28/2004 

1/13/2004 

1 /I 3/2004 

1/20/2004 

1/20/2004 

1/22/2004 

111 512004 

1/21/2004 

1 



FCC CUSTOMER SERVICE SUMMARY LOG 

January 2004 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

Specific RO(s) not identified; a general reminder 
259386 1/14/2004 ROs do not announce Relay Service and ID number distributed on production 

259389 

259602 1/14/2004 CA could not understand STS customer CA underwent additional audio/STS technique training 

259622 1/15/2004 RO transferred customer to Cis instead of STS 

259879 1/15/2004 RO typed too slowly Supervisor coached RO on relay pacing 

260560 1117/2004 ootion on a recordino customers' instructions 

1/14/2004 number RO was rude and spoke to fast when providing RO Supervisor coached RO on call handling process 

Supervisor coached RO on STS transfer procedure 

RO did not follow instructions to listen to the "repeat" Supervisor coached RO on the importance Of following 

Sirpervisor coached RO on the irnportancc of following j 
2/2/2004 i customers' orofiles I 259199 I 1/13/2004 IRO did not follow profile 

1 /I 4/2004 

1/28/2004 

2/2/2004 

1 I1 5/2004 

1/15/2004 

1 /2 1 /2004 
I ~,~ ~ ~ - I I 

RO did not follow instructions to retrieve voicemail Supervisor coached RO on the importance of following 
1 /23/2004 261999 1/22/2004 customers' instructions messaaes " 

262000 1/22/2004 CA could not understand STS customer CA underwent additional audio/STS technique training 

MCI Global Relay 

1/31/2004 

2 

262105 1/23/2004 RO interrupted while customer was still typing Supervisor coached RO on call handling process 1/29/2004 

Supervisor coached RO on the importance of following 
262269 1/23/2004 RO did not follow instructions lo redial a number customers' instructions 1/30/2004 

~~~ ~ 

CA underwent additional audio/STS technique training 262309 1/23/2004 CA could not understand STS customer 

262408 1/24/2004 STS ring, no answer Temporarily high call volume 

Supervisor coached RO on call handling process 

~~ 

2/2/2004 

1/24/2004 

2/5/2004 263062 1/26/2004 RO interrupted while customer was still typing 

RO didn't follow IVRU instructions then refused to Supervisor coached RO on call handling process 1/31/2004 



I 

263248 

263593 

264149 

FCC CUSTOMER SERVICE SUMMARY LOG 

January 2004 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

2/2/2004 

1/30/2004 

1/31/2004 

1/27/2004 RO typed too slowly 

1/28/2004 

1/29/2004 

Supervisor coached RO on relay pacing 

CA underwent additional audiolSTS technique training 

Supervisor coached RO on call handling process 

CA could not understand STS customer 

RO did not keep customer informed of call activity 

Supervisor coached RO on the importance of paying 
attention when handling calls 264455 1/30/2004 RO misdialed the term number 3 times 2/2/2004 

1264523 I 1/31/2004 IRO hung up on customer 

Supervisor coached RO on the answering machine 
2/11/2004 264603 1/31/2004 RO did not leave message on answering machine 

MCI Global Relay 

process 

3 



FCC CUSTOMER SERVICE SUMMARY LOG 

February 2004 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

264692 2/4/2004 Fleiieving RO was hard to understand and was rude Unable to identify RO 

RO did not pay attention to customer's attempt to coached RO to be attentive to customel 
264760 I 2/5/2004 1. interruot 

264744 2/5/2004 RO was readina what HCO user was tvoino ISuDervisor coached RO on HCO urocedures 

264903 

265006 

265062 I 2/9/2004 IRO did not follow instructions on outgoing VCO call ISupervisor coached RO on VCO procedures 

2/6/2004 

2/8/2004 

Customer was not satisfied with how RO left message 

RO had a bad tone of voice 

Supervisor coached RO on message process 

Supervisor coached RO on tone of voice 

265077 1 2/9/2004 IRO misspelled a name ISupervisor coached RO on confirming spelling of name5 

265031 

265036 

2/8/2004 RO hung up Supervisor coached RO on console procedure 

2/8/2004 Supervisor coached RO on appropriate pacing RO typed to slowly and interrupted too often 

2651 71 

265202 

265206 

2/10/2004 RO interrupted too often Unable to identify RO 

2/10/2004 CRS ring, no answer 

2/10/2004 

Temporarily high call volume; CSP transierred customel 
to an RO 

Supervisor coached RO on the importance of verbatim RO did not type verbatim 

265210 

265213 

L i , .. ,. .. 

2/10/2004 

2/10/2004 

RO would not confirm message 

RO did not follow instrUctions for leaving a message 

Supervisor coached RO on appropriate interaction 

Supervisor coached RO on the importance of following 
instructions 

2'1 612004 

3/2/2004 

2/20/2004 

265306 

2/6/2004 

RO did not understand instructions for retrieving voice Supervisor coached RO on the impoltance of following 
instructions 2/11/2004 

~~ 

2/1 4/2004 

265471 

2/20/2004 

2/13/2004 RO did not follow instructions given at beginning of call Unable to identify RO 

3/9/2004 

3/1/2004 

2&'4/2004 

2/16/2004 

2/10/2004 

3/1/2004 

2/12/2004 

2/13/2004 

3/1/2004 

211 812004 

MCI Global Relay 



FCC CUSTOMER SERVICE SUMMARY LOG 

February 2004 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

265595 

265582 1 2/15/2004 IRO did not follow profile /Unable to identify RO 1 2/19/2004 

2/15/2004 RO was not familiar with profile procedure Supervisor coached RO on profile procedures 3/5/2004 

265670 t 2/16/2004 RO was rude in directing the conversation Supervisor coached RO on appropriate interaction 

265684 1 2/16/2004 IRO did not follow profile for slow typing 

2/24/2004 

I 2/24/2004 coached RO on the importance of following 

~~ 

265935 

265956 

266103 

266163 

2/18/2004 RO typed too slowly and paced too often Unable to identify RO 2/2212004 

2/19/2004 2/19/2004 CRS ring. no answer Temporarily high call volume; CSP transferred customer 
to an RO 

Supervisor coached RO on the importance of explaining 
relay 

Supervisor coached RO on the importance of following 
instructions 

3/1/2004 2/20/2004 RO did not explain service 

RO did not follow instructions lor announcing call 3/3/2004 2/21/2004 

266267 

266269 

266275 1 2/23/2004 (RO did not respond io customers comments ISupervisor coached RO on appropriate interaction 1 2/27/2004 

2/23/2004 RO hung up Supervisor coached A 0  on console procedure 3/3/2004 

2/23/2004 RO misspelled a name Supervisor coached RO on confirming spelling of names 3/6/2004 

266366 

266427 

2/24/2004 RO dialed wrong area code Supervisor coached RO to be attentive 3/6/2004 

2/24/2004 3/12/2004 Fast-busv on long distance call usina SBC as IXC SBC added to the IXC options 

266496 I 2/25/2004 I fast-busy on long distance call using SBC as IXC ISBC added to the IXC options 1 3/4/2004 

Temporarily high call volume; CSP transferred customer 
to an RO 266438 2/24/2004 CRS ring, no answer 

I 

2/2412004 

MCI Global Relay 2 



FCC CUSTOMER SERVICE SUMMARY LOG 

February 2004 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

MCI Global Relay 3 



FCC CUSTOMER SERVICE SUMMARY LOG 

March 2004 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

267013 

267129 

Supervisor coached I30 on the itnportanLt' of ibf>Iily 
attentive to number dialina I 266981 1 3/2/2004 ]KO dialed a wrong number, call could not be completed I 

311 8/2004 Caller could not place a long distance call using SBC as Temporary technical issue with SBC connectivity; 
resolved 

CSP explained that there was a temporarily high call 

caller to an available RO 

3/2/2004 

3/3/2004 CRS ring, no answer volume; confirmed current availability and transferred 3/3/2004 

267350 3/5/2004 311 7/2004 Supervisor coached RO on the importance of being 
attentive to number dialina 

RO dialed a wrong number; reached a different party 

1 3/7/2004 I Out-of-state caller could not use calling card to place a 
call to a California TERM 

CSP tested card successfully and transferred caller to I an available RO; call was completed 
I 267387 1 3/6/2004 1 

267422 

267558 

I 267402 I 3/6/2004 IRO was unfamiliar with SpeedDial profile feature ISupervisor re-trained RO on SpeedDial feature 1 3/12/2004 I 

3/26/2004 CA could not understand STS user; user had to spell CA was administered refresher training 

CSP explained that STS was experiencing a temporarily 
hiah call volume and encouraaed caller to try aqain 

3/6/2004 80% of his message 

3/8/2004 STS ring, no answer 31812004 

1 3/18/2004 I Caller could not place a long distance call using SBC as Temporary technical issue with SBC connectivity; I resolved 
I 267420 1 3/6/2004 lcoc 

267630 3/9/2004 Caller could not reach TERM party; no ringtone received Temporary technical issue; resolved 3/9/2004 

267677 

267784 

267820 

311 912004 

3/19/2004 

KO did not override customer's profile to not explain Supervisor coached RO on the importance of caller 
control of the call and ability to override profiles 

Supervisor coached RO on the importance of voice 
clarity 

CSP verified that Verizon is an available CoC; 
Supervisor coached original RO on the importance of 
paying attention to the CoC list 

3'9'2004 relay 

3/11/2004 RO had a weak voice and spoke too quickly 

Caller could not place a long distance call using Verizon 3/11/2004 311 112004 as 

MCI Global Relay 1 



FCC CUSTOMER SERVICE SUMMARY LOG 

March 2004 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

268003 

268233 

268287 

268367 

268507 

268743 

268878 

CSP explained that S i  S was experienclnq a leniporarlly 
high call volume: confirmed current availabllity and 
transferred caller to an available CA 

3/13/2004 

CSP explained that CRS was experiencing a temporarily 
high call volume and encouraged caller to try again 

Supervisor coached RO on call handling process 

Caller could not place a long distance call using SBC as Temporaly technical issue with SBC connectivity; 

3/13/2004 

3/29/2004 

3/22/2004 

3/14/2004 CRS ring, no answer 

3/16/2004 RO interrupted too often 

3/17/2004 resolved 

Supervisor coached RO on the importance of lollowing 
customers' Instructions 

Supervisor coached RO on call handling process 

CSP tested card successfully and transferred caller lo 
an available RO; call was completed 

Supervisor coached RO on call handlina Drocess 

3/27/2004 3/18/2004 

3/19/2004 

3/22/2004 

3/24/2004 

RO did not follow instructions to repeat message 

RO hung up on customer 

Caller could not use calling card to place a call 

RO interrupted while customer was still typing 

3/21/2004 

3/23/2004 

4/1/2004 

CSP referred caller to the telecommunications group; 
transferred caller to an available RO to complete the call 

CSP transferred caller to an available RO to complete 

of following customers' instructions 

RO terminated 

268894 3/24/2004 Caller could not reach CRS via 7-1-1 from office 

RO did not follow instructions on a call to an answering call; coached original RO on the importance 269273 3/28/2004 machine 

RO did not comply with caller's request for a change of 
269373 3/29/2004 RO 

3/24/2004 

4/9/2004 

3/29/2004 

Supervisor coached RO on the importance of relaying 
269508 3/30/2004 RO did not relay verbatim calls verbatim 

I 

4/6/2004 

MCI Global Relay 2 



FCC CUSTOMER SERVICE SUMMARY LOG 

April 2004 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

270096 

270164 

270225 

269607 1 4/1/2004 /KO typed lo a profiled HCO user IRO was terminated 1 4/4/2004 

4/7/2004 

4/712004 when the called party answers customers' instructions 

4'812004 

RO spoke too fast and was hard io understand 

RO did not follow caller's instruction to just type "GA 

RO spoke too fast in leaving a message on an 
answerina machine, and the messaae was unintelliaible. 

Supervisor coached RO on the importance of voice clarity 

Supervisor coached RO on the importance of following 

4/13/2004 

4/13/2004 

Supervisor coached RO on the importance of voice clarity 4/13/2004 

I 4/11/2004 RO did not follow instructions given by caller at the Supervisor coached RO on the importance of following 
customers' instructions ,057 1 4/6/2004 I beainnina of a call 

270303 

270384 

270479 

270516 

270725 

Unable to duplicate; CSP suggested that caller try again, and 
contact CIS if the problem continued; customer has not called 
back to CIS 

Supervisor coached RO on 9-1 -1 procedures 

4/9/2004 RO could not place a long distance call 4/9/2004 

4/11/2004 

4/13/2004 CRS ring, no answer 

4/13/2004 

RO inappropriately transferred 911 request to CIS 4/26/2004 

4/13/2004 CSP explained that CRS was experiencing a temporarily high 
call volume and encouraged caller lo  try again 

Supervisor coached C A  on the importance of following 
customers' instructions 

Supervisor coached RO on the importance of being attentive 
when Dlacina calls 

4/20/2004 CA did not follow STS users request to not prompt, 
"Would you like for me to ask for somebody?" 

RO rnisdialed an outgoing call 4/21/2004 4/16/2004 

270883 

270885 

4/21/2004 Supervisor coached RO on the importance of being attentive 

Supervisor coached CA on the importance of speaking loudly 
enouah for STS users to hear when re-voicina 

4/18/2004 RO transferred STS user someplace other than STS when transferring to STS 

4/18/2004 4/4/2004 CA re-voicing was difficult for STS user to hear 

270899 

270931 

I I - 
4/24/2004 Supervisor coached RO to wait for an extended period of time 

CA was coached on techniques for understanding STS users' 
voice patterns 

4/19/2004 RO answered STS user's 7-1-1 call with TrY tones before changing protocol from tom 

4/19/2004 4/4/2004 C A  could not undersland STS user 

I 

I 

270971 

MCl Global Relay 1 

4/19/2004 RO typed to a profiled HCO user Supervisor coached RO on HCO call handling procedure 4/24/2004 



FCC CUSTOMER SERVICE SUMMARY LOG 

April 2004 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

CA was coached or1 tectiriiques lor iinderstandiiq S1S users' 
voice patterns 

Supervisor coached CA on the importance of following 
customers' profiles 

CSP explained that CRS was experiencing a temporarily high 
call volume: CSP transferred call to an available RO 

271009 412012004 CA could not understand STS user 

271 01 2 

271 163 4/21/2004 CRS ring, no answer 

4/20/2004 CA did not customer's profile for a male CA 

CA did not follow STS users request to not prompt, 
"Would you like for me to ask for somebody?" 

Supervisor coached CA on the importance of following 
customers' instructions 

CSP explained that CRS was experiencing a temporarily high 
call volume and encouraoed caller to trv aaain 

271 4/22/2004 

271 31 1 4/23/2004 CRS ring, no answer 
I I I - . _  

CA was coached on techniques for understanding STS USerS' 
voice patterns 271 41 3 4/25/2004 CA could not understand STS user 

271 510 1 4/27/2004 IRO tvped to a profiled HCO user ISupervisor coached RO on HCO call handling procedure 

CSP provided caller the 800 CRS access number and referred 
caller to the office telecorn administrator for 7-1-1 access from 
that location 

271 594 I 4/28/2004 IUnabIe to reach CRS vis 7-1 -1 from office location 

RO did not follow caller's instruction to hang up if a 
recording was reached; RO relayed recording 

RO did not follow customer's profile to not announce 
relav and for no exdanation of service 

Supervisor coached RO on the importance of following 
customers' instructions 

Supervisor coached A 0  on the importance of following 
customers' profiles 

271601 412812004 

271677 412912004 

CSP explained that CRS was experiencing a temporarily high 
call volume; CSP transferred call to an available RO 

CSP explained that STS was experiencing a temporarily high cal 
volume; CSP transferred call to an available CA 

Supervisor coached RO on appropriate relay pacing 

271684 4/29/2004 CRS ring, no answer 

271691 4/29/2004 STS ring, no answer 

271742 413012004 RO was voicing too slowly lor voice user to understand 

CA did not revoice verbatim; voiced last four digits of a 
telephone number, '"three, five, one, lour" rather than 
"thirly-five, fourteen" 

RO did not allow VCO user to voice the TERM number 

271749 413012004 supervisor coached CA on the importance of revoicing verbatim 

271757 4/3012004 Supervisor coached RO on VCO call handling procedure 

~ 

412012004 

4/29/2004 

4/21/2004 

4/25/2004 

4/23/2004 

4/28/2004 

5/3/2004 

4/28/2004 

5/4/2004 

5/4/2004 

4/29/2004 

4/29/2004 

5/7/2004 

5/7/2004 

5/7/2004 



271878 

51312004 

5/4/2004 

5/5/2004 

5/5/2004 

5/7/2004 

271883 - 
271942 
___ 
272031 
___ 
272119 

r. _ _ _  . .- . - 
RO did not follow caller's instructions for retrieving voice 
mail 

RO did not foilow caller's specific instructions for handling 
the call when the called party answered 

CA could not understand STS user 

Relieving CA did not identify himself/hersell when heishe 
took over the call 

9-1-1 call through STS was not routed to the appropriate 
PSAP location 

Supervisor coached RO on the importance 01 following 
Customers' instructions 

Supervisor coached RO on the importance of follOWing 
customers' instructions 

Supervisor coached CA on techniques for understanding STS 
users' voice patterns 

Supervisor coached CA on the procedure for announcing an lr 
call change of CA 

PSAP database was updated to reflect the appropriate PSAP 
lor this caliing area 

272133 

5/7/2004 

272261 
- 
272262 

Caller was calling on behalf of a friend and stated that a 9-1 PSAP database was updated to the apprwr,ate p-p 
1 call through STS was not routed to the appropriate PSAP for this 
location (same as above) area 

272275 5/8/2004 

5/9/2004 

5/10'2004 

5/13/2004 

272330 - 
272383 
____ 
272470 

RO typed to a profiled HCO user 

CRS ring, no answer 

RO did not follow caller's instructions to select option lor a 
live representative on an IVRU call 

CRS ring, no answer 

Supervisor coached RO on HCO call handling procedure 

CSP explained that CRS was experiencing a temporarily high 
call volume and encouraged caller to try again 

CSP tested IVRU and informed customer that the Option for a 
live representative is not available 

CSP explained that CRS was experiencing a temporarily high 
call volume: CSP transferred call to an available RO 

272493 5/13/2004 

5/15/2004 

5'1912004 

5!20/2004 

272689 

Supervisor coached CA on the importance of confiming the 
spelling of names 

Supervisor coached CA on techniques for understanding STS 
users' voice patterns 

RO was terminated 

Supervisor coached RO on HCO call handling procedure 

RO did not confirm spelling of names 

CA could not understand STS user 

RO did no1 announce a transfer of a call from CRS IO STS 
that came in via 7-1-1 

RO typed to a profiled HCO user 

272885 

7729211 

FCC CUSTOMER SERVICE SUMMARY LOG 

May 2004 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

5/3/2004 IRo did not type the voice user's closing comments 
I 

RO did not follow caller's profile fow slow typing Supervisor coached RO on the importance of following 
rimtnrner' nroiilas 5/32004 

..... .... : .,... 
, - ~ -  

5/12/2004 

5/4/2004 

5/20/2004 

511 0/2004 

5/12/2004 
~ 

5/5/2004 

5/7/2004 

5/7/2004 

5/9/2004 

5/9/2004 

511 012004 

5/13/2004 

5/22/2004 

5/25/2004 

5/25/2004 

5/20/2004 

1 



FCC CUSTOMER SERVICE SUMMARY LOG 

May 2004 
CALIFORNIA RELAY SERVICE AND SPEECH-TO-SPEECH 

MCI Global Relay 2 



FCC Customer Service Summary Log 
California Relay Service and Speech-to-Speech 

California Public Utilities Commission 

04-02-6502 

I 1 I JUL I - 2004 I 

Date 
Sprint 05-17-04 Customer disputes billing of long 06-22-04 Utility did not have an account for Customer, but agreed 

distance (LD) & operator assisted calls, 
claiming her deaf niece is entitled to free 
LD . future assistance. 

to issue a courtesy credit for LD calling. Customer 
advised to contact Sprint Relay Services for 

1 FCC - MAILROOM 1 

I IC I Utility I File Date I Description I Close 1 Description 

i 

i 


	RO was rude; did not provide RO number and talked too
	MCI Global Relay


