
Federal Regulaloly Affairs 
Voice 202 585 1908 
401 9th Street. Northwest. Suite 400 
Washington, D C 20004 

July 1,2005 

RECEIVED 
Marlene H. Dortch 
Secretary 
Federal Communications Commission 
445 12‘h Street, SW, Room TW-B204 
Washington, DC 20554 

- 1 2005 

F a d m i  Communications Commission 
L%? C I  sxr&y 

Dear Ms. Dortch: 

Sprint Communications Company L.P., on behalf of its Sprint Relay Online Service 
(SRO), Video Relay Service (VRS) and Federal Relay (TRS, VRS, RCC, Cap Tel and 
Federal Relay Service Online) operations and pursuant to Section 64.604(~)(1) of the 
Commission’s Rules, 47 C.F.R. 64.604(~)(1), hereby submits its annual summary of its 
consumer complaint for the period June 1,2004 to May 31,2005. In accordance with the 
Public Notice released June 16,2005, DA 05-1681, the reports are provided on a diskette and 
on paper. At this time, Sprint has not identified any complaints associated with its national 
Telecommunications Relay Service (TRS). Sprint believes this is not unreasonable, given 
the relatively few complaints it had in the prior reporting period. If national TRS complaints 
are identified subsequently, Sprint will submit an amended report. 

The Federal Relay operations are being filed on behalf of General Services 
Administration (GSA). 

If you have any questions concerning this report, please contact me. 

Respectfully submitted, 

Attachments (original and 4 paper copies and 1 set of diskettes) 

cc: Dana Jackson, Dana.Jackson@,fcc.gov (FCC) 

mailto:Dana.Jackson@,fcc.gov


FEDERAL RELAY 



801 Dial Out Time 
802 Didn't Fallow Database Inst 
803 Didnl Follow Cust. lnstrud. 
lto4 Didnl Keep Customer lnfarrned 
1105 4 e n t  Dismnnened Caller 
806 PmrSpdliW 
1107 Typing SpeedIAccuraw 
1108 Pmr Voice Tone 
1109 Evevything Relayed 
#to HCO Pmcedurer Not Followed 
ft 1 VCO Pmcedurer Not Followed 
t12 TwLine  VCO Pmcedure Not Fdlowed 
1113 Background Noire Not Typed 
1114 Feelings Not Described 
1115 Recarding Feature Not Used 
1115 Noise in Center 
#17 Agent War Rude 
t18  Problem Answer Machine 
t l 9  Spanish Sewice 
ilM SpeechtoSpeech 



Federal TRS -Complaint Log (June 1,2004 to May 31,2005) 

K64321333 01/06/05 

K64421124 I 02/18/05 

TTY customer calling from 
IRS Agency using FRS anc 
while she was talking she 
was disconnected. She 
wanted to know what 

happened? I apologized to 
the customer and told her 

that we had been 
experiencing intermittent 

technical problems on FR: 
calls where the call would 

drop from our station. I tolc 
her that I would prepare a 
trouble ticket and report 
the problem on her call 
immediately. Customer 

said Thank You. Trouble 
ticket # I002290692 

25 01/06/05 

Inbound TTY cust typed to 
outbound to hold so they 
could verify with opr the 

correct FED Relay number 
When they typed to the 

Opr and asked for the info, 
the Opr typed back that 
they were not part of the 

call. TTY Cust asked 
several times and receivec 

the same answer. 

TIY caller said outbound 
answered voice TTY ca lk  

asked for outbound to 
connect to the TTY. Agent 
typed back (pls hold I'm 

trying to remember). Callel 

21 02/11/05 

02/18/05 

MN CRO can not follow up with FED calls. There is no consumer info to 
follow up with. Trich Shipley 

\pologized to T W  customer and informed them the Operator should have 
given them the information as they had informed the outbound they were 
asking the opr to make sure the information regarding the correct number 
vas given. Assured them a complaint would be filed so this and this iSSUE 

would be discussed with the operator. The agent was unaware of this 
procedure. The supervisor coached her regarding this procedure. 

apologized for the inconvenience and delay. I informed the caller that w€ 
can only connect tty to tty at the beginning of the MII and the outbound 
must answer with a tty. The agent should have informed them of this or 

called for assistance if they were not sure of the proper procedure. I 
assured them this issue would be disccused with the agent. Agent did 

TrY-TrY Release as requested and then moved to another position. No 



Federal Relay 
June 2004 to Mav 2005 

RCC 

_"." ..-... " ..,...- 
1101 Dial 04 Time 
1102 Dan? Follow Databare Inst. 
1103 Didn't Follow Cud. Instruct. 
1104 Didn't Keep Customer Informed 
1105 Agent Dismnnected Caller 
1106 Pwr Spelling 
1107 Typing SpeedlArmracy 
1108 PmrVoiceTone 
#rN Everything Relayed 
1110 HCO Pmcedures Not Follaved 
f 1  1 VCO Pmcedure~ Not Followed 
f l 2  Two-Line VCO Pmcedure Not Followed 
f13 Background Nois  Not Typed 
f14 Feeliwr Not Described 
a15 Recording Feawre Not U s e d  

1117 Agent Was Rude 
f18 Problem h s w t  Machine 
X19 Spanish Service 

, 1120 SpeechtoSpeech 
' an obr  hi^^ rnmnilint 

ai6 N D ~ S ~  in center 

1125 Line Disconnected 
1126 GarbledMessage 
1127 Dambase Not Available 
1128 splrscreen 
ltz9 Other Technical Type COrnplaid 
#57 Caller ID 



Federal RCC -Complaint Log (June 1,2004 thru May 31,2005) 

Customer requested 
transcript afler call. 35 03/18/05 

Customer maoe changes to scneduled conference call withoJt48 n o m  
OW20/04 1 notice. Informed customer 48 hours notice required. 

server error corrected. 2 06/24/04 29 I Error message on website.1 06/24/04 

3 07/12/04 29 07/13/05 Advised customer to enable Java. Call did not go t h ~ .  No 
ca lions received 

ca bonin 
Lost captioning dmng 

event. 
Customer had Droblem 

07/13/05 

10/28/05 

captions received 
Cbstomer did not receive 

capboning 
Lost captioning dmng 

4 07/13/04 29 07/13/05 laotioner could not get in to customer supplied audio conferencing bridge 

5 10/28/04 Captioner lost connection to server. Technical support fixed connection. 

Sewer error corrected. Copy of transcript provided by e-mail to the client 

Customer had Droblem I 12/22/04 saving copy of transcript 
from server afler event had 

29 1 ~ ~ '  12/20/04 

01/07/05 

concluded- DCMA 

No audio for DOT-OST 
event - customer 

postponed event without I advising or changing event. 

01/07/05 New event booked for following week. Customer advised on how to 
rerschedule or advise. 

Incorrect audio information given in scheduling. Captioner dialed into 
event as soon as new audio information was obtained. 

Advised wstomer to use Department of Army. 

I . .  
I 

35 Customer did not receive 02/10/05 captioning 
I US Army Installation I 

10 

12 

02/10/05 

02/22/05 Management Agency not 02/22/05 

listin on website 
Customer had to reboot 
and had trouble aetlina 03/03/05 

1: 1 listed in :proved agency I 
Forwarded transcript of call. Newly released software pulled. 03/03/05 

03/18/05 

04/19/05 

15 

19 

22 

~ ~ 

Advised customer to print direcfly after call. 

Customer was happy with 
35 I lheRCCserviceand 1 04/22/05 Informed customer that the transcript was destroyed following lhe event 

Visibility was u s e h  settings. New font and font sizes scheduled for Jull 
8.  2005 release. 

Customer had visibility 

reauested addition of new 04/27/05 

05/02/05 

23 

font. 

technical assistance to 
incorporate service into 
their videoconferencing 

system. This takes service 
beyond scope of work but 

will not add to cost. if 
technical solution is found. 
It will only expand the use 

of service. 

No resolution date yet. Requires special S-video adapter which CC has 
acquired and shipped to client to try with their Polycom equipment. Follot 

up is June 28,2005 
24 35 



Federal RCC -Complaint Log (June 1,2004 thru May 31,2005) 

25 05/04/05 35 
Citizenship verification and ethical behavior statement has been obtained 

from ail captionen 05/05/05 
Customer inquired if all 

xptionisk are US citizens. 

Customer requested 

Customer requested 

Medicare 

Question on citizenship 
and encryption for service. 

hstomer requested to use 

05/16/05 

NASA requested technica 
demo to see how service 
would work in display ove 

their videoconferencing 
system nationwide. This 

takes Service beyond 
scope of work but will not 
add to m t ,  if technical 
solution is found. It will 
only expand the use of 

service. 

CaptionedText site 
allowing unauthorized 

access to teleconference in 

Caption Colorado software 
application (ICs) 

disconnecting captioner 
resulting in the captioner 
being disconnected and 

05/26/05 

06/07/05 

related to Tracking item 19 

Advised to use Dept of Commerce 26 

27 

05/11/05 

05/15/05 

35 

35 

~~ 

Advised to use HRSA 

29 0511 6/05 35 Provided verification of citizenship and encryption used 

31 
Informed customer that the captionist does not have access to IM during 

the call. 05/17/05 

05/24/05 

05/26/05 

35 

35 

29 

No reSolJuon date set Waiung to near back from c1 ent's lecnnica staff 
on oate that we can review the r Polycom system and wnether caption nc 

eqdipment will De requirea at their site Follow-up 6 June 27. 2005 
33 

34 Updated website to remove calendar that allowed unauthorized access. 

Application reset and the captioner reconnected. We have also corrected 
the programming within the application to avoid these situations from 

occurring. 

Captioner was using the wrong settings in our captioning software. We 
have informed those captionen of their error, and have issued instructions 

to all of our captionen regarding this situation 
Captioner was using the wrong settings in our captioning software. We 

have informed those captioners of their error, and have issued instructions 
to all of our captionen regarding this situation 

35 05/31/05 24 

36 05/31/05 21 

P w r  Caption Quality, also 06/07/05 
related to Tracking item 19 37 05/31/05 21 



My ,"L,ws, 11-11 ,111,- 

1101 Dial OutTime I 1102 Didnl Follow Database Inst. 
1103 Didn.1 Follow Cust. Insblld. 
110* Didnl Keep Cuslcmx Informed 
1105 Agent Di-nnected Callw 
1105 PauSp=aiii"g 

1108 PWrVOlCe Tone 
1109 Evwyiling Relayed 
X I 0  HC0PmCBdure0 Not Followed 

D7eedures Not Followed 

I 1107 Typing SpeedlAcNracy 

e VCO PmCBdure NOi Followed 
t13 Background Noioe Not Typed 
X l l  Feeling9 No1 Desaibed 
X15 R e d i n g  Feahlre Not Used 
X15 Noise in Center 
X17 Agent Was Rude 
X18 Problem Answer Machine 
X19 SpanishService 
e o  speedl Lo speech 

"id rvpe Camplaint 



Federal CapTel -Complaint Log (June 1,2004 thru May 31,2005) 

10118/04 

1002 

24 Acmunt Login Failure 10/18/04 

1035 

10/25/04 

1036 

Accuracy of Captions: 
Captioning Speed 7 

1037 

1038 

1039 

1063 

1064 

1092 

1093 

1094 

1127 

1128 

1129 

DisconnecVReconnect 
during calls 6/28104 6/26/04 25 

I 7/8/04 
7/7/04 I 25 I DisconnecVReconnect 

during calls 

7/12/04 I 29 I DTMFTone Interference I 7/12/04 

7/12/04 DTMF Tone Interference 7/12/04 

7/12/04 DTMF Tone Interference 7/12/04 

7/13/04 29 DTMF Tone Interference 7/14/04 
I I I 

8/23/04 8/2;/04 I 25 I DiswnnecVReconnect 
during calls 

9/1/04 
Echo Sounds; Captioning 

8/30/04 I 29 I Speed 

9/23/04 
9/23/04 I 25 I DisconnectlReconnect 

during calls 
I I I 

9/23/04 29 DTMF Tone Interference 9/23/04 ' 
9/27/04 9/23/04 I 25 I DisconectlRemnnect 

during calls 

10122104 10122/04 I 25 1 DisconnecVReconnect 
during calls 

Sent customer information explaining the difference between a CapTel 
phone ana a lraa lional phone. Explained to cuslomer why tne 

a sconnecuons m'ght be occdrnng and sent email w/ ups lo i n mue 
disconnections. ToIa ulstomer to contact LS 11 nave furtner quesuons or 

problems 
Sent email as6 ng for tne type of line. Explained that CapTel requ res an 
ana.og line. Explained to wstomer wtly disconnect onlreconection might 

be OccJmng and Sent tips to reduce the r OcuInence. 
Tech Suppon adaea Customer 10 our aatabase to aadress DTMF tone 

pass mroLgh. CSR confirmed reso Jtion was SUC~~SS~JI .  
Tech Suppon adaea Customer to our aatabase Io aadress DTMF tone 

pass throbgh. CSR confirmed reso ution was SUCC~SS~JI. 
Tech Support adaeo Customer to our aatabase to aadress DTMF tone 

pass throbgh. CSR confirmed reso ution was S U C ~ ~ S S ~ J ~  

Tech Support adoed Customer to our aatabase to aadress DTMF lone 
lass througn Customer serv ce rep wnfrmea reso ution was successfu 

Cuslomer Sew ce sen1 comprenensive memo on wny d.sconnections can 
occur Customer reported sull expenenc ng aisconnect ons and haa meir 
tecn s~ppor l  ca LS. CLstomeh Tech suppon contactea CS to IJrUler 

lnvesugate and WI cneck with phone provider. 
Exchange0 several email commmicat ons with wstomer proviaing 
detal ed suggestions ana educauonai nformauon Explained voce 

recognil8on use and that 0 g llzaton of voiceltext res,lrs n SI gh t4  Secono 
delay of captions. 

Sent customer information explaining the difference between a CapTel 
phone and a traditional phone. Explained to customer why 

disconnectionireconnection might be occurring and sent email with tips to 
reduce their occurrence. 

Had technical support add customer to Voice Mail database, which 
resolved problem noted. 

Provided details on potential reasons disconnections can o c w r  such as 
line quality within the Centrex system, EM1 interference or line 

interference. Conducted conf. call w/ telecom mgr. and customer. Testing 
on an analog line off the Centrex system confirmed successful calls. 

CapTel amount activated. Customer access re-initiated and problem 
resolved. 

Sent customer information explaining the difference between a CapTel 
phone and a traditional phone. Explained to customer why 

diswnnection/reconnection might be occurring and Sent email with tips to 
reduce their occurrence. Toid customer to contact us if they have 

qdesuons or neeo Lnher assistance 
Advised customer of tne process used to generate caploons and Ine 3 4  

sec. delay while voice rewin i t ion processes the information. Also 
explained how to review and document captioning errors noted and 

provide this information to Customer Service so that we may follow-up on 

1 



Federal CapTel -Complaint Log (June 1,2004 thru May 31,2005) 

Sent customer information explaining the difference between a CapTel 

disconnectlremnnect might be occurring and Sent emaii with tips to 
reduce their occurrence. 

customer advised causes of and tips to eliminate disconnectlreconnect. 

Provided extensive emaii communication offering suggestions for 
optimizing sound quality and protocol for reporting captioning errors. 

Customer replaced use of 1 CapTel unit for another in her possession 
which remedied all her sound qualily concerns. 

Sent customer information explaining why disconnectionlreconnedion 
might be occurring and sent email with tips to reduce their occurrence. 

Exchanged a number of email communications with Telecom Manager, 
:apTel user and tech support. Updated software to address echo sounds 
Incidence of disconnection on a call is inmnsistent and thus the remedy 
has been hard to pinpoint. customer notes no disconnections on home 

CapTel. 
Sent customer information explaining the difference between a CapTel 

disconnectlremnnect might be occurring and Sent emaii with tips to 
reduce their occurrence. Afler email exchanges through the day, 

customer emailed to say they found their ofice CISCO-IP system was 
dropping voice calls and thus the cause. 

Explained l o  customer that there was transmission congestion within the 
nationwide toll free network. This disruption caused some consumer calls 
not to be able to reach our Captioning Center. Managers of that network 
confirmed on 1/3/05 they expanded the capacity and the transmission 

difficulties should be resolved. 

Explained to customer that there was transmission congestion within the 
nationwide toil free network. This disruption caused some consumer call: 
not to be able to reach our Captioning Center. Managers of that network 

confirmed the transmission difficulties should be resolved. 

Sent customer lips to reduce the occurrence of echo during their 
captioned calls. Told ulstomer to contact us if they need further 

phone and a traditional phone. Explained to customer why 

phone and a traditional phone. Explained to customer why 

DisconnectlReconnect 
during calls 

Sound Quality-Static 
DisconnecUReconnect 

during calls 

Sound Quality; Echo 
Sounds; Accuracy of 

Captions 

)isconnecUReconnection 
during calls 

11/10/04 25 11/9/04 

11/10/04 

11/16/04 

l l l lBl04 

11/19/04 

29 11/10/04 

11/22/04 

11/18/04 

29 

25 

1 sconnecUReconnecuon 
Lnng wls: Echo So-nas 

1 1 / I  9/04; 
ongoing 25 

DisconnectlReconnect 
during calls 11/22/04 

12/14/04 * 12/15/04 

11/22/04 

12/14/04 

12/15/04 

25 

24 

24 

nability for CapTel unit to 
reach data toll free # due 

to network congestion 

nability for CapTel unit to 
reach data toll free # due 

to network congestion 

1189 I 12/29/04 29 Echo Sounds 12/30/04 
assistance Resollrlion prov ded. 

Tech supporl added bser's pnone nJmber to vace mal oalaoase Tnis 29 DTMF Tone Interference 1/14/05 1/14/05 

1/24/05 

2/1/05; 2310 

provided immediate resolution. 
Sent customer information explaining the difference between a CapTel 

phone and a traditional phone. Explained to customer why 
disconnectlreconnect might be occurring and Sent email with tips to 

reduce their occurrence. 1/31/05 Sent information regarding potential 
interference that could cause disconnections and suggested contacting 
the phone company to check the quality of the phone line to handle data 

DisconnecVReconnect 
during calls 

1/25/05; 
1 131 105 25 

transmissions. 
Technical Support corrected regional 600 number so CapTel user can 24 Dialing Issue 11/05; 2/3/( 
suuzssfully make captioned call to 800 number. Remedy provided. 

2 



Federal CapTel -Complaint Log (June 1.2004thru May 31,2005) 

2/18/05 

2/21/05 

2/25/05 

Sent customer information explaining the difference between a CapTel 
phone and a traditional phone. Explained to customer why 

disconnecVreconnect might be occurring and Sent email with tips to 
reduce their occurrences. Told customer to contact us if they have 

questions or need furiher assistance. Customer emailed saying they 
experience no more disconnectlreconnect afler moving the CapTei to 
another jack and using a 'y' jack. Will be contacting their local phone 

wmpany to check their phone jacks and quality of their phone line in the1 

I 

2/21/05 

2/25/05 

Tech Support added user's phone number to voice mail database. Test 
call confirmed voice mail accessibility. 

Provided information on why disconnection may occur on CapTel phone 
and asked if the occurrence was a one time-incidence or if it has 

happened before. Offered to conduct test calls with customer. Customel 

3/28/05 

4/1/05 

4/14/05 

4/14/05 

1282 

1284 

1285 

1286 

1287 

1288 

1289 

1290 

25 

29 

3/16/05 

3/17/05 

3/22/05 

3/28/05 

3/28/05 

3/28/05 

3/28/05 

3/28/05 

25 

3/22/05 

3/28/05 

3/28/05 

3/28/05 

3/26/05 

3/26/05 

3/28/05 

411105 

4/14/05 

4/15/05 

25 

phone and a traditional phone. Explained to customer why 
disconnectlrewnnect might be occurring and Sent email with tips to 
reduce their occurrence. Told customer to contact us if they have 

questions or need further assistance. 
Reported problem to toll free network prouder. Problem resolved the 

same morning. Customer service representative confirmed with CustOmC 
that they are able to make calls. 

Reported problem to toll free network provider. Problem resolved the 
same morning. Customer service representative confirmed with custom< 

that they are able to make calls. 
Reported problem to toll free network provider. Problem resolved the 

same morning. Customer service representative confirmed with CuStOmef 
that they are able to make calls. 

Reported problem to toll free network provider. Problem resolved the 
same morning. Customer service representative confirmed with customer 

that they are able to make calls. 
Reported problem to toll free network provider. Problem resolved the 

same morning. Customer service representative confirmed with CUSlOmer 
that they are able to make calls. 

Reported problem to toll free network provider. Problem resolved the 
same morning. Customer service representative confirmed wilh customer 

that they are able to make calls. 
Provided an over the phone software update to reduce incidence of echo 

sounds heard by other party. Customer pleased. 
Contacted toll free network managers and they resolved the problem at 
their end. Customer service representative confirmed wilh customer that 

they are now able to make calls. 
Technical Support corrected regional 800 number so CapTel user can 
successfully make captioned call to 800 number. Remedy provided. 

24 

25 

24 

24 

24 

24 

24 

24 

29 

24 

24 

DismnnectlReconnect 
during calls 

DTMF Tone Interference 

DisconnectlReconnect 
during calls 

DisconnecVReconnect 
during calls 

Inability for CapTel users 
to reach the data toll free 

DisconnecVReconnect 
during calls 

Inability for CapTel users 
to reach the data toll free 

number 
Inability for CapTel users 
to reach the data toll free 

number 
Inability for CapTel users 
to reach the data toll free 

number 
Inability for CapTel users 
to reach the data toll free 

number 
Inability for CapTel users 
to reach the data toll free 

number 
Inability for CapTel users 
to reach the data toll free 

number 

Echo Sounds 

Inability for CapTel users 
to reach the data toil free 

number 

Dialing Issue 

I selected no1 lo pursue mis further. 
I Cdstomer stated the phone aorninetrator at worm pdt a bloc6 on the phon 

lines for all data modem transmissions. Customer has submitted work 
order to phone administrator and requested an exception to the block fo 3/17/05 I 

I their CapTel phone. 
I Reoorted ombiem to toll free network Drovider. Problem resolved the 

3/23/2005 I same morning. Customer service representative confirmed with CUSlOITIE 

I that they are able to make calls. 
I Sent wstomer information explaining the difference between a CapTel 

3 



Federal CapTel -Complaint Log (June 1,2004 thru May 31,2005) 

1367 

Conducted test call with customer and advised them to w n t a d  their 
phone wmpany to wnfirm high quality phone line. Customer is 

movinglrelocating and so has advised us they prefer to address this after Sound Quality: 'latic 4/19/05 4/18/05 29 

- 
1368 

1369 

move to new location. 

Contacted toll free network managers and lhey resolved the problem at 
their end. Confirmed customer now able to make outgoing calls. 

Sent customer information explaining the difference between a CapTel 
phone and a traditional phone. Explained to customer why 

4/22/05 25 4/22/05 diswnnedrewnnect might be occurring and sent email with tips to 
reduce their occurrence. Told customer to wntact us if they have 

Inability for CapTel users 

number 

DiswnnecVRewnnect 
during calls 

4/19/05 24 to reach the data toil free 4/20/05 

li'2; 1 5/5/05 1 
5/5/05 

questions or need furfher assistance. 
Tech support identified and remedied the circumstances of false time out 

with a system change on 5/25/05. Customer notified. Customer states that 
there have been no recent disrupted calls. 

Customer reports 5/5/05 that office telelephone administrator found 
problem on customer's line that was disconnecting calls. Problem 

resolved. 

Incoming Connection - 5/2/05: 
5/25/05 

DiswnnedRewnnect 5/5/05 

24 CapTioned Calls 
1370 4/28/05 

. 

during calls 1420 5/4/05 25 - 

5/5/05 

1425 5/13/05 

Inability for CapTel user to 
reach data toll free number 

Inability for CapTel user to 
reach data toll free number 

5/13/05 

5/31/05 

Technical Support changed outbound calling number in CapTel system to 
enable outbound captioned calling. Change remedied ability to dial out. 
Customer can make captioned calls successfuliy after this adjustment. 

Technical Support changed outbound calling number in CapTel system to 
enable outbound captioned calling. Change remedied ability to dial out. 
Customer can make captioned calls successfully after this adjustment. 

5/6,05 

- 

5/6/05 

Inability for CapTel user IO 
ream aata toll free numoer 

DiswnnectlRewnnecr 
adring calls 

Droppea Cnaracters 

ATechn~cai S~pport  change remedied aD,lity to dial obt Cdstomer can 
make capt onea calls successf~lly 

Sent cuslomer intormation explain ng die difference berween a CapTel 
pnone an0 a trao tiona phone. Expla ned IO customer why 

d SwnnecVrewnnect mignt be ocurring and sent ema;l witn t.ps to 
reaJce their occurrence. 

Suggested customer contact their phone wmpany io have them check the 
qda,.ty of their pnone lines for aata transm ssons 

516105 
- 

511 3/05; 
ongoing 

5/13/05 

Inability lor CapTel user to I 5/31/05 1 
reach data toll-free number 

. Technical Support created a work arounu that remedied ability to dial out. 

4 



a1 D i I O u t T i m  
a 2  Ddnt Follow Database lnsl. 
803 D i n t  Follow Cud. lnstrud. 
804 D i n t  Keep Customer Informed 
805 Agent DimnneCted Caller 
a 8  PwrSpelling 
1107 Typing Speedl&xuracy 
808 Pwr Voice Tone 
809 Ewqthing Relayed 
110 HCO Pmcedures Not Fallowed 
1 1  1 VCO Pmcedures Not Fdlowed 
112 TwoLine VCO Pmcedure Not Fdlowed 
113 Backgmund Noise Not Typed 
114 Feelings Not Described 
115 Remrding Feahlre Not Used 
118 Noise in Center 
117 Agent Was Rude 
118 Problem Answer Machine 
119 SpaniSh Sewice 
Itx) SpeechtoSpeech 

I I I I I I I I I I I I 
1123 Charged for L a a l  Call 
#24 Tmuble Linking Up 
1125 Line Disconnected 
#X GarbledMerrqe 
#27 Database Not Available 

1129 OiherTeChnlCal Type Complaint 
#28 splnscreen 

. . .  
I)Jg Rates 
a31 OSD 
-2 No900Number 
#33 CanierofChaice 
1u4 Network Remding 

. .  . . 



Federal VRS -Complaint Log (June 1,2004 thru May 31,2005) 

” 

35 

35 

1 
concerned about poor 

video qualay on agent side 
through FedVRS. 

Customer placed a call to 
IRS thN FedVRS and was 
told by iRS that they would 
not accept the call because 

of its poiicy on 3rd party 
cai1s. 

The customer was upset 
that IRS was not accepting 
her calls through FEDVRS 

1/25/2005 

2/2/2005 

3/10/2005 

2 

24 

3 

5/31/2005 that they were not able to 
get a hold of Spanish 

interpreter. 

A 

5 

6 

1/25/2005 

2/2/2005 

3/10/2005 

311 6/2005 

5/26/2005 

5/31/2005 

The customer wanted to 

Spanish interpreter? 
35 know why couldnt he get a 3/16/2005 

The customer was upset 

were disconnected several 
times this am. 

i encouraged her to document VI #the next time. She Understood and 
said she would do that. 

I gave a contact person’s name and emaii address from FedVRS office tc 
the customer and informed her that she need to contact him in regard to 

this. She understood and said she she would do that immediately 

Email was sent to erikdiamond@tmail.com to provide information about 
calling agencies through FEDVRS. 

I provided information about availability of Spanish interpreters through 
:edVRS and that I am referring this to the appropriate person to see aboi  
making Spanish interepting available through our VRS. He was satisfied. 

I informed the customer that I would make note of it and refer to the tech 
department. The customer was satisfied. 

I informed the customer that all interpreters are currently busy and to 
continue to try again. He understood and said he would do that. 

mailto:erikdiamond@tmail.com
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16/01/04 

06/04/04 

06/04/04 

06/04/04 

06/14/04 

06/14/04 

11/07/04 

12/02/04 

12/04/04 

12/06/04 

12/07/04 

12/08/04 

She's with a customer and sne is not able to access into 
D-Lmk router (nnp I / )  2 OR - why must nave .t n order to 
receive messages? 

The customer complained, "VRS is co complicated for me 
to use tan before." 

Why black pix when call VRS? 

IBVcalier unhappy that the VI'S switched in the middle of a 
call. Caller did not want to be contacted bv CSD. 

Customer is hav ng a prooem m e n  I cal people me 
majority of them nave Ca lei ID and tney mll not pc r  .p 
the pnone m e n  .I says South Darota monnng that t ,JSI 
has to o a lelemarketer I come away f r m  the computer in 
tears becase can I gel anyone to pick dp the phone It 
1s point ess for me to ask tnem to cam me back because 
they are not fami iar nntn VRS an0 only a limileo t me to 
leave messages There nas got to be a way for their ca Ier 
ID to reflect tne ca ler not VRS 

The call was transferred from V 9002 to CS Dew-Se tne 
user was .wet Inat VI 9002 d d lo low the "ser s 
instruct ons Wnen lne user as*ea tne nterpretei what 
phone number nelShe was dia ng helsne became 
uncooperative oy refusing 10 answer tne users quesi ons 

Transferred by v 301 1 on fewest - don t ,ike the new 
web aes gn can't I na customer sew ce ana pnoneoook? 
ike tne old one beller no* I nave 10 learn a I over again 

'I wu lo  liie tne nola policy oetween calls to be 5 m nLtes 
inslead of 3 m.n.tes ' 'This mdIa a low me to keep the 
same interpreter 11 tne me IS busy or if am looking lor 
other numbers lo ca I ' 

-as1 Monday I callea VRS over and over nad 10 wa 1 a 
really long time, and then I'd get a black screen that would 
disconnect. 
Not satisfied that there is not a relief person for the 
Spanish speaking VI. There should be at least 2 Spanish 
speaking VIS in the center 

I.ve called the 866 number several times to place a call to 
a deaf person. I.ve been put on hold for 10 minutes then 
the call was disconnected. This is not good service: do you 
not have enough operators to answer the calls? 

Agent 3007 did not describe my feelings correctly. Had a 
service tech come to my home and he did not do a g w d  
job. Was calling them back with complaints and 3007 did 
not clearly describe my anger to the tech. The agent was 
overly polite and nice when in fact I was furious. 

06/01/04 

06/04/04 

06/04/04 

06/04/04 

06/14/04 

06/14/04 

11/07/04 

12/02/04 

12/04/04 

12/06/04 

12/07/04 

12108104 

1. We checked into DLinks http: they're down. I 
recommended her to check into this periodically. 2. She 
was concerned about why she needs to have ID if in order 
to receive calls when a doctor d a friend placed a call to 
her thN VRS? She mentioned that it occuned thru MN 
VRS. Told her I will refer this to appropriate person. 3. She 
spoke with tech this morning abu t  Several times. 

The customer did not like our new website. We sent e-mail 
to the customer with an apology and referred this to the 
other department. 

Tne customer complafned ab.1 waitmg a long I me for V 
agent expla ned to her tnat the b aci  screen aispiayed on 
her mon.tor means a I VI s are b.sy recommended ne1 to 
stay on ,ne .nl I on d them becomes available to take her 
ca I. She understood ana was satis1 ea 
CSD protocols were fol owe0 n me chanqe of Vl's. tried 
to explain to the customer that wa follow kSD protocol to 
switch interpreters. I told the customer would forward this 
to VRS deDt. 

I responded to me CJstomer #la email that I am relernng 
lnm i sbe  to the VRS oepartment ana tnal s she has any 
more qbesl#ons or concerns about this iss.e. she can let 
s WOW Th s s s ~ e  8s beang referrea 10 Ine market ng VRS 
SuPwn people to oe adoressed 

The customer complained about tne VI  agent lo lowng 
nslructions I Ihanied the crslomer lor onng ng it up lo 0-1 

attention and I advised the customer that hits matter will be 
forwarded to the appropriated person for corrections. The 
customer was satisfied. 

The customer doesn t like our new website ana 
complained about nawng to earn now to use 1 
apo.qrzed about !ne new aes gn an0 provdea nslrrclons 
a o o ~  tne phonewok an0 customer Service Sne 
understow and ,s Satlsfied 
Exp ained to the cJslomer that the 3 minute PO icy on y 
appi es to tnose ca lers who are not placing OB ca.ls I1 tne 
caller nas numbers local tne 3 minute poi cy does not 
apply 
Monaays are VRSs DLsoest days of the weel after no 
connection 1s estab ished Some viae0 pnones ml 
a-tomat cal y aisconnea Inemselves alter timing 0-1 

Tr -Imguai nlerpreters are dficu I to ana we c0nt.n-e lo 
do or( best to meet the neeas to ai of 0-1 CLStomers 

nformed Ihe cal er that the a sconnwctlon 01 her ca I would 
be ooked into oy the tech team As lor not enoLgh 
Operators informed tne caller tnat stalfng I nes are 
aajuslea regu ar y to meet ca ter demands 

Complaint sent to manager of 3007 for follow up with 3007 

1 
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IB Video Caller complained that he called 3 times and no 
one answered his call. The 3rd call he had to wait 15 
minutes. Complaint documented and men his caiis were 
processed, Caiier asked to be transferred to customer 
service. 
Caller didn't like it when the Vl's switched during the call. 
Said that other services donY do that. 

12/13/04 

12/i4/04 

02/02/05 

02/02/05 

12/13/04 

12/14/04 

02/02/05 

02/28/05 

Customer complained it took VI agent long time to connect 
to him by using VRSmail. 

The customer made a call on Thursday Feb. 3 at 
approximately 8 pm. and as a customer of VRS, I was 

02/4/05 

02/28/05 

02/28/05 

02/28/05 

02/28/05 

03/03/05 

03/04/05 

02/02/05 

02/28/05 

not sure. Please advise your operators to be professional 
on their approach. 
i (the customer) was talking to my daughter last night, and 
the man interpreting the conversation got involved and 
made comments about the language used in the 
conversation. i did not appreciate the interpreter getting 
involved in the conversation. 

Email message from the customer: I noticed more and 
more VRS interpreters are wearing nail polish - -color and 
French manicure nail polish. That is a big neno. Can you 
please ensure that the interpreters are not wearing nail 

polish, please??? No follow up. 
In regard to FCC regulations, the customer wanted to 
contact FCC to complain about Sorenson VPs. 

Tne customer lhougnt the V agent mignl be 
m scommmcauon wtn the near ng caller and was not 
foilowng nis inslrucllons 

02/28/05 

02/28/05 

02/28/05 

I had a naro I me reading VI agent's hand signs I nave 
proolem catcn.ng numDers hex1 tame you mrst type 
tnrougn email and I wll De easy tor me to read a This is 
very ,mponant tor my b& ness I am not appreclat ve ana 
In  e oisappomteo I d d Called wong pnone n.mDer so you 
can watcn her sign ang-age Ihra-gh sign mal 

The customer was complaining about Sorenson's VPIOO 
having nice features and was wondering when Dlink 
i2eyes wu ld  get same features. 

The customer complained that he was having difficult time 
trying to get hold of Spanish interpreter. 

02/02/05 

02/02/05 

03/03/05 

03/04/05 

He complained he couldn't understand this VI in his VRS 
mail. 

oet a VI aaent for the last 30 minutes and have not been 
gble lo TGey kept on nangfng on me Please h re more 
onterpreterr for evening hours 

Tnanked ca ler for his t me ana patience Exp ainea that 
we were experoencing a nigh volume d ca Is and tnal Ihe 
interpreters were bJsy processing calls 

Tnanred tne CLslomer tor n,s feeaback. gave h e  caller the 
tin& for me c.stomer service rep after requested 
Apologized for having the mterpreters Swtch out. 

de aidn t get \I It but complained that tne VI seemeo not 
relay the messages prowl y or ask for Clarficallon I lo d 
him next time 11 happens again. to be sure 10 get the VI k 
an0 w I refer 11 lo the VRS dept. ne .naerstcod and said 
ne wDJa do that. . ~~ ~ ~~~ 

The number was read as XXX-XXX-XXXX I sent him 
email with the number. 

I provided some information and informed the customer to 
be sure to get the VI agent's number and we would refer it 
to VRS dept. The customer understood and said she 
would do that. 

I sent a reply via email informing the Customer that I 
referred his emaii to VRS department. 

I had been trying to call the customer many times and 
each time I called, I got his answering machine and I left 
message for him to call back to me. It had been since2-4- 
05 

I forwarded this email to manager to investigate with VRS 
department. 

I providea information to her on now to contact FCC to fle 
a comp a.nt. Sne understwd an0 thanrea us for the 
informal on 

I sent him the email to call me via VP and I will interpret for 
him what the VI said in his email. 

I sent a reply to the customer informing him that I 
forwarded his email to the VRS department. In the email, I 
thanked him for bringing it up to our attention. 

I apolqized that we don't offer those features in our Diink 
i2eyes. I informed him that we would refer this to 
appropriate people. I thanked him for taking the time to let 
us know. 

I provided information about availability d Spanish 
interpreting through FedVRS and also informed him that 
we may be iwking into expanding Spanish interpreting. Hf 
understwd and was satisfied. 



SPRINT VIDEO RELAY SERVICE LOG 

03/05/05 

03/08/05 

03/08/05 

03/08/05 

03/08/05 

03/09/05 

03/10/05 

03/14/05 

03/29/05 

03/29/05 

03/29/05 

03/30/05 

i informed him that we referred it to the appropriate person 
and explained to him about the delav in installing dinks. He 
understood 

I informed the customer that he will need to get the VI# but 
he said I diswnnected so fast every time that he couldn't 
get the number. He said he would try again. 

i thanked the customer and informed him that I would pass 
this information along to VI manager. He was satisfied. 

I made note of it and notified customer that VRS might be 
experiencing a peak time. She understood. 

I made note but notified customer that VRS might be 
experiencing a peak time. i told her to keep on trying. She 
understood and said she will try again. 

I recommended her to contact them and clear this Issue 
out with them. She understood and said she'd do that. 

I informed the customer that ail agents are currently busy 
and that she is to try again. She said she'd do that. 

I suggested to the customer to file a complaint with FCC. 
The customer understood and said she would do that. 

He thought it was not to be allowed by FCC? I gave him 
the information on FCC rulings. He was satisfied. 

I explained to the customer about the additional charges 
and if he had an issue, to check with the phone company. 
He understood and said he'd do that. 

I informed him that I would refer it to the appropriate 
department. He was satisfied. 

I gave more information about the FCC rulings in the email 
and sent back to him. 

03105105 Tne customer compla ned about the status of tis Dink 
request 8s he was 5111, waitmg lor B long Lime lor n!s lree 
D1.W 

03/08/05 

03/08/05 

03/08/05 

03/08/05 

03/09/05 

03/10/05 

03/14/05 

03/29/05 

03/29/05 

03/29/05 

03/3/05 

The customer had problems with VI agents rejecting his 
calls 3-4 times and was upset about it 

This customer complained about some VIS not being well 
dressed up and that it needs to have a grooming policy set 
up. VIS gets paid very well so they should be dressed up 
nicely. 

The customer complained that VRS was busy and she had 
to wait a long time for VI. 

The customer complained that VRS was busy and she 
waited a long time for a VI. 

The customer has Comcast billing disputes as all of her 
long distance calls were charged. 

Customer was complaining abu t  waiting 10 - 15 minutes 
for a VI. 

The customer was upset about being unable to use other 
VRS providers with vp100. 

The customer was upset and said that he got a callback 
from Sorenson?? 

The customer got phone bill that seems to have additional 
charges and he was upset about h. 

A customer complained about VI #GXXXs station being 
frequently disconnected. 

Email message from the customer: I request for an email 
address because I would like to forward a message to you. 
The message from a CSD representative informs me that I 
can not have a Dlink because I already have vpl00. It is 
due to new FCC rulings. I don't understand what is going 
on and am not happy about it. Please send me the email 
address so that I can send the message to you. Thanks, 

04101105 The cAomer compla ned mat Sorenson ad poppea dp on 
the screen ana intermptea his conversalion Then later 
that n ght. Sorenson's cuslomer sewce contacted him 
asking f ne nao a lechnica prob ern Io feel free 10 conlacl 

3 

04/01/05 

04/04/05 

04/05/05 

them. 

The customer complained about VCO procedure as she 
wanted to be able to use it without seeing herself in video. 

The customer complained that the Vi agent was angry and 
hung up on him. 

The customer complained that one of the VI agents was 
rude. The VI agent's number was 3XXX and had long 
blonde hair and glasses. 

04~01~05 

04104105 

I provioea informalon on how to use VCO the way sne 
wanted 11 Sne "naerstood ana was salts1 ea 

I gave an apology lor Ine VI agent's benavior and informea 
h m that next t me n happen IO get v agents n.mDer day 
8 I me of mcurrence Then I can refer 11 IO the VRS 
depanmenl He underslooo and sad ne wodd 00 lnal nexl 
,am0 

04.05105 tnanked the cuslomer for lening "S know ana apologize0 
a0o.t tne VI agent's benavior He was sallsf.ed 
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14106/05 

)4/11/05 

14/25/05 

34/26/05 

04/26/05 

34/29/05 

04/29/05 

05/04/05 

05/06/05 

05/11/05 

05/17/05 

05/18/05 

05/19/05 

05/23/05 

05/24/05 

The customer complained he waited too long for the VI 
3gen1 10 Connect. 

The customer had a complaint ahu t  VI agent wearing 
lime green shirts because of lack of smocks available at 
the center. 

The Customer complained that CSDVRS disconnected on 
him twice. 

The customer complained that on www.csdvrs.com, he did 
not like smaller Dix as it was so hard to see. 

The customer waited loo long for the available VI agent. 

The customer said CSDVRS stinks! 

I couldn't see the customer on screen but he notified me 
via text chat that CSDVRS was freezing during his 
conversation. 

I received the customer's email in regard to a complaint 
about csdvrs via csdpas. She was not happy with the way 
it was set up. 

The cdstomer compiaineo thal V agent R9W5 couidn I 
read c.stomer s 5 gn ng 

I received the email from a Customer. She wanted to file a 
complaint against Sorenson. She is a Sorenson up user. 
The reasan of this complaint is that Sorenson would not 
ailow her to use other VRS providers other than Sorenson. 

The customer expressed his concern with me this 
morning. He had a conversation with a deaf cilizen 
yesterday afternoon. This person told him that somebody 
from CSD told him that Kappa Gamma and CSD have a 
lot of connections. This person was bragging. The 
customer felt CSD should be aware and that deaf 
community relies a lot on CSD. He suggested that we 
need to be careful with this. 

The customer complained that in the middle of the 
conversation with his insurance agent via csdvrs, the call 
got disconnected. He wanted to report this situation to 
FCC. 

The customer complained about having to wait a long time 
for the available Vi agent to appear. 

The customer informed us that CSD VRS Service is being 
blocked in the South Georgia area and he is wncerned 
about it. 

The crstomer wanted to speak 10 someone aoobt he 
sitration Sne received a spnng relay call ana she was to 
verny umo sne was actually speaktng lo The relay agent 
was very rude and she le 1 the agent was slepp ng out of 
her bounaanes and speak on lor tne pat en1 nsteaa of 
relay ng M a t  was actually Deing said 

04/08/05 

04/11/05 

04/25/05 

04/26/05 

04/26/05 

04/29/05 

04/29/05 

05/04/05 

05/06/05 

05/11/05 

05/17/05 

05/18/05 

05/19/05 

05/23/05 

05/24/05 

I informed him that all agents were busy at that time and lo 
try again in a while. He understood and said he would try 
again. 

I assured the customer I would send emaii to the 
appropriate penon regarding the smack issue. She was 
satisfied. 

i explained that we might be experiencing some buys with 
CSDVRS and to use sprintvrsfor now. He understood. 

I informed him that I will share this with our supervisor, 
Clarke and he in turn will refer it lo the appropriate people. 
He understood and was satisfied. 

I informed h e  customer that all VI agents were busy at that 
time and to try again later on. The customer understood 
and said she would do that. 

I offered an apology to her and she did not say anything 
more and hung up. 

I told him I would record that information and fotward to the 
Tech department. He understood and was satisfied. 

I replied back to the customer via email that it is being 
referred to appropriate person. I haven't heard back from 
her. 

I thanked the customer for bringing it up to our attention 
and made note of it to be referred to the VRS department. 

I replied her bacr v a emai enwurag ng her lo fle 
complaml ffltn FCC and "formed her lnat we nave nolh ng 
to do wlh inns type of 1ss-e 

I nformea tne customer I ffll shale ln!s ~nformalion wth 
our supervisor ana he n turn. wII share t t  Yntn appropnate 
people Tne customer was salisfea abo-1 Inis slep of 
action. 

I explained to him that he needs to report this to FCC via 
FCC website himself. I gave him the information on this. 
He understood and said he would do that 

I informed the customer that all agents were busy at the 
moment and to keep on trying. The customer understood 
and said he would do that. 

i informed him hat  I made note of it and I it is really an 
issue, then it will be addressed. He understood. 

I called the customer and informed her that this issue is 
being referred to VRS department. 

4 
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05/26/05 The customer complained that he never got any phone 
calls from VI when he waited for his friend and then he got 
several emails about VRSmail. 

05/27/05 The Customer was cofnpiaining that a vi agent failed to 
foliow her instructions. 

05/26/05 

05/27/05 

05/28/05 

I informw tne customer that tnis wi I be referred 10 my 
supervisor it may be lram,ng Issue for VIS Tne cuslomer 

This customer has a concern of getting disconnected from 
Sprintvn Vl's 5YXX but was able to get the last 2 Vi #s 
(3036 and 3013). 

05/28/05 

underStoOd and was satisfied 

I apologized to her about the inwnvience it may cause her 
and informed her that next time it happens again, to be 
sure to get Vi agent number and we will refer the matter to 
VRS deoartment. She understood and said she would do 
that 
I informea her that I wou d take note of it and refer t to 
rech aepartmenl Tne Customer was salified 

5 
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I +Spnht Relay SRO 
6/04 - 5/05 



SPRINT RELAY ONLINE SERVICE 

06/01/04 

know that the recording was IW long that is why he did not 
want to redial. He is totally lazy." 

SRO caller complains operator cut them off. "I believe he knew 
that the recording was too long that is why he did not want to 
redial. He is totally lazy." i apologized for the problem and told 
caller that agenfs supervisor will be notified for follow up. 
Thanked them for letting us know. Contact requested via email 

06.04l04 

06d4,04 

06104104 

Customer states that Ih s agent wub no1 reep -p m e n  the 
other callef spolie fast A so tne agent nung up on tne 
customer before he was ab e to male a 2nd ca I 

Cuslomer stales mal Ih s agent could not seep -p m e n  tne 
otner ca ler spofie fast 

Customer Slales Inat In s agent cou d not keep up m e n  the 
Otner ca lei spade fast Also the agent hung -p on the 
c~slomer oefore ne was aole lo make second cal Tnanked 
cstomer for le&ng us mow and assdeo that a compl am 
would be sent so lhal the problem cou d be Investigaled 
IurIher No ca. bacc was reqwsteo 

06104!04 

follow-up. 

SRO user called in to comp a n that agenl9443F ca led ner a 
b Icn' ana 'was mak ng 1.m of her typing apo ogized to Ine 

customef for the probtem a let her <no* lnat I LVI I loward the 
nlormallon 10 me appropnale aepanment D a not reqbest 

06/04/04 

06/06/04 

06/07/04 

Sprint Relay On line customer reports that agent and their 
supervisor advised 2Line VCO not available via SRO. 
Customer has been making ZLVCO calls via SRO for past 3 
days and very frustrated this agent and supervisor was not 
aware that this Service is provided via SRO. Apologized and 
advised 2LVCO is available thru SRO, advised complaint will 
be forwarded to management also confirmed customer 
indicating 2LVCO to agent when making calls customer is 
doing everything correctly. 2LVCO feature listed as service 
provided via SRO per training matenals 'Frequently Asked 
Questions' provided July 2002. Customer Request contact. 

SRO customer said agent was interrupting into my 
conversation and did not appreciate this. Apologized farthe 
problem. No contact requested. 

Customer called to report that he was hung on by a really rude 
operator. Customer was told that calls to Virgin Islands were 
not permitted. Customer was able to place the call through 
another relay operator and was told by that supervisor that 
calls were permitted to US Territory like Guam, Puerto Rico 
and Virgin Islands. 

~ ~~ ~ 

entered a new number to dial at G c h  tiks-the agent typed 
"SKSK" and disconnected the caller. Informed customer that 
would submit report to supervisor call center. Customer wanted 
to be followed up by email. Apologized for inconvience on the 
call and thanked for the call. 

06 08,04 

06/16/04 

06/16/04 

Cal er slalea mal ne connecteo to SRO agent 4740 F ana 
recewea no responses from Ine agent Tne ca le, repealed !ne 
numoer to d a, and received no reswnse aoa n The caller 

06/04/04 

06/04/04 

06/07/04 

06/09/05 

07/01/04 

06/13/04 

06/08/04 

06/12/04 

apo.cqizea lor the problem. and told cal er 
that agen's supewmr w II oe noltfied lor follow 
up TnanKed them for letting LS know Contact 
requested via ema I Spoke mth CA ne ooe not 
recall the inciaent. Coached CA on proper call 
proceoure wnth recoraings Sent 101 ow up e- 
man. IO crstomer 

SpOKe mtn CA de does not recall the inciaenl 
Coached CA on proper ca I procedure wth 
record ngs Sent fo.low -p ema I IO crstomei 
Delay 101 ow up 5 due lo CA beng oL1 01 lorn. 

RCS response Thanked the c.stomer etting 
us know and assure0 Inat a complaint wood 
be sent in so that tne proolem COLI0 be 
invest galea lunher 

RCS response. Tnanred Ine customer for 
lening LS know and assdeo lnal a wmpaint 
wau a be sen1 n so thal the problem codd be 
nvesligateo Lnher 

Coacneo Agent 10 do proper typing an0 
emphas<ze on speed typing to keep tne cal 
pace Operator maerstood. 

Met with agent, agent stated that they would 
never use profanity toward a customer. 
Coached agent on the importance of always 
keeping their wmposure and demonstrating 
professionalism an patience on all calls 

CA was instructed on proper procedure for 
2LVCO via SRO. Customer was contacted via 
email and assured that the center and agents 
would be ready to handle any future requests 
for this type of call procedure. 

Talked with agent regarding this complaint. 
She does not recall but only one problem. Two 
guys ins the same rwm playing on the relay. 
One guy said "1 have you logged Bitch" Agent 
does not know if this is the complaint. We 
assure that she does not and will not interrupt 
herself inside the conversation. 
Customer Service response: Thanked the 
customer for letting us know and apologized 
for the inconvenience. Told caller that the 
report would be sent to the call center 
supervisor. Operation response: Spoke with 
CA. He apologized that he did not know we 
can process US Territory. All solved. 
Discussed with CA regarding staying focused 
on the calls. CA does not recall any 
circumstances where there was no response, 
although sometime SRO does come thru with 
no information. Advised to have immediate 
response that we receive the information to 
dial out. Emailed customer per his response. 

1 
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Customer states agent disconnected in the middle of his typing 
a message to leave an answering machine. Up to this point, 
aoent Dlaced several mils for customer without problem. No 

16/09/04 

W14104 

06/09/04 

16/15/04 

CLstomer rewnea that again and again nis ca.1 s being 
a~sconnected dur no the conversa1 on Th 5 lime CA above 

16/18/04 06/23 04 

16/18/04 

Caller sa o that agent 4699 w o ~ l a  not tollorr special nstr.cllon 
and mal me agenl h.ng -p Apolog zed for me nconv ence 
and Inanked ca ler for Ihe Comments No to1 ow up requeslea 

06/20/04 

36/21/04 

08/25~04 

06/28/04 

06/29/04 

Customer called in lo report that agent kept disconnecting the 
call again and again. Thanked the customer f w  letting us know 
and apologized for the inconvenience and asked if they would 
like to be wntacted by the supervisor regarding the issue. The 
caller ye they would, but the line seemed to disconnect On their 
end. AS there was no further typing when I asked for name and 
contact number. No follow up possible. due to information not 
given. 

Customer states the operator disconnected. The customer 
advises. He made two calls and was going to make a third call. 
The customer advises they use SRO regularly, and the 
disconnect is unacceptable. Apologized. 

SRO customer advises the CA disconnected the cali. The 
customer states he is a regular customer of the internet relay, 
and It took 3 minutes to get his call processed. 

SRO user complains they were diswnnected by the agent 
because the agent was too lazy to redial and toid them the line 
disconnected without ringing. 

SRO user complains they were disconnected by the agent 
because the agent was too lazy to redial and told them the line 
disconnected without ringing. I explained that with SRO 
sometimes the connection can get lost with internet. And 
apologized for the problem. Let them know I will pass this 
infomation on to the agent's supervisor for foilow up. No follow 
up wanted. 

06fE/O4 

11/23/04 

06/30/04 

06/30/04 

06/29/04 

06/30/04 06/29/04 

fdilow ;p requested. 
Cimnmar rem!+& that h is realiv frustratino because he has 06/28/04 _ _ _ _  - .~. .. - 
contacled Sprinl Relay a few limes aboul the OperalOrS alnrays 
aisconnecl h,m m e n  Lsing SRO Tway d.r ng a call w Ih n s 
doctor aw,t 20 minutes but 901 disconnected durang tne ca I 
tie then made anolner call an0 naa laked abut  9 mmJes 
when th s agent cut him Oft He cal ed tne doctor to ask they 

08125104 
ca i n progress via Spnnt Relay Onlme Customer repons th s 
has happened many limes CAomer ~1818s I as Nlnlng his 
DUS ness (cuslomer d d not pro" de stale call ng from custome~ 
a d  not nave operator d number aou sed complaint would be 
forwaroed to management apooaued for inconvenience) 

important call with iospital. He always uses Internet relay. 
Thanked the caller for letting us know and apologized for the 
convenience. Told the caller the report would be sent to the cali 
center supervisor. 
"Relay type t w  slow and Wasted my time, I am not appreciated 
very much and what more she type too sloppy. Her typing is 
not clear, Let me know what is going on." Thanked the 
customer for letting us know and apologized for the 
inconvenience. Customer said they wanted to be wntacted by 
the supervisor at the email address provided. Toid them the 
report would be sent to call center supervisor. Follow up 
requested at above emall address. 

06/24/04 

Spore Hnth agent ana She does not rem I 
nncoent slated never would 00 mal Coached 
agenl on proper disconnecIs ProCe5ure 

Ta,Keo mth CA rvho does not remember 
a sconnect,ng s,cn as a cai CA nas relayec 
she would never n-ng a call nave a scusseo 
mth CA IO .et a supervisor %now f here are 
any prooiems mth a caii 

Send email to customer and advised customer 
that It could be part of technical problem. 
Requested more informatloon and did not 
receive response from customer funher. 
Closed contact. 

Met with agent, but stated she does not 
remember the call. Coached the agent on the 
importance of not hanging up on a customer. 
Informed agent if obselved doing so it can leac 
up to and including termination. 

Operation response: Met with agent, but statec 
she does not remember the call. Coached the 
agent on correcting ail typing errors and 
keeping typing speed at pace that does not 
affect the flow of the call. Agent's typing speed 
meets FCC requirements. Customer was 
contacted and informed of the resolution. 

Spoke with agent and agent did not recall the 
call. Coached agent on following customer 
instructions and disconnect procedures. 

Met with agent, but stated he does not 
remember the call. Coached the agent on the 
severity of disconnecting on a Customer. 
Informed agent that if observed doing so it can 
lead up to serious consequence. 

Me1 w lh agent Staled sne OOeS no1 remembei 
me call. and Inat the" wodd no1 hana uo on ,~ ~ ~ 

any istomer. Coacied agent on the ' 
importance of never hanging up on a 
customer. Informed agent if observed doing so 
it can lead up and including termination. 
Met with agent, but 5he does not remember 
the call. Agent they would not hang up on a 
customer. Coached agent on the importance 0 
processing ail calls in a timely manner. Also 
informed the agent of the severity of hanging 
up on a customer that can lead up lo serious 
consequence. 
Explained that with SRO sometimes the 
connection can get lost with Internet, and 
apologized for the problem. Let them know tha 
Information will pass this informalion on to the 
agent's supervisor for follow up. No follow up 
wnn,.ll 

Coached operator about appropriate 
disconnection procedure. Operator 
understmd. 
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36/30/04 

07/07/04 

07/08/04 

07/10/04 

07/11/04 

07/12/04 

07/14/04 

07/17/04 

07/17/04 

07/23/04 

3RO caller stated that operator disconnected call. Apologized 
:o caller and thanked him for letting us know. no follow up 
request 

VCO customer reports that agent was given extension to enter 
when calling to a business number agent typed recording but 
did not indicate the technical support department was reached 
agent typed the recording heard when VCO was able to speak 
he asked agent if extension was entered agent advised the 
extension number was entered. VCO asked agent if technical 
support was an option agent advised they could not provide 
that info. VCO informed agent the agent the agent could 
defn tely provloe that 
Cal er wanlea agent 10 con1 rm d the relay member was SI 11 in 
service during acall. CA was confused because relay is no 
longer in OPR mode so advised could not get involved in call. 
TW user cuned out CA. AIC came on after he had hung up 
outbound. Wanted CA fired. Said was going to sue us. Kept 
asking for his call back number. He said IX) way because then I 
would have his number to threaten his life. 
Heating customer told tty user that CA 0076 F did a terrible job. 
No particulars provided. Supervisor thanked customer and said 
that complaint would be reviewed with CA 

,nternet re ay "ser cal la to s a y  lhat agent vu&  not leave a 
message on an answer ng machine say ng it was 100 ,ong 
Then asled far a suoewisor and she lola the interne1 ~ s e r  the 
same thing. Customer changed the message to four lines and 
was still toid it was too long. 

Customer started his call with CA 7754F and in the middle of 
his call there was a switch to CA 7947M. The second CA 
disconnected his call. The customer states he was talking to 
his doctor's office, and he wants an explanation as to why his 
call was abruptly disconnected. 
Customer states he was on a call and was asked by his 
outbound party to hold while he gathered some information. 
The customer was prepared to hold, but the operator 
announced she was having technical dficulties and asked him 
to hang up and then said "sksk and diswnnected the call. The 
customer states he can say from experience that if the call 
proves challenging the operator tends to disconnect He wants 
and explanation. 
Customer states that on his relay online call this agent hung up 
on him twice. He was making a call and the person that he 
called hung up but before he got the chance to make another 
call the agent disconnected the phone line. He called back to 
make another cali and again got this agent and the same thing 
happened to him again. Customer did state that he was also an 
OH CA. 

SRO user asked if there was a limit of calls. Agent afler 
processing informed the "sorry, just one call." 

Caller said that agent announced relay after caller said not to 
announce relay and person called hung up on caller. He wants 
to make sure the agent knows to follow orders. 

06130104 

07/07/04 

07/08/04 

07/14/04 

07/11/04 

07/12/04 

07/15/04 

07/19/04 

07/20/04 

07/23/04 

Eoached operator. 

. . . . . .. . . . . I. ... .. 
forwarded 10 suprv.sor) C&omer request 
contact Fol owed UP wth customer and 
explained thal agent 1s not responsoole bbt 
supervisor can provide mformal on lo customer 
airectly Customer understood about our 
POI cy wtn operator 

Apologized for his mts~noerstanolng Oflerea 
lo low bp 1nro-gh email Refused Ask lor Mh 
800 number afler I was given ca ler nung up 
CA followeo proper agenl prolwol by not 
gening nvo v e a  wth the cal omng relay 
mode. 

Met with agent concerning complaint. The 
agent had no recollectior d the  call. Agent 
was coached on the importance d processing 
call to the satisfaction of customer and Sprint 
Relay. Agent understands that a greater effort 
must be put forth when processing calls. 
Apologized to the customer for this situation. 
No contact reauested. 

Apologized. Advised the supervisor would be 
notified and requested to contact customer at 
his email address. Contacted customer and 
explained that it was possible technical 
problem. Customer understood. 
Apologized. Advised that the supervisor would 
be in a better position to address the matter 
after conferring with the operator. Foilow up 
requested to his email address ASAP. Sent 
follow up email to customer elaborating on 
specific equipment malfunction. Apologized for 
inconvenience and thanked customer for 
patience ana .noerstanolng 
Apoiogtred for the prob em an0 assured Ihat a 
mmo a nt WD,J a oe sed so mat the Droolem ~. r _ ~ . ~ ~ . ~ ~ ~ ~ ~ ~ ~ ~  ~~~~~~ 

could be investigated further. No call back was 
required, Discussion with agent regarding 
disconnecting calls. Agent does not recall any 
situation where she hung up on calls and 
remarks that she doesn't do that. Have 
explained if any problems with a call please 
notiy a supervisor. 
I apologized for the pmblem and let them know 
I would inform the relay supervisor for follow up 
with the agent. Customer does request contact 
via email address provided. Dixussion with 
agent regarding his answer of an SRO user 
only allowed one call. I have sent an email to 
the above email address per the customer. 
Emaiied customer. 
i apologized for the problem. No call back is 
required on this issue. CA said she had a cali 
about that time where TTY user asked to call 
the number and ask what kind of company it is. 
CA followed inbound instructions as a "do not 
announce." After she asked what kind of 
company is this the outbound hung up. CA did 
follow customer instructions. 
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SRO Internet customer said he was disconnected in the middle 
of his call and could not get the agent to redial or respond. 

07/25/04 

07/25/04 07/25/04 

07/26/04 Customer stales that tnis agent was a very sow typist on ner 
call and also olsconneclw the I ne in the middle of Ine 

07/27/04 

07/27/04 

0712&04 

07/29/04 

SRO user called IO say tnat they were d6connectw n the 
mi00 e 01 the r cal and they were sure the live person was st II 

08/16/04 

08/17/04 

07127r04 

08/17/04 

08/17/04 

08/17/04 

08/18/04 

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

type his response the line then disconnected before he could 
answer back. 

The customer stated CA 38WF was rude and snotty to this 
customer. This customer also stated that the operator toid the 
uncle of this customer that the customer was swearing to the 
agent 3800F. 

SRO customer disconnected in middle of important 
conversation. Customer very upset. Customer wants to know 

~ 

07/25/04 I 2ustomer slates he gave an instruction to get a rep on line. He 
%plains the Operator dialed the number for Road Runner but 
then abruptly disconnected the line 

08/17/04 

12/14/04 

Cuslomer sala CA 6202F hung up on her a m  her brother aner 
20 minutes Sne sad ths s the tniro t me lnls has happenm 10 
her on Sprint Relay Online i thanked me customer for let1 ng 
us know ano said me ssue Wuid be forwarded lo tne 
appropriate personnel 

SRO ccstomer oisconnecled In mioole of important 
conversation Cuslomer very upset Customer wants to know 
wny thos IS happemng 

12/09 04 

08118104 

I conversation. 

CAomer left a message on answering machine wtn operator 
ooing 11, and then typed out another message lor anotner ca 
and there *as no resoonse from Ih s ODerator The reaov iaht 

08 18104 

on the line. 

c a l l i  to law companies for estimates. On the repolled call, 
the operator did not type the answering machine recording; 
instead he typed the words "answering machine." The I customer states she asked the owarator to reDeat the name of 

Customer was disappointed with the sewice she received while 07/27/04 

operator. It seems as if the line was disconnected. 

TTY Caller COMMENTS: "I asked that relay not announced it 
was a relay call. Agent 9254f announced her ID. Supervisor 
ask led  and told me ail agents had to announce their IDS, 
even if the relay announcement wasn't given. The Customer 
Service Rep. did rewest the supervisor assist with the call.'' 
RCS: "1 thank you for calling, informing us. My assurance lo 
you is that this complaint mll be sent lor further investigation." 

the company. The operator was bnresponsive. 
Customer states that this agent disconnected his call in the 
middle of the mversatim. H e  hsd a customer service reo 

I 
07130104 

. ~~~ ~ ~~~~~ ~ .. ~.~~~~ 
(Jolene) on the line at a company that he had called and she 
asked it stili offers other features on the player is there any 
other reason whv vou want to cancel that? When he started to 

10/18/04 

Apolwized. Follow up requesled to his email 
address. Followed up with agent about call, 
Agent doesn't recall mat call. AM contacted 
customer and explained that technical problem 
related to disconnection. Apologized for 
inconvenience and thanked customer for 
patience and understanding 
Apologized to the cuslomer for the problem. 
No contact requested 

Thanked the customer for etllng us know and 
assured that the comp aint wu d be sent In so 
that the orob em cou d oe mvesllaated funnel 
No call back was requested. A& was 
coached to do typing properly. 
Apologized for this problem. No contact 
required. 

Apologized. No follow up. Agent was coached 
lo do proper procedure. . 

Apologized for the problem and assured that 
the complaint would be sent in so that the 
supervisor could investigate it further. No call 
back was necessary Agent does not 
remember call. Reviewed proper pmedures 
and agent showed knowledge of proper 
Procedures. Reminded aaent of conseauences 
lor tisconnenion ca.ls 
Discussed Mln operator SRO caller 010 not 
wan1 agent to relay swear words to uncle 
Supervisor HilneSSed the ca I. uncle wanted 
wperv so, to <now agenl was doing ne, ,OD 
Apolog zeo for problem encountereo Am sed 
c0mp.a nt W L ~ Y  be forwarded to S U ~ N  sor 
No 10 low LP Met agent and rev ewed agent 
aoobt Ine ca I Agenl c aimeo tnal lethn cal 
ca-sea agent to 0 scannect the cal 

Agenl does not rememDer ca. rev ewe0 
pfoceoures wth agent as we1 as stressing 
repercussions 01 deconnect.ng ca1.s 
Supervisor Wnoers f pernaps probam I es 
witn c.stomer's mooem connetlion 

Rev ewe0 proceoures witn agent Le11 
message vnlh Cuslomer svc. 

Agenl remembers thecal.. sne Oces not 
remember d SCOnneCl no call Aaent has oeen 
reminded of proper call Lroced$es and 
disconnect procedure 

Sent to trainer. Management informed if a 
customer announces they DO NOT WANT 
ANYTHING ANNOUNCED REGARDING THE 
RELAY, agents SHOULD FOLLOW THAT 
REQUEST. Also, informed all trainers and all 
center supervisors that we need to follow the 
policy 
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)8/18/04 

08/20/04 

08/21/04 

09/02/04 

09/03/04 

09/04/04 

09/04/04 

09/07/04 

09/11/04 

09/11/04 

09/11/04 

:ustomer states that at approximately 1210PM customer 
mvided# for agent 8338F to call and it t w k  her 1 minute and 
!O seconds to dial out. ARer 3 rings customer received this 
yped text: "Your call has been disconnected," then no further 
'esoonse from CA. Customer thinks that this agent 
3isconnecle-3 on the crStomer 
CAomer lyped lam DLI agent lnrealened to talk very slow 
She threatened to wase doctor office time CuStOmer's 
secretary toid him agent talked t w  slow so she hung up on 
agent. 
Customer asked agent to dial his mother's number. When the 
number was dialed the customer vias typing what Vley wanted 
lo say to their mother and then the agent typed, "person hung 
up." The customer asked what the person's response was and 
the agent never answered, so the customer hung up and called 
customer service. 
CUST TRIED TO CALL 1 800 PICKUPS. CA SAID CALL 
WOULD NOT GO THROUGH. CUST CALLED BACK, GOT 
DIFFERENT CA, AND SUCCEDSSFULLY COMPLETED 
CALL. RCS: APOLOGIZED AND ASSURED THAT A 
COMPLAINT WOULD BE SENT SO PROBLEM WOULD BE 
INVESTIGAGED AND CORRECTED. 

INTERNETERO CALLER COMMENTS: "This agent, 6689f. 
didn't follow procedures for TrY to TrY call setup.' Response: 
i apologize forthe problem. No follow-up needed. 

CUST VERY UPSET WICA. "1 WAS HAVING TROUBLE 
W/RELAY CA RIGHT BEFORE THIS RELAY CA I AM ON 
WITH. i WANT TO REPORT 9077M. THEY DIDN'T TYPE 
OUT WHAT MY FUTURE BOYFRIEND TOLD ME. ALSO, 
WHEN MY BOYFRiEND SAID GA AND THEY TRIED TO 
TYPE WHAT I WANT TO SAY SOMETHING, BUT THIS CA 
KEPT ON STOPPING ME FROM TALKING. THANKED CUST. 
FOR TIME TO INFORM US, ASSURED CUST. CAWOULD 
BE TALKED TO. CUST WAS SATISFIED. 
Customer states instructions 8 number to dial were given. and 
then asked a question. The CA never dialed the number but 
disconnected the call. Customer stated it seemed the agent did 
not want to follow instructions. I thanked the Customer for 
taking time to let me know and let them know a complaint 
would be sent as slated so the problem would be investigated. 

CUST STATES THEY GAVE NUMBER AhD AS& CA TO 
DIAL AND ThEN TO ASK A QUESTION AFTER TnAT CUS r 
STATES CA D D NOT WAhT TO FOL-OW REQUEST RCS 
TnAhr(E0 CJST FOR NFORMING LS AND THAT 
COMPAINT WOULD BE FbRTHER IhVESTlGATED 

CUST. ,PSET BECAUSE CA DIDN'T FOLLOW COST 
NSTRvCT OhS APO-OGIZE TO CUST AND iNFORMED 
THEM CA HAD ALREADY REO-ESTED MY ASSlSTAhCE 
INFORMED CUST. AGENT FOLLOWED COST 
INSTRUCTIONS AS THEY WERE TYPED ON CUST DISC. 

12/15/04 

08/23/04 

12/15/04 

09/21/04 

09/08/04 

09/07/04 

10/08/04 

08/21/04 

09/30/04 

09111104 

09/11/04 

4poiogized to customer. Coached agent to do 
noper pmedure. 

Apologized for incident, assured customer that 
someone will call back afler discussion. 
Customers conlan onformalion not Provide0 
merefwe lo low -p not pOss.oie 
Tnanked tne customer for l enm us know and 
assured that the complaint wouid be Sent in as 
stated so that the problem could be 
investigated further. 

CA DIDNT REMEMBER AN EVENT OF THIS 
NATURE HOWEVER, CA DEMONSTRATED 
PROPERPROCEDURESWHEN 
QUESTIONED REGARDING AN IDEDNTICAL 
SITUATION. NO EXPLANATION COULD BE 
GIVEN REGARDING THE CALL HAVING 
GONE THROUGH THE 2ND TIME, AND NOT 
THE FIRSTTIME. 
MET W/CA, COACHED ON SEVERITY OF 
NOT DISCONNECTING CALLER AND 
IMPORTANCE OF FOLLOWING CUST. 
INSTRUCTIONS. 

6689F. 

MET WICA, HE DIDNT REMEMBER THE 
CALL. COACHED THE CAIN IMPORTANCE 
OF TYPiNG EVERYTHING HEARD 
VERBATIM. 

CA was coached regarding proper procedure. 

Supervisor reviewed proper procedure with 
agent. 

ThlS WAS hOT CA ERROR INFORMED 
CAL-ER THiS WAS nAhD.ED CORRECT-Y 
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19/13/04 

09/14/04 

09/14/04 

09/14/04 

09/25/04 

09/28/04 

09/29/04 

09/30/04 

10/04/04 

10/05/04 

4gent hung up on Sprint Relay Online cust. While Cust. was 
jiving dial instructions for the next call. Michelle's response: 
ixplained the 3 min. rule and they insisted that was not the 
ase  here. Complaint was forwarded to Cust. Svc. Dept. to 
'eport No flu necessary 
Customer wants reason lor agent a,sconnecting the line He 
repons he repealed Ine numoer in q u m  lasnion but Ihe agenl 
dfdnl d ai He asned me aaent 1 there was a Droblem and the 
agent hung up. I apologizeb and thanked lheki ler  for 
informing me. 

9120l04 
SRO CALLER REPORTS CA HUhG ,P AFTER TYP NG 
'L NE DISCOhhECT' SRO CAL-ER RM-ESTED REDIAL 
CA TYPED SKS 8 HbhG -P CA DID hOT REDIA- AS 
REQUESTED. APOLOGIZED AND ADViSED COMPLA NT 
WO-LI  BE FORWARDED TO MGT C-ST REOLESTS 
CONTACT E-MAIL. 
Agent hung up while I was reading me typed text. I would like 
action taken. Don't just say don7 do this again. Apologized for 
this inconvenience, informed caller i would forward this to the 
supervisor thanked him for letting us know. 

CA WOULDNT DiAL NUMBER; DISCONNECTED ME ARER 
I GAVE THE NUMBER. THANKED CUST. FOR FEED BACK. 

CUST. REPORTED CA WAS ANGRY, SAID'YOU JUST 
DON'T GET IT." CUST MENTIONED SHE WOULD DISCUSS 
CA BEHAVIOR WlSVC REP., CA TYPED, 'WHATEVER," 
AND HUNG UP, CUST. NOT HAPPY FOR RUDE 
TREATMENT. CA ALSO STATED, "YOU DID GIVE THAT 

INVALID NUMBER." IT WAS A LITTLE OVERBOARD. CUST 
STARTED AT "VENOM SHE SPEWED." RESPONSE: 

INFORMING US. TOLD HER REPORT WILL BE SENT TO 
CTR SUPERVISOR. 
An internet caller cmplained. '"This is against 3807F. O.K. I 

NUMBER OR I WOULDNT BE TELLING YOU irs AN 

THANKED CUST FOR TIME a INCONVEDNIENCED IN 

gave the agent a number, and then she said caller is not 
permitted to make operator calls. I told her number wasn't 
operator call, it was a local She asked me what number I was 
calling, customer stated that she got threatened by operator 
such beating up thru verbally. (continued in resolution) 

SRO COMMENTS TO CUSTOMER SERVICE "I tried to call a 
music store for information on gifts for my nephew; however I 
was turned away, it was a relay. Internet scan calls are 
affecting perceptions in the business world. This precept ion 
that everything is a scan is affecting all deaf persons. They're 
turned away or talked down to. I have no suggestions, I'm just 
hoping to eliminateheduce fraudulent calls which degrade relay 
communication.(see resolution) 

iNTERNET CUSTOMER COMMENTS: "The agent, 9206F. 
disconnected my call. She was rude." RCS: I apologize for the 
handling of this call." No contact required. 

09/15/04 

09/21/04 

09/15/04 

09/16/04 

12/22/04 

09/28/04 

09/29/04 

00/30/04 

10106104 

10/06/04 

Agent doesn'i recall this but knows to follow 
itandard procedures on all calls. 

Faxed to AZ Center Wniie the agent dws  not 
reca.1 circumslances 01 tn 5 nature. tne agent 
was remmoed lo remrt m v  lechnca o&c.I1v 
which may result in'disconkls. The agent ' 
was reminded of conseouences of 

ATTACHED E-MAIL SENT TO CUST. BY 
8607 F'S DIRECT SUPERVISOR. MET W/CA 
AND COACHED CA ON DISCONNECTION 
PROCEDURES. POSSiBLY DISCONNECT 
OCCURRED BEFORE CUST REQUEST 
RECEIVED. 
Agent didn't remember this call; however, 
agent was coached on importance of not 
disconnecting. Also, advised CA of doing so. 
E-mailed with the above was sent to cust. 
THANKED CUST FOR FEED BACK. FOLLOW 
UP W/CA. 

FOLLOWED UP REQUESTED FROM THE 
SUPERVISOR AT THE ABOVE NUMBER. 
Follow up with CA. CA did not remember this 
call; however agent was coached on 
importance of not disconnecting. 

'RCS APO-OG ZED FOR THE HAhDLlhG 
OF THE CAL- mung up beloce I co.10 gel 
name or requesl of my call back SLperv so1 
wlnessea cas Caller gave wong AC 
Operated dialed. got error 8 cLsl became 
abusve 

Response: I thanked the caller for taking time 
to inform us and apologized for any 
inconvenience. I provided FCC the number to 
report SRO fraud, making them aware of how 
the deaf community is affected. Also, provided 
Fraud website so the caller could report on- 
line. The customer thanked me for providing 
him with "exceptional customer Service." No 
follow up requested. 
Met with agent. She did not remember the call. 
Agent was coached on the severity of hanging 
up on a customer or being rude to any 
customer. 
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- 
10106104 

10106104 

10106104 

10/15/04 

10/17/04 

10/18/04 

10/21/04 

10/23/04 

10/29/04 

10130104 

10/30/04 

,NTERNET CALLER COMMENTS. "Asen\ 4093-M I 
disconnected me. The agent dialed and when the party 
answered, he hung up. I asked the operator to redial, and he 
didnr respond for a few minutes. He typed sksk and then 
disconnected.' Response: I apologized. I explained the 
problem may be technical 
Nature of complaint: Din't  annDunce the call properly and 
added "How are you." Customer was very upset. Response to 
customer: Apologized for inconvenience and assured I would 
pass this to an immediate supervisor. I 

SRO customer said agent '"inleqecling .nlo my conversal on. 
and dia not appreciale Ih s 

INTERNET USERSRO COMMENTS: "I was calling my folks 
through relay. I sent long messages to them and expected to 
get a response as soon as possible, but it took me longer than 
11 minutes. Is she on-line or what?" Response: "My apologies 
for this problem. I will pass this on so the agent, 95411, can be 
coached by the supervisor who can follow up. No follow up 
requested. 
THIS INTERNET CUSTOMERS COMMENTS: "Agent 403SM 
hung up on me twice." RESPONSE "My apalogies." We are to 
follow up by phone at the recommended time of (3 PM MST) 

SROilnternel CUSTOMER COMMENTS "I P ace0 a call a1 
3 56 P IMarv andi lvoed the numOer lo dial on SRO 

, ~ I ~ ~ I  ~ I . ~  ~ ~ 

hikepage. The agent asked for the number to dial, saying nbr 
calling to pizza. I asked, Didn't you see the number I typed on 
homepage? He refused to answer. I repeated the question . . . 
and I gave the number to dial and asked him to answer me as I 
wanted to know if the number is not shown. Then the operator 
hung up on me. (continued on resolution section) 

hat-re of complaint SRO Cuslomer sad Ihe agenl hung LP on 
him ,n mtdconversat8on Response 10 customer A+nogizea 
lor the hanol ng of thecal NO follow up reqdea 

Customer stated the agent called them at their home, harassed 
them. Customer stated agent continued to call, hang up. 
Apologized but advised that this was an internet call and the 
agenld d not have a phone numoer ho lol.0~-up req-estea 
F VCOISRO cuslomer 'Agent aid" I slop lalk ng lo me ca ler 
until the customer typed several Sentences She didn't give go 
ahead It made her call choppy and there was a long lag 
between her speaking and getting any response The call 
seemed to stop every 5 min Finds this happens each SRO 
call 

Nature of wmpla nl Customer was hung -p on Agenl was 
very r-de and seemed 10 be nshing customers to gel OH tne 
pnone Response lo cuslomer Apolog zed for nwnvenlence 
NO follow up required. 

lual.re of comp am1 On ca Is Inrodgn SRO. the agent slops 
responaing Ca ler waits refuses 10 hang up bul Ihe agenl 
doesnl resmnd Customer can1 delermine nhelhei 01's CA .~~ ~ ~~~~~ ~ ~ ~ 

~~~~ ~ ~~ 

error or a SRO problem. Response to customer: Thanked the 
customer for letting us know and assured that the cornplaint 
would be sent in and investigated. is follow up necessary? no 

12102104 

10106104 

08/13/04 

10/20/04 

10/20/04 

11101104 

11/01/04 

10/29/04 

10/29/04 

11/01/04 

11/03/04 

h i s  agent 4093 m does not recall this call, but 
the agent is aware of proper disconnect 
procedures. 

Follow up with agent. Emailed customer about 
the situation related to technical oroblem. 

RCS aoolooized for the oroblem. Talked with .~ 
agent regaroing tnis complaint Sne does not 
recall Agenl stated IWO guys in the same room 
paying on the relay syslem. one satd ' nave 
you agenl blch" Agenl ace Know If lhos .s Ine 
complaint Agenl assrrea me she does no1 
inteqect nerself nto the conversal on 
Agent was coacned to do proper lying and 
nolty cuslomer aunng Ine ca I process 

I discussed this i t h  fhe agent on 10/19. He 
does not recall any circumstance matching this 
description. Agent 4033-m is aware of proper 
processing. I called the customer 10/20 at 3 
PM and 5 PM MST in response 
(complaint continued) I have a print out ofthe 
conversation and can send it for veriication if 
necessary.' CSR "My apology and thank you 
for your time, letting us know, and this will be 
reported to the center supervisor. I'm giving 
you center service fax number. Once you get 
ink for your printer, you may send the report to 
my attention and I will forward it lo the call 

Met wlagent an0 d dn'l rememoel Ihe call. b.1 
statea NTERhET cal s come In win P 
addresses and no1 pnone numbers. b.1 she 
wou d never cal a cuslomer 5 home 
Tnanked cuslomer for m p ~ t  and forwardeo e 
wmpla nl and lold ner Inat WII oe we51 gated 
Share0 informal on lo bus ness developmenl 

Coached agent on the importance of proper 
procedures. Also, coached agent on 
importance of being professional when 
speaking to customers. 

Agent doesn't recall call problems. We don't 
have enough lack of response specifics. Agent 
knows to avoid personalconversation 
involvement, although I'm not sure this was the 
issue. Agent does not have problems with 
SRO. 



SPRINT RELAY ONLINE SERVICE 

11/03/04 

1 1/03/04 

11/04/04 

11/04/04 

11/04/04 

11/05/04 

11/05/04 

11/06/04 

11/06/04 

11/08/04 

qature of comp\aint: SRO ca\\er upset. Agent reached afax 
number and after informing them of this, I wanted lo tell them 
'good night;' but disconnected in mid speak. i feel this is rude, 
impolite and my feelings were hurt. Response to customer: 
Apologized and assured them I will inform the agent's 
supervisor for follow up with the agent. Is follow up necessary? 
Please contact caller by e-mail. 
Caller was calling a friend. His friend didn't understand Relay 
so his friend hung up. CA sent the '"persan hung up sksk" 
banner and immediately the CA sent the sksk and hung up on 
the inbound. Wants follow-up by email. Thanked caller and let 
the supervisor will follow-up. 
Called friend. His friend hung up on Ca and inbound. Ca sent 
banner person hung up sksk and then Ca sent an immediate 
sksk and hung up not giving caller a chance to respond. Caller 
felt Ca was rude and unprofessional to do this. Caller wants 
follow-up at email address. Thanked caller and let him now 
supervisors would know. 
Customer interrupted CA while they were typing out answering 
machine msg. CA ignored cust. and kept typing. When Ca was 
finished typing message cust. Asked CA' Thanks now redial 
like I told you earlier." Ca then hung up without rediaiing. 
Thanked customer for info and will give to CA's supervisor for 
follow-up. 
Caller reported agent hung up on them. Caller did not request 
contact. 

Caller reported agent hung up on them. Caller did not request 
contact. 

Customer reported Ihal when they were iry ng lo slan a ne*, 
call and told the ooeralor Ihe new nor Ihe msa came on Ihe 
screen "you are nbw disconnected' The cust&er had another 
call to make through SRO and was disconnected before being 
given that opportunity. Apologized for the inconvenience and 
thanked the caller for letting us know. Told them the report 
would be Sent to the call center SUDerviSOr. No follow UD 

supervisor for coaching 
SRO call reclplenlIr.slra1ed that agent lyped everyth ng 
including request IO repeat a .word Agent did not directly 
repeat !he word to her I exp.a.ned that the I ne mlm d.sconnec1 
shortly ana tnat rt s possible for the agent to re-voice some 
maler.ai. although st, I everyth ng musl oe type0 C.slomer 
wanled mmed ate cal back oy the agenl's direct Supe (oia no1 
proviae area code) Onered ACCI Mgr wntact nDr Caller n.ng 
"P 

CAomer stales lnat Ih s agenl seemed 10 wander ofl n tne 
middle 01 tne wnversat on He Sal0 lnal his near ng ca lei 
slated that ne c0.10 511 I near breathing an0 ne trio-gnt ne 
neard typ.ng but tne agenl never responded on !he cal alter 
tne Caller sa4 'He.lo He 107 lhanrea Ine ca ler lor letl<ng 
mow and assure0 lhal the complain1 wou d be sen1 n as he 
ha0 slated so Ihal t coud be Investgaleo fLnher 

CLstomer stales the CA disconnectw the I ne an0 Sne 
oel eves 01 was nlenl onal m e  customer exp a ns tnai some of 
the CAS are no1 lak.ng inlerner cals sera-s y and she intends 
10 repon lnose who are 'play ng around Apolog le0 lo 
customer. 

11/05/04 

11/17/04 

11/04/04 

11/18/04 

11/18/04 

11/15/04 

11/08/04 

11/06/04 

01/05/05 

11/10/04 

h e  aQent ~Mdt remernba a ca\\ of this nabe. 
We went over proper closing and disconnect 
procedures. We also discussed importance of 
supervisor assistance in problems with callers. 
D.M. Jacobson was e-mailed with resuns of 
discussion with agent. 

Consulted with agent 11/4/04. Agent did not 
recall this specific call. But has been counseled 
on standard call processing procedures. 
Emaiied customer with above info. 

This agent ID number is currently unassigned. 
Emailed customer 11/17. 

Agent does not remember call. Told agent 
when caller starts typing try to see if they are 
new instructions. Reinforced agent is never to 
hang up on a caller. 

TL received this complaint 11/18/04. Consulted 
w/ agent. Agent is aware of proper procedures 
and there is not enough info from this customer 
to specify a particular resolution. 

CA #4189M doesn't exist. 

notified to Engineering dept about technical 
DrOblem with SRO 

Coached agent on mponance of lo lowng 
proper proceoures 

Agent correctly typed everything heard, and 
also properly gave agent nbr when asked. In 
consulting with agent, the word customer 
wanted repeated was part of material which 
the agent would have had to repeat an entire 
sentence. Customer was interested in 
extracting that one word from the sentence. 
Agent did proper procedure. 

No call back requested. Agent does not recall 
this call but is aware of proper call pmcedures 
and the importance of stating focused 

Met with agent, and he does not remember this 
call. He stated he would not hang up a caii 
intentionally. Informed agent on the severity if 
they are observed hanging up on a customer. 
because it can lead up lo and including 
termination. 
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- 
1H0104 

I1/10104 

11/12/04 

11/16/04 

11/17/04 

11/17/04 

11/17/04 

11/19/04 

11/20/04 

11/20/04 

Customer reported that they made a call to a dace where \here 
are 4 menu options. CA said the phone was disconnected. 
Customer instructed CA to press zem during the menu 
recording. When the phone disconnected they asked her if she 
already pressed zero, but she refused to answer the question 
and demanded to redial. Apologized for the inwnvenience and 
thanked the caller for letting us know. Told them the report 
would be sent to the call supwvisor. No follow up requested 
Internet caller reported to CS that during his relay call. 
everything he typed was being duplicated Onto lhe operatw 
box section of his computer screen. Said this happened before 
when using SRO. Apologized for the inconvenience and told 
the customer a trouble ticket would be entered to investigate 
the problem 

Customer was calling to a business regarding employment and 
the agent had quite a bit of dficulty. They missed the greeting 
of every person who answered the line and they had lots of 
typos and typed very slowly. Apologized to customer and 
thanked them for letting us know. Told them the report would 
be sent to the call center supervisor. Follow up requested. 

Very "pset Ca ler was trying to get a oil paod and lhis agent 
nung up Immed.ately and d dn't p r m s s  call Tnanked caller 
Said there would oe forwarded to immed ately SUWN sol No 
follow up requested. 

SRO caller complained of agent's slow response, and that the 
agent disconnected the call. Apologized for problem. Thanked 
them for lening us know. Explained that agent's supervisor will 
follow up with agent. Explained with SROllnternet relay some 
calls may be disconnected out of agent's wnlrol. No contact 
requested. 
Caller said that after the person he called hung up, the agent 
called him an obscene name. 

Called through SRO. Received am. Mach.. Agent rediaied 
before I could type instructions regarding redialing when 
leaving ans. Mach. Messages. I have complained 3 - 4 times 
about this Agent and it continues. Please ask agent's 
immediate supervisor to call me after 3:30 CST. If Voice Mail 
comes on, hang up or redial. I.m wheel chair bound, so it may 
take a long time to reach phone. I will answer on redial. - 

CA did not type what customer was saying, and did not say 
exactly what customer was typing. Other line disconnected 
from call because was frustrated with operator. Said "your call 
has been disconnected and then hung up on customer. 
Apologized for the inconvenience and thanked the caller for 
lettino us know. Told him the remrt would be Sent to the call 
center supervisor Fo low -p requested by sJpervisor 
Customer stated that nad as6W operator to nod wnue 
ootaining a pnone number and opera1ar.A nung 4p on tnem 
Apologirea for inconvenience and aav.sea Superusor wou d be 
notifled. 
Asked agent if he had the Relay OK number. He said that info 
was not available and he needed to be transfemd to customer 
service. I have called relay before and they were able to 
provide me info. Afler requesting a SupeNiSor, agent hung up 
on me. Apologized to customer; explained we do have this info 
available. 

01126105 

11/17/04 

11/21/04 

11/22/04 

1 1/22/04 

11/17/04 

12/03/04 

11/23/04 

11120104 

Coached CA immdiae\\y. She is brand new 
CA. Instructed her how to do correct 
procedure. 

No father action from account management 
CA nbr NIA regaroing contact Tecn ossue 

Met with agent, and she slated that she did 
type the greeting correctly. Coached agent on 
the importance d typing verbatim, and keeping 
the TTY user informed by typing the greeting d 
every person that wmes on the line. Agent 
was given a typing test and did meet me typing 
speedlaccuracy required by the FCC. 
Informed customer about agent had been 
coached to do appropriately. 
Consulted with agent on 11/21/04. Agent does 
not remember a call with this description. 
Confirmed agent know standard Sprint 
Dolicies reaardinu call DrocessinQ and 
blsconnechng 
Operator was not even scneduied at l h  s time 
Let operator mow tnat f she d sconnecls 
ca.lers t can lead to terminal on 

Met with agent, does not remember the call, 
stat ng that ne would not "se Sucn language on 
any given call Coacneo agent on the 
importance 01 ahvays maintaining a 
profess onal phone image on every call 
Follow-up attempted Several t mes. bJt no 
sucess 
--Answreo cus1omer lney would receive call 
back from agents immediate S.perv sor 

The agent did not remember an event of this 
nature; however the agent demonstrated 
knowledge of appropriate procedures when 
responding to customers under similar 
circumstances. The agent apologized. 

Spoke with CA and coached her immediately. 
She understood and will ask for some 
assistance in the near future K needed. 

Agent remembered tne ca I and sad wnen lney 
~ - L M  for WWTY $0, ne was the rea .. ..-. ~. .. . . ~ ~~ 

o~sconnec! box Told n m  when he has a 
prob em mtn a cal. to get a S.DeNiS0l 
mmediate y 
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ti120104 

11/21/04 

11/28/04 

12/05/04 

12/05/04 

12/06/04 

12/06/04 

12/06/04 

12/07/04 

12/07/04 

12/09/04 

12/09/04 

12/09/04 

hstomer stated that when they asked CAfor number to relay, 
CA typed they did not have access to that information. When 
customer asked to speak with supervisor, CA immediately 
hung up on customer. ApAogized for inconvenience and 
advised that agent's supervisor would be notiied. 

SRO user wondered why after completing 2 calls, agent sent 
"sksk" and hung up after sending "person hung up". User 
wanted to make a third call. Informed user that agent's direct 
supervisor will talk to agent about this, but user does not want 
a foilowup contact. 
Customer states the agent was impatient and rude to her son. 
The customer explained that her son's English skills are not 
very good, and the agent kept sending "message garbled." The 
mother saw what was happening to her son and requested a 
supervisor. The agent disconnected the call. Apologized to 
customer. No follow up requested. 

Gave instructions to CA but did not follow the instructions on 
outdial. Requested CA to redial number and to follow 
instructions this time. CA hung up on customer. Customer 
requested no call back regarding this issue. Apologized for 
poor service and would take the complaint and get it to 
appropriate dept. Assured her no call back would be given as 
requested. Customer hung up in mid sentence. Faxed to SC 
center. 
Custmer called to complain that agent did not follow 
instructions to disconnect the call afier three rings, but let it ring 
to four times. Apologized for incident. Mfered follow UP No 
follow UD rwuested. 
Agent QWOF did not follow custome?s instruclions 
Disconnected call when a sdpervsor was requested 

Agent 9595 was to call a supewisor over but hung up the call. 

Customer called to report a "bad situation" with agent. 
According to the customer. the agent reported the number 
dialed as busy, but another agent had reported it as not busy. 
Apologized to customer. Explained relay procedures. No follow 
up requested. 
Customer says agent dialed number, and then agent put the 
customer on hold. Customer say;, "He did not come back on 
the line or type to me at all. I typed hello three times." 
Apologized to customer. Customer request Contact at voice cell 
phone number given. 
SRO caller complained that agent did not follow instructions 
and hung up on caller. 

SRO crstomer ca led very upset lhal tne agent dod not repay 
anyining someone saia as he SupPosea to type 

Customer says agent 4546M disconnected customer before 
out dialing. Apologized to customer. No follow up requested. 

Customer from Georg a states that they are naving many cal s 
d sconnecling in tne m ddle of tne condersa1.0n when using 
SRO Customer 1s not satsfied wlh Ihe m a y  sew ce ana 

I ~~ ~~ ~ 
. . . .~ ~ ~ ~ ~ 

bel eves that the agents are diSCOnneCt ng me ca Is. No agenl 
.D nUmDerS avairanle Thanrea tne cuslomer for lenlng LS 
know and assured Inat the comp aint would oe sent in so tnat 
lhe proolem cou d be invest gale0 fJlner Cai back req-ested 
our ng a m Sen1 10 account manager and trainer mc 

11130104 

12/01/04 

12/01/04 

02/20/05 

02/17/05 

12/09/04 

12106/04 

12/09/04 

02/25/05 

12/07/04 

12/09/04 

02/17/05 

03/14/05 

4gent remember the call and said when they 
asked far supervisor, he saw the red 
disconnect box. Informed him that when he 
has a problem with a call to get a supervisor 
immediately. 

Coached agent on the importance of proper 
procedures. Also coached agent on the 
importance of being professional when relaying 
to customers 

Consulted with agent 12/1/04. Agent requested 
assistance and N C  concluded that message 
was unintelligible, and said to send "msg 
garbled." Agent knows to not disconnect as 
long as intelligible data is being received. 

Emailed to Olivia Dominguez asking for 
claM~calion on aale of complaint Penomg 
wntact back complaint lowaided 10 TL for 
llup wth agent 2116104 Agent aoes not 
remember tnis ca I. but cwcnea agenl on the 
sertorsness of o sconnecling callers CA MI 
De very careid gong forward 

Agent was coached to do proper pmedure. 

Met with agent, she did not remember the call. 
Coached agent on the consequences of 
hanging up on a customer. Agent advised to 
request a TM to disconnect all calls if there is 
no resoonse. 
Team Manager me1 mtn agent concerning 
wmolaint Coachea aoenl on me moonance 
of foilowing the custorier request a id  the 
consequences of hanging up on a customer. 
Agent advised to call for assistance to 
disconnect all calls when there is no response. 

Agent does not recall situation. Assured 
supervisor that agent always accurately reports 
what is happening on the outbound line. 

Unable to resolve complain, agent no longer 
with account. 

acknowledged the problem and no customer 
contact info to follow up 

Agent does not recall an instance with this 
description. Agent is aware to relay calls as per 
Sprint policies. 

Coached agent to do proper procedure. 

3-1-05 left detailed msg to customer voicemail. 
3-3-05 left another brief msg to customer 
voicemail. 3-14-05 no answer this customer 
contact is cbsed due to no resDonses. 
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SPRINT RELAY ONLINE SERVICE 

- 
\2121104 

12/21/04 

12/22/04 

12/23/04 

12/25/04 

12/27/04 

12/29/04 

12/31 104 

01/01/05 

01/02/05 

01/02/05 

01/02/05 

> a h  states agent did not follow his instructions and 
disconnected his cait after caller called outbound friend a 
name. Apologized and asked customer if they wish to have 
another agent pmcess their call. Customer did not want to 
place another cali and hung up. 
Caller said agent hung up when asked why an agent call 
takeover happened on her call. Caller did not want agent to 
change agents on her calls. I apologized to customer for the 
problem. Also explained lo customer to put this instruction in 
dialing window so an agent can be called that can stay on the 
call for the duration. No follow up requested as caller spoke 
with supervisor Lezlee at time of complaint in Customer 
SeNice. 
Customer called stating that CA 4055F would not relay certain 
words verbatim. CA said the words could not be made out due 
to a garbling issue; however customer noticed this garbling 
issue only occurred when he used certain '"uncomfortable" 
words. RCS apologized to customer. No ccmtact requested. 
The caller stated I was trying to call UPS to fiie an insurance 
claim and I gave the operator the number and said to press 0 
for the operator, the operator Said 'mat is w t  a valid number" 
and instead of typing SKSK she typed FUFU and disconnected 
me. Apologized to the caller for the trouble. No follow-up 
requested. 
There was a Silence; operator hit macro that said the outbound 
party hung up; then the operator disconnected. Customer did 
not say how quickly the operator disconnected but indicated it 
was too quickly. Thanked customer for the information and sail 
will fax into agent's supervisor and give follow up. Customer 
would like a call follow up. 
Caiier said agent did not dial the number when requested and 
did not respond to caller. I apologized for the problem and let 
caller know a complaint would be Sent to agent's location so 
issue can be addressed to agent by a supervisor. No follow up 
required on this issue 

Complaint regarding receiving calls from Sprint Relay online 
a b u t  requesting shipment to Nigeria 

Agent disconnected inbound customer. Agent dialed out for 
customer then hung up. Thanked customer will fax to 
supervisor for follow-up. No follow up needed. 

SRO user complains agent wor  type slow; disconnect his call 
before he could obtain necessary information. Customer 
prefers 20 WPM typing. Apologized explaining there can be 
delays in SRO response and that agents can not type at 20 
WPM with the system on SRO as it is via internet. Customer 
does not want wnlact 
Customer stated agent Ndely disconnected the line after 1 
min, 23 seconds. The customer had to reconnect to the systen 
to get her call processed. Apologized. Follow up requested. 

Customer states she "waited just over 4 minutes" before the 
agent out-dialed. Apologized. Follow up requested. 

An SRO customer called to complain that agent 7941 M hung 
up on me and '"does it all the time, every time I get on the line 
with him." Customer says he asked agent to dial another 
number and the agent disconnected. 

12121104 

12/21/04 

12/28/04 

12/28/04 

12/25/04 

12/27/04 

12/29/04 

01/03/05 

02/24/05 

01/02/05 

01/02/05 

01/02/05 

\gent did not recall this call but was coached 
on the importance of foliowing customer 
instructions and not disconnecting calls and 
advised of the consequences of doing so. 

Operator did not remember this call. Was 
coached on the penalties for disconnecting any 
caii. 

Supervisor met with agent. Agent is aware of 
proper call handling procedures. 

T - ana Center Manager met Mlh agent Agent 
ooes not remember ins call and also stales 
does not remember typing "FUFU" Coached 
agent and advised If any frustrations with SRO 
calls. to inform T.L. if need extra time due to 
frustrations. 
Supervisor Jenyfollowed up with agent 1300 
regarding disconnection issue. Agent was 
coached on proper disconnection procedure. 
Contacted customer via phone and informed 
customer that agent had been coached to do 

Agent o m s  not remember tne ca I. COacheo 
agent on proper call procedures and to pay 
attent on on a I ca Is 

Contacted customer a b u t  preventing fraud 
calls and gave customer some options to 
resolve such as global block. Customer 
responded that they get all information that 
they need for preventing fraud calls. 
Spoke with agent. Agent does not remember 
the call. Coached agent on the consequences 
of disconnecting the calls. Reminded agent d 
the proper disconnecting procedures. 
Sent information to Business Daveiopment to 
share concern a b u t  the customer prefers to 
have typing speed control on SRO platform. 
No further action from account management. 

Since the speclfic time of the incident is not 
known, the agent is unable to give specific 
information about what they remember 
happening on the call. The agent was 
reminded about the proper disconnect 
procedures when handling all calls. A follow-up 
e-mail was sent to the customer on 1-13-05. 
Met with agent, but he did not remember the 
caii. Coached agent that a number Should be 
dialed within 5 seconds once the GA is typed. 
Also reminded him on the importance of 
always keeping focus and responsiveness on 
every call. Sent follow up letter. 
Agent does not remember this call. The agent 
was reminded of the disconnect procedures 
given to us by Sprint. The agent was coached 
on the consequences of disconnecting a 
customer on purpose without following the 
approved procedure. The agent understands. 
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SPRINT RELAY ONLINE SERVICE 

responded 'message garblw" CAomer relypw message and 
agent nung bp on tne cAomer Customer called aack and go1 
same agent and typed the number an0 message again Agent 
gave tne response, 'One moment please' ana never came 
DacK on Ihe I ne to complete me calf RCS response 

- 

C&tomer staled the agenl dialed a numoer ana 11 *as busy 
The CLSlomer sal0 does .I main and the amnt tvoed S 6 K  

)1/04/05 

)1/06/05 

01107105 

11/07/05 

11/07/05 
I~ ~ ~ I . ~  ~ ~ ~ 

~~~ ~~~~~ ~ ~ ~~ ~ ~~~~ ~~ ~ ~~ ~~ 

and disconnected the call. P&on disconnected before I was 
able to apologize. No follow-up requested. 

Customer said agent 78471 did not follow her instructions lo let 
the phone ring 3 times. Said agent let it ring 6 times. Customer 
asked for Supervisor and was on for a long time. I apologized 
to the customer and informed them I would forward this on to 
the appropriate supervisor. Customer does not want to be 

31/08/05 

31/10/05 

01/08/05 

01/12/05 

01/13/05 

01/16/05 

botnered wth a contact 1o.low dp I 
Customer c aims agent h-ng up wh le customer was typing fist I 01113105 
sentence of call. Apologized for inconvenience. No follow up 
needed 

I 

Customer indicated that this operator hung up on her. The 
operator asked what number she was calling and customer 
said to read the dialing instructions. Wants follow-up via email 
and vrould also like to know if the operator was insulted by her 
comment. Thanked the customer for the feedback and noted 
that this would be forwarded to the appropriate supervisor. 

01/13/05 

The caller stated this operator gave me a lot of trouble through 
the whole Conversation and she disconnected me. She is very, 
very rude; she made me wait for 10 minutes for the first "GA". 
Then she broke transparency by telling me to wait for the "GA 
before I begin to type. She was very disrespectful and I don't 
appreciate that. She made me and the person i called wait 
saying that I wasn't responding. Apologized to the Customer. 
No lollow-up requested. 
Customer called to report that agent did not follow customer 
instructions. Customer asked that the number be allowed lo 
ring 3-4 times but agent did not follow the request. The 
customer asked for a supervisor and the agent hung up. 
Customer was very upset about the "rude behavior." 

01/17/05 

01/16/05 

Rgent no lonuer woks here. 

Met win agent. out she d8d not rememered 
the call Coacned agent on the seventy d 
oisconnect ng on a customer. whicn can lead 
LP la and nclud ng term8naliOn 

Agent does not recall this particular call but is 
aware of praper call-handling procedures. 
Follow up 1/12 1 : l O  pm. Msg lefl with 
resolution. 

Known technical problem with SRO. 

Spake with the agent and they did not 
remember the call. Reminded agent the 
consequences of improperly disconnecting 
customers. Reviewed proper disconnect 
procedures with the agent and they 
understood. Will get a supervisor in the future if 
having any proolems 
Agent cal ed an Ass8stant Supervisor tnat notea 
the amnt 010 lo low nstructions Adv sed aaent 
to coitinue to call a supervisor over 1 haviig 
any difficulties on a call. 

Met with opr and she was surprised by this. 
She is aware of the disconnect procedures and 
it was determined that the modem had timed 
out or that there were technical diffkculties 
within me system. Spoke with person who 
received the complaint and they said that the 
customer had already been connected to an 
outbound. No ph nbr or IP address listed for 
further Investigation. 
Met with opr and she was surprised by this. 
She is aware of the disconnect procedures and 
it was determined that the messages were not 
coming across and opr did not receive the nbr 
nor instructions. Emailed to customer on 
1/13/05 explaining the resolution and thanked 
them for their feedback and apologized again 
lor the lnconwenlence 
DISC..SSW issues wth H R Met wlh agent 
Agent terminated. 

The agent did not remember this call. 
Reviewed the importance of paying attention to 
the customer notes and other instructions prior 
to the outdial. The agent understands that if 
she needs further ClariScation. she should ask 
the customer. Also reminded the agent to get a 
superviso?s help if she is having a difficult time 
with a call. 
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SPRINT RELAY ONLINE SERVICE 

01117105 

01/17/05 

01/17/05 

01/17/05 

01/19/05 

01/19/05 

01/19/05 

01 120105 

01125105 

01/25/05 

01 125105 

:ale, Said the agent disconnected her call She requested that 

explalnea inat 11 may nave been a tecnnica issue Caller 
reqLests a call back from s.pervisor on th s issde 
C&lomer placed ca.1 
an opr ana spoke mth 9724F supervisor. Customer slates 
superv sol aisconnectea her cal. mlhoul ner consent 
Customer felt ner complaint to superv sor was ignored and fes 
she was treated very rude Y an0 unprofesslona She 1s very 
disappotnted w4h this sew ce Apolog zeo to customer. 
ensuing that tnis matter WJla be taken care of prompl y 
Customer req-ens 10 oe conlacled by ema I wlh reso ut on 

a SUWNISO~ call he, back. I alx)lOgPed 10, the piobiem and 

ng Spanisn re ay. Had proolem witn 

Customer called in using Spanish ow 9431 F. Cust asked to 
speak with the flwr supirvisor and opr hung up on cust 2 
separate times. Third call she got supe 9724F and supervisor 
hung up without her consent. Customer feels she was treated 
very Ndely and unprofessional and is very disappointed and 
upset. Requests operator be terminated for disconnecting call 
twice. Apologized repeatedly, ensuring this matter would be 
handled ASAP. Cust requested email her with resolution 

Caller said they instructed agent to place a call and let the 
phone ring only 3 times. Caller said agent did not respond to 
this instruction. Caller then asked to speak to Supervisor and 
said they waited a very long time and finally hung up as 
supervisor did not come to the phone. Caller said agent was 
rude and argumentative with a bad attitude. I apologized to 
caller for the problem and let them know a complaint would be 
filed. Follow-up not required on this issue. 
Customer states while in the middle of having a conversation 
Using SRO that agent 4151f disconnected her call. Apologized 
to customer. No contact requested. 

SRO customer ca lea to say that tney nad been 0 Sconnecled 3 
times dur ng tneir calls Apologlrea lor Ine nand(8ng of Ihe calls 
NO contact requested 

SRO customer called to say that agent disconnected them 3 
times during their call. RCS: Apologized for the handling of the 
call. No contact requested 

Customer said,' the agent cut me off and did not call again for 
me, he just hung up on me". Apologized. No follow-UP 
requested. 

The account manager reponea that on 1117105. at around 3 30 
PM. Ihe customer naa mob ems wth Relav CLslomer ~.~ ~~ .~ ~ ~~~~~ ~ 

explained that the operator typed inaccurately, and he was 
unable to process his 2-line-VCO call. Apologized. Follow up to 
Acct Mgr. 

Customer states agent was rude and hung up on them. 
Apologized to customer. No follow up requested. 

The Account Manager reported that on the morning of 1/24/05, 
the customer had problems with Relay. The customer 
requested a 2-line-VCO call and asked the operator to mute 

01111 I05 

01/17/05 

01/17/05 

01117/05 

02/03/05 

02/03/05 

01/19/05 

02/03/05 

01/25/05 

01/25/05 

01/25/05 

r\kernp\ed \o ca\\ cus\omer 'Jtimes on 1l\Q105 '. 
7:30 pm CST - busy signal 836 pm CST - 
busy signal 627 pm CST - busy signal 

Shin Manager met with supervisor, and 
supervisw stated that the customer was trying 
to place English to English call thru the 
Spanish line. She tried to explain procedures 
to the customer, that English to English calls 
cannot be processed an the Spanish gate. She 
also stated that she was never rude towards 
the customer at any time. Customer was 
emailed regarding resolution. 
Met with agent, and she stated that she never 
hung up on customer. They requested for 
English to English call thru the Spanish line. 
Agent let the customer know that their request 
could not be processed, and that they would 
have to call thru the English line. Then 
customer got upset, requested for a 
supervisor, which at that time agent got 
supervisor to speak with the customer. At no 
time either the agent or the supervisor were 
rude towards the customer, they were just 
trying to explain why their request could not be 
processed. 
Agent is no longer with our relay service. No 
customer follow up required. 

Agent did not remember this call, however was 
coached on the importance of not 
disconnecting call and advised of the 
consequences of doing so. 
Agent did not remember this call, however was 
coached on the impoltance of not 
disconnecting calls and advised of the 
consequences of doing so. 
When reviewing records, it showed that agent 
was not here on the day the complaint was 
submitted. Still met with agent. and he stated 
he would never disconnect on a customer. 
Coached agent on the severity of 
disconnecting on a customer, which can lead 
up to and including termination. 
Agent did not remember this call, however was 
coached on the importance of not 
disconnecting calk and advised of the 
consequences of doing so. 
Spoke with agent about complaint. Agent said 
that he was sitting in the back section of the 
flwr. While the call was being processed, 
agent was a bit confused of what was going on 
because they were able to hear each other. 
Agent did not type anything due to he was 
confused. He was not able to ask for 
assistance as he says there was no one 
available. Coached agent on call procedures. 
Went overcall set and scenario with agent. 
Agent understood mponance 
Relerred comolaint to team leaaer lor 
coach ng Team .eader coacnw agent and 
reviewed ca I processing pfocWrres W I 
con1 n,e IO mon lor agent lo insure proper ca I 
processing proceddes Agent unaerslands 
ruoeness wll not w to eralea 
Met mtn agent ana sne stated that when tne 
caller asked to process tne 2 I ne VCO she 
panmeo ana saia she haa never processed 

14 



S I  

'ioiia lua6e 
LON 'SaJnpamd pauuox!p JOJ owau iua6e 

ane3 'sampaawd iaauuoas!p leuuou pamo!loj 
'Jail83 WOIJ asuodsai aneq IOU p!p 1ua6v 

'uo!ieu!wiai 01 
dn peal u n  qa!w iawoisna e uo dn 6u!6ueq 
10 hi!danas aqi uo os!v 'ilea e 6u!~np pawioju! 

aql uo lua6e paqaeo3 'siawo1sna hue 
uo dn 6ueq IOU p lnm aqs leqi aleis P!P iua6v 
'Ilea aqi iaqwawai IOU p!p aqs 'lua6e q1w law 

JaWOISn3 e Su!dWy ShEMle JO a3UelJodW! 

I !  ilaq ~ u ! ~ u ! J  pue 'suo!ianJisu! iawoisna 
6u!w!l04 'ampaxud iaauuox!p uo lua6e 

wqaeoa :Ilea aqi iaqwawai IOU P!P 36609 

.dlaq hue spaau 
aqs j! ainlnj aqi u! los!Nadns e la6 llw pue 
spuqsrapun lua6e a q l  'uo!leyanuoa aql 01 

6u!q~Aue ppe IOU 01 pue pieaq 6u!qNana adk 
01 papuiwai osle pue sainpa30Jd iieaiadoid 

aqi uo p%a!nal s m  iua6e aqi 'ianamoH 
'1183 Jelna!ued s!qi Jaqwawai i,usaop 1ua6v 

501P0120 

50/10/20 

50110/z0 

50162110 

50162110 

5018z110 

501821LO 

iaeluoa isanbai IOU p!p Jawoisn3 
(WalqoJd !n!uqaai uaaq aneq pino3 I! pas!npe pue waiqoid 

io1 paz!Boiode) ia l !n  palaauuoas!p uaqi PuodsaJ LOU p!p 
iua6e pallea aq 01 iaqwnu paiaiua peq Jawolsna iaqwnu 104 
6u!yse )day pue iuaiied IOU s m  iua6e modal iawolsna OMS 

Aessamu dn MOI!OI ON .ioslNadns ialuaa 1183 01 iuas .. . .. 
aq plnm @ai waqi ploi pue aaua!uanuoau! JOJ Paz!6oiodv 

:asuodsaa a3!NaS Jawolsn3 'paiaauuoa II!IS 6uwoqs 
s! au!! Inq ioiwado wo14 asuodsai ON 'pauaddeq l e q ~  io ploq 

uo 11!1s J! MOUY 01 paiueM '6u!uaddeq s! i e w  01 se Sa!i!nbu! 
11 PaPuodsaJ IOU peq Joleiado pue saInu!w uai io1 MOU ploq uo 

SOROlZO 

50/1O/ZO 

50110120 

5001621 LO 

5016ZI10 

50182110 

50/8Z/lO 

50152110 

SO/SZ/LO 

33IAXZS ZNI'INO AVTZX LNIXdS 



91 

so/o11zo 

so/o1/zo 

so/o1/zo 

s01801z0 

SO/LO/ZO 

501L0IZ0 

SOlLOlZO 

SO/LOlZO 

SOILO/ZO 

SO/LO/ZO 

SOILOIZO 

SOlOElEO 

SoIEoIzo 

pue SJOlla Su!dhl Auew apew 1ua6e SlJCdaJ JOwOiSIl3 08s 

Dalsanbal i3eiuon ON !in aui IO 6uli~ueu 

SOIOLIZO 

SOlOllZO 

SOIOLIZO 

s01801z0 

SOlLOlZO 

EO/LOlZO 

SOILOIZO 

SO/LO/ZO 

SOILO/ZO 

501s0/z0 

s 0 1 P 0 1 z 0 

SO/FOIZO 

SOI€OIZC 



SPRINT RELAY ONLINE SERVICE 

02110105 

02/10/05 

02/11/05 

02/12/05 

02/14/05 

h t o m e r  callea in to say agent 8263M pressed the bMon 
iaymg *our records Show you are Call  ng from Nogena7' 
3usIomer ash- agent m a t  made tnem tn8nk tney were ca.lmg 
irom higerm? Agent sad they are asking that now Customer 
sad tnat was not an appropriate q-estion A question wLla be 
What area code IS this Irom?' Customer saia they are lrom 
Cadomla 90260 I apologized to the customer and sa.d I w u  d 
fonvard lnis lo tne aDoroorlale SuDervisor Customer wanls Io 

Operator pulled for discussion. Not sure what 
happened with this Cali. There is no macro 
concerning Nigeria, and operator said that this 
was not typed out. Operator was reminded to 
process each call the same, no matter if 
internet or regular MIL 

Met with supervisor. Supervisor was advised 
per trainer that 2LVCO was available through 
SRO. Send email to customer and informed 
that 2LVCO thN SRO is still functioning. 
Apologized for causing customer 
inconvenience call. 
Agent did not hang up on customer. Technical 
problems associated with SRO/SRW calls. 
Agent displayed proper knowledge when 
procedures were reviewed. 

Agent does not remember the call. The agent 
was coached on the importance of following 
customer instructions exactly and the 
consequences of adding to the call. 

Agent does not remember this call. The agent 
was reminded of the seriousness of 
disconnecting customem. The agent was ais0 
reminded of the consequences of 
disconnecting customem Without using the 

. .  . 
be contacted via email. 
SRO caller camdains aaent denied 2LVCO call. Suoewisor 

OZH5105 

02/16/05 

~ ~ ~~ ~ ~~ ~~ ~~-~ ~~ ~~~~ ~~~~ ~~ 

assisted caller also refus ng 2LVCO 3 times I apdogizea for 
ine problem ana venfea 2.VCO IS availab e. suggesting tne 
cal er try aga n and speak to a sdperv sor 10 explatn Let caller 
know m I inlorm management for follow up. Ca ler does want 
contact via email aaaress proviow 
Customer reponed agent a Sconnected aa<Jplly customer 
angry tnis nappens sornet mes when "S ng Sprint nternet 
Re ay customer wants to make sure management knows about 
this problem (apo.ogized lor prob em encounterea advised 
complaint wuld oe forwaraed to supervisor) Customer d d not 

that the inbound had disconnected, the 
outbmnd caller said that the application went 
through and that she really didn't need any 
more info from the caller. Agent processed call 
according to procedures. Agent not at fault. 

Agent does not remember the call. The agent 
was reminded of the proper disconnect 
procedures and the consequences of not 
following the procedures set forth by Sprint. 
The agent will notiiy a supervisor if a call 
disconnects in the middle of a conversation 
next time. 
The agent experienced technical difficulties 
which caused the call to be dropped from the 
system. The agent reported the trouble to the 
supervisor on duty, which made note of the 
issue. The follow-up e-mail was sent to the 

req-est wntact 
An SRO cLsImer cal w to complain tnat agent dfd not fo.low 
~nstructions Ca lei naa m e d  to 'as% for Dranama Gloria and 

02/16/05 

agent called and asked for "hot sexy maria Gloria. Caller was 
appalled and embarrassed by this. Caller did not ask to be 
contacted. Aoolwized to caller statinu that I would w o r t  lhis 

customer at 6:15 am on 2-22-05. 
CA coached on proper 2Line VCO procedure. 
Forwarded to AM as requested. 

IO agent su,wiGr. 
Customer States this aoent took over the call which had been 

. 

OZ16105 

02l21105 

~ ~~ ~~ "~ ~~ ~ ~ ~ ~~ 
~~~~ ~~~~~ ~~ 

nolding for qute somelime ana scarcely a minute atter this 
agent tmk !he ca I tne calt was aiswnnectw. Apolog zed to 
me crSlomer No 10 low .p requeslea 

A SRO c,stmer cal eo to say that the agenl o sconneclea 
lrom a call - before sne nung -p on me in tne mad e of tne cal 
after very poor translation of h a t  the other end was say ng 
RCS Apolog#zea lor Ihe handling of the call ho  Contact 
requesteo 
Customer was near.ng compel on of appl.cation of crean 
membership h e n  CA aisconneclea tne caJ ne recently 
d o m  oaded tne 1818~1 version of .AVA program He noliced 
that ne has to scro I down Ine upper part of Ihe dialog box in 
oroer IO read Ihe latest message. Cuslomer Service Response 
Apologized for the a.sconnection and told h m  the repon w u  d 
oe sent to call center srperv sol ana also to SRO AccoLnt 
Manager. Follow up requested 
Agent 7730 a#sconnecIw on nim before the agent ever draled 
0-1. CAamer anso slated that lnis happens al h e  time m e n  
he uses SRO When he uses TN th s does not happen 
Apolog;zW for inconven,ence and saia vvoulo pass on to 
appropriate superv sol. Customer does not need contact 

SRO user compiains agent began 2L VCO but then 
d Sconnecled mln in mioale of a cal . Apolog zed for the 
problem and let c.stomer know I MI inform tne agent 
srperv#sor for follow up. Customer ooes want contact at 
provided ema I aadress 

Operator &as spoken to regard ng Ihis 
compla nl Was rem ndw !hat there IS to be no 
la k ng our "9 a cal or mi le  !ne F 1 or F2 s 11 

2121!05 Opr d d not recall Ine ca I ana staled 
lne only reason w n y  he wula dtsconnect IS rf 
they a d not respono ana he lo lowea the 
a sconnecl procedures Opr IS ahare 01 Ihe 

Customer wmplalns Ine agent did no1 mow what 2 me VCO 
IS. an0 cut lnem on n the midd e of a ca I Apo ogized let 
c ~ ~ t o r n e r  know I wa.10 inform the men1 SUOBNISOI for fa low ~~~~~~ ~ ~ ~~ 

up. Customer did provide emaii add& fo;contact from SRO 
account manager. 
SRO caller uses voice to call to her sister, TTY user, complains 
that during their call the agent repeatedly talked to another 
operator. I apologized for the problem and let caller know i will 
inform the supervisor for follow up with the agent. Customer 
does not want contact 
Customer calling in on SRO said agent 2476M hung up on him 
Customer said this has happened to him before and to his 
friends. I apologized to the customer. Customer does not want 
a follow up. 

02/15/05 

02/15/05 

I proper procedures set forth by Sprint.. 
I Aaent did not remember this call. Aaent was 

coacnea on follomng aisconnect procedues 
and the consequences of not a0 ng so A so 
coacnw on call hand mg as well as dorm ng a 

nformed agent Agent clearly rememberea Ine 
cal beca-se when sne told !he o-lbound ca ler 
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02/17/05 

02/17/05 

02/17/05 

02/17/05 

02/17/05 

02/18/05 

02/18/05 

02/18/05 

02/18/05 

02/21/05 

SRO customer called in to say agent 7935M disconnected in 
the middle of a very important long distance call. The call was 
disconnected erroneously but did not bother calling back. The 
customer said it takes several steps to complete this call. I 
apologized to the customer. Customer would like a foilow up. 

SRO customer reports agent retyped everylhing that customer 
typed pius the response customer also disconnected in middle 
of call without explanation (SRO customer emailed the SRO 
conversation to RCS it's possible the SRO customer has an 
incorrect setting on computer that allowed the repeat problem 
also advised Relay operator only types what is heard and does 
not have time to retype what customer typed plus the response 
also advised SRO has experienced some technical problems 
causing disconnects apdogized for problem enwuntered 
advised complaint would be forwarded to supervisor) Customei 
requests contact to email address ASAP 
A SRO customer called to say that the agent was either not 
responding to me when I typed to him or whatever and then I 
asked to swak to his or her supervisor and the supervisor 
slaned typing to me an0 tnen h4ng up on me RCS Apologized 
lor tne nand ng of Ihe call No wntact rewesteo 
A SRO customer cal ed to say that the agent was no1 
responding to me when I typed to him a i d  then I asked to 
speak to his or her Supervisor and the Supewisor started typing 
to me and then he or she hung up on me. RCS: Apologized for 
the handling of the call No Contact requested 
Custmer says that in the middle of the conversation through 
SRO the call disconnected. When caiiing in to report this with 
Relay Customer Service thru SRO the call again disconnected. 
Customer called back and wanted this reported and corrected. 
RCS response: Thanked the customer for lening us know and 
assured that the comolaint would be sent in as stated. r~ ~ ~~ 
~~~~ ~~ ~ ~~~ ~ ~~ 

Apologized for the problem and let them know it was being 
looked into. No call back requested 
SRO customer reports line disconnected after providing phone 
number twice to Relay (apologized to customer for problem 
encountered. Advised may have been technical issue 
regarding SRO. advised complaint would be forwarded to 
managwnent) Customer did not request contact, just wants 
problem fixe0 
A SRO user cakd  IO say  lhal a.nng his Conversation mtn h s 
client tne me RCS Apolog zed lor Ihe problem No contact 
requested 

SRO customer reports agent was rude. Customer asked what 
Sk means and agent replied he didn't get paid to chat with 
customer (apologized for problem experienced) Customer 
requests contact via email 

Agent disconnected call while customer was trying to find out 
some information on very important business call. Customer 
Apologized for the inconvenience and told them the report 
would be sent to the call center. No follow up requested. 

An SRO cdtomer cal la to report that tne agent d swnnecleo 
theca I belore Ihe o.tbound pany was reacned NO f.nher 
details were provided. Apologized to customer. No foilow-up 
requested. 

02/21/05 

02/26/05 

02/17/05 

02/17/05 

03/03/05 

02/18/05 

02/18/05 

02/25/05 

02/18/05 

02/21/05 

:onsequences of disconnecting cushers and 
said he understood. Call was via SRO so 
unable to investigate to find the source of what 
may have occurred. 
Reviewed proper call processing with the 
agent and the importance of following up on 
SRO disconnect procedures. The agent 
understands the consequences d 
disconnecting a call without supervisor 
approval or without following the guidelines set 
by Sprint. Called the customer on 2-1 0-05 and 
explained our SRO diswnnect procedure. The 
customer was satisfied with the resolution. 
Team leader had a discussion with the 
operator about the incident. Reminded the 
operator the importance of making customer 
satisfaction our number one goal, and when 
you are talking on calls, you are taking this 
away from the custmer. I explained when F1 
or F2 is lighted up. y w  are on a call. and that 
is the only thing you should be focused on. The 
operator has agreed. 

Agent does not recall a call with this 
description but is aware of the consequences 
ddiswnnecting a call. 

Agent does not recall a call with this 
description but is aware of the consequences 
of disconnecting a call. 

Acknowledged the problem and shared info 
with business development. 

Agent number not provided; could not foilow up 
with agent. 

Agenlco.lo not rememoer ca I Sounos I r e  
Iechncal modem proolem Revieneo proper 
proceoures mlh agenl 

The agent underslanos lhat lney are a lone0 IC 
answer relay re.ated quesI 0"s vyll le lney only 
nave one person on Ihe I ne Tne agent was 
remfnoed lo get a soew sor 11 they ever 
expei,ence any proolems wlh a cuslomer n 
tne IutLre An e-mal was sen1 Io Ine e-mai 
address pro~ioeo on 2-25-05 a1 2 27 prn 
However an error message was iece ved 
stat ng that .t was an m a  io e-ma I aoaress 
and Ihal tnere was no such aCc0.m 
Agenl d d no1 remember tnls cal However lne 
agent was wacheo on tne mponance of not 
o sconnecl ng ca Is. Also advise0 me agent 01 
consequences of doing so Cenler nad a so 
been experiencing lechn cal odfcA es wlh 
SRO cal s dropp ng on tn 5 day - pro0 ems 

.un,,y. 
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SPRINT RELAY ONLINE SERVICE - 
2121105 

12/22/05 

12/22/05 

12/22/05 

12/22/05 

)2/22/05 

)2/23/05 

12/24/05 

12/24/05 

32/25/05 

02/25/05 

02/25/05 

exotained that the agent dta not follow her 
nslr~clions Apolqlzed Explained lhal 0 sc~nneclion coulo 
lave been a tecnnd problem buI tne supew 50, wll be 
noidea tnat lhe aqent did not fol ow her instructions NO lo1 ow 
UP 
Customer explained mal h.s inslructoons ware not Io.lowd 
The number caltea reacned an answenng machine recoro ng 
Tne customer states he was stamng to type message, b-t the 
agent disconnected him. Apologized. No follow up. 
Operator was very slow in responding and when customer 
asked questions it t w k  awhile before he responded. 
Response: Apologized for the inconvenience and told her the 
report would be sent to supervisor. Follow up requested at 
provided number. 
A SRO Customer called to say that the agent was doing 
nothing--1 have been waiting for him to dial that number for 
long time with no response from the phone nbr or agent. RCS: 
Apologized for the handling of the problem. No Contact 
requested 
Customer Complaint: Customer tried to make call and the line 
was busy. Asked the operator to redial. But instead of redialing, 
the agent disconnected my call. Customer Service Response: I 
apologized for the Inconvenience and told customer report 
would be sent to call center supervisor. No follow up call 
requested. 
Customer states the agent disconnected his call. The customer 
explained that he was speaking with his party. and the line was 
abruptly disconnected. Apologized. Explained that it might 
have been a technical problem. Customer disagrees. Advised 
that the supervisor will be notified. No follow up. 
SRO user comolains his call was disconnected durinu voice 
mail retrieval, and said it seems many CAS have dfiiulty 
retrieving voice mail when given instructions. Apologized for 
problem and offered account manager contact. Customer did 
provide his # and wants to be wntacted by A.M. 

SRO customer very pleased with this agent's performance but 
the call was disconnected. Accommodation-K64432655 for 
agent was turned in. While the SRO user was on line with CIS. 
the customer he had been disconnected from called and 
verified h was a technical problem saying they were 
disconnected, he did not hang up. Apologized for the 
disconnection. No follow-up requested. 
SRO user complains agent disconnected call in middle of 
conversation. Customer felt this was rude. I apologized, and 
attempted to offer account manager contact. Caller became 
abusive. 
Customer states that he typed to his friend something offensive 
and instead of relaying the message this agent typed 
"message garbled." The customer tried 3 times to get the 
offensive message across to his friend and the agent kept 
saying the message was garbled. Customer States that the 
agent was not representing what he was trying to say also the 
agent disconnected the call before he was finished talking. 
RCS response: Thanked the customer for letting us know and 
assured that the complaint would be Sent in as stated. No call 
back requested 
Customer states that he typed to his friend something offensive 
and instead of relaying the message this agent typed 
"message garbled" The Customer tried 3 times to get the 
offensive message across to his friend and the agent kept 
saying the message was garbled and the agent was not 
representing what he was trying to say and then the agent 
disconnected the call. RCS response: Thanked the customer 
for letting us know and assured that the complaint wu ld  be 
sent in as stated. NO call back requested 
SRO user complains agent disconnected call, they did not 
have ID #. Apologized explaining technicians are aware of the 
issue and workino to correct it. Customer does not want 

02121105 

02/22/05 

02/22/05 

02/22/05 

02/22/05 

02/22/05 

02/23/05 

02/24/05 

02/24/05 

02/28/05 

03/17/05 

02/25/05 

det with agent, and they do not remember this 
;all. Agent also stated they would not hang up 
3" a customer. Coached agent on the 
importance of always following customer 
instructions for every call. 
Agent number not active, unable to resolve 
complain. 

Unable to resolve complain, agent no longer 
with account. Tried to call back customer to 
follow up on resolution: Attempt #I- No 
answer. Attempt #2- No answer. Attempt #3- 
Lefl messages. 
Agent had one call that day without a 
r&ponse. Agent followed proper no response 
diswnnect procedures and displayed proper 
knowledge of procedures when supervisor 
asked. Not agent error. 
Agent could not remember the call. Discussed 
proper disconnect procedures with agent. 

Me1 Mlh agent but agent did not rememDer 
ca I Informed agent on tne sever ly of hanging 
LP on a customer 

Met with agent, agent stated she remembers 
trying to pr-mess i n  AMR call once but had 
difficulties remembering certain steps. Let the 
agent know that 1 another situation similar to 
this wmes up again, to ask for supervisor 
assistance to help them process the correctly. 
Customer was contacted regarding resolution. 
He was pleased with the resolution. 
Provided information to Business Development 
about this issue. No further action from 
account management. 

Unable to resolve complain. When checking 
through our system, this number has not been 
assigned to anyone for several months. 

Tnis agent D number 1s currenl y unassigned 
Ca ler d d not req-est 101 ow up. theelore 
funher invesligallon s not posslole 

Delay n reso1.11on due 10 agent SCheoJle 
Agent old not rem I tnis parttcu ar imoent sne 
rememoers tnat nigh1 a Team Leader having IC 
work ale 10 dea w Ih cal s of thts nature Agenl 
acrnowtedged the proper procedure 10 oblain 
s-pervisor assistance when oeal ng mth such 
cal s 

NO "formal on s x n  as agenl or no crslomer 
contacl no f.nher act on from acw.nl 
management 
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02125105 

02/25/05 

02/26/05 

02/26/05 

02/26/05 

02/26/05 

02/28/05 

02/28/05 

02/28/05 

03/01/05 

03/01/05 

03/02/05 

03/02/05 

tuustomer Complaint: SRO caller repotting that his calls have 
been disconnected twice today tight in the middle of 
conversation. Time was about l :W p.m. and 1:lO p.m. today. 
Does not have any agent ID numbers when it happened. 
Customer Service Response: Apologized for the 
inconvenience.. Asked him for agent ID number if it happens in 
the future to pinpoint the call center location, No follow up 
requested. 
Customer reported that three times in the past half hour 
(between 3:30 and 400 p.m.) their calls were disconnected 
during the middle of the conversation. Received typed 
message, "your call has been disconnected". Customer 

SRO customer states that they see the problem in calls being 
disconnected occasionally has not been fixed yet. I apologized 
for h e  inconvenience and told them I would turn this in to the 
AM. Customer does not want a foilow up. 
SRO customer called in stating that agent is still not following 
my instructions and she rudely disconnected on me. I 
apologized to the customer and said I would forward this on to 
the appropriate supervisor. 

Try customer stated that about haw an hour ago, 
approximately 1140p the operator hung up mid-call. TW 
customer also stated that he and the outbound voice were 
being a little silly when he received notification saying 
"disconnect." Apologized to the customer and said that the 
situation would be lwked into. 
SRO customer called twice this morning saying he presses 
connect to operator and it just sits there. I did not note the 
agent ID. Apologized to the customer and informed we are 
working on the problem. No follow-up requested. 

Caller stated agent was not following their instructions. Caller 
requested another female agent and another agent was 
provided. No follow up requested. 

The CA was not able to quickly relay all information on the 
customer service phone menu hierarchy. And afler repeated 
call backs to the number, agent could only enter one menu 
choice and then lag on the typing of the new menu choices and 
the SBC system hangs up. CA was asked to redial to continue 
entering lhe correct menu choices. Then afler almost an hour, 
SRO call was disconnected. This was frustrating to the 
customer as it happened twice before the other night. 
SRO professor at a university, doing a demo for the class of 
about 35 students on the big screen in front of the class, got 
operator 4111 F who said to this caller. "Loser get a life besides 
the damn computer!!! Your call has been disconnected. The 
caller demanded an apology and stated that he saved the 
conversation to disc. Apologized to the customer several times. 
Customer would like a followup from a supervisor. 

Customer Complaint: Customer reported that the CA hung up 
while they were not finished talking. The person went to get the 
paperwork then the CA hung up and caller was waiting for the 
person to give the information from the paperwork Customer 
Service Response: Apologized for the inconvenience and told 
them the report would be sent to the call center supervisor. No 
fol ow up requested 
Custwner slates that tnls operator was not relay ng imperative 
informal on to their fami y RCS apoogized to the cuslomer No 
follow up requested 

An SRO caller complained that agent 2546F disconnected 
them instead of placing their call. Apologized to customer. 

This agent hung -p on me nao , s t  place0 a cal ana aher Ihe 
cal was over, I asked tne agent a question She rddely typed 
SKSK ana lnen hung -p Thanked tne customer lor letting JS 
know and that we would forward this to the appropriate 
supervisor for handling. 

02125105 

02/25/05 

02/26/05 

02/26/05 

02/26/05 

03/07/05 

02/28/05 

04/19/05 

02/28/05 

03/01/05 

03/01/05 

03/02/05 

03/02/05 

icknov4edge.d \he issue and passed \his 
concern to Busmess DeYelOpmenl 

Apologized for the inwnvenience and 
explained it cwld be a technical problem, as 
we have had several other reports today. 
Entered Tr #1002398215. Follow up call 
requested if that will help solve the problem. 
No agent number; account manager will follow 
up cicompiaint. 

Reviewed disconnect procedures with agent. 
Agent could not remember having a call that 
asked for special instructions: discussed 
problem with SRO calls and modem failures 
with agent. Explained why we need to make 
sure t i  use pmper disconnect procedures. 
Spoke with CA 1433 regarding the complaint. 
The CA did not recall the incident and he did ~~ ~~ ~~ ~~~ ~ ~~~ ~ ~ ~~~ 

show proper knowiedge of m e n  to disconnect 
on a SRW ca I The CA was met mtn on 
02/26105 and this compia nt was comp,etm 

Since 1h.s has occ-rred to the customer 
numerous l'mes through dltferent operators. 
fornroed to Spr nl lecnn c an for testing. No 
phone n.mDer or P aodress listed so no 
furlner investigat on was possiole 
Agent was coacned on fol omng customer 
inslruclions 

Apo og zea. Agent does not remember ca I 

Sent to Team Leaoer. Cenler Manager ana 
Account Represenlalwe lor 101 ow up Agent 
WI I De coacnm an0 reor manom lor Inns 
incident. Agent coached by TL and Center 
Manager. Agent was informed of the 
seriousness of the implications and put on 
corrective action UD to termination Dendina 
investigation outcdme. 
Agent does not remember the call. There have 
been dfficuities Mth our agents losing Internet 
calls. However, the agent was reminded of the 
proper disconnect procedures set forth by 
Sprint and the consequences of not following 
those procedures. 

" 

Agent did not remember the call. Coached 
agent on importance of typing verbatim and rf 
needed be sure to pace the voice customer to 
get everything verbatim. 
Procedures reviewed with OPR. 

Reviewed proper disconnect procedures with 
agent. Agent displayed proper knowledge of 
disconnect procedures. Not agent error. 

20 



SPRINT RELAY ONLINE SERVICE 

- 
03102105 

03/02/05 

03/03/05 

03/03/05 

03/03/05 

03/03/05 

03/03/05 

03/05/05 

03/05/05 

03/05/05 

03/06/05 

03/06/05 

SRO user complains lhal agent debbratdy hung UP on an 
intense call. Customer complains, "YOU can not bill the 
government if you are not properly handling the calls." 
Apologized for the problem and let customer know I will inform 
the agent supervisor, and the SRO Account Manager. 
Customer refused wnlact. 
SRO user cmplains agent disconnected his I-hour and 16 
minute call with technical support, which was very frustrating, 
and now he has to start over again. Apologized for the 
problem, thanked them for making us aware of the issue, and 
let customer know I will inform the agent supervisor for follow 
up with agent. 
Person called to let us know they are having problems with 
SRO agent in the 2000 range diswnn&ing the calls without 
dialing. Apologized and advised we're working m that problem. 
No Follow-up requestad. 
An SRO customer called to complain that the agent did not 
type everything relayed on an answering machine message. 
The customer says she uses "code"wi1h her family and the 
operator "would not say what I was typing because it didn't 
make sense to him." She says he relayed about half of the 
message then said, "I am not saying the rest d this: this is just 
ridiculous." Apologized to customer for rudeness. Follow-up by 
account manager requested at email address provided. 
SRO customer reports many disconnects during call or when 
dialing experiencing many problems with disconnects 
(apologized f w  problem customer calling from work and insists 
problem is not with work computer only with SRO) Customer 
requests wntact via email or phone ASAP 
Person calling through SRO was disconnected. Apologized. No 
Follow-up requested. 

SRO user complains they are experiencing disconnects, 
sometimes more in the mornings and afternoons during calls. 
Apologized for problem and let d e r  know I would inform the 
SRO Account Manager for follow up via Email as requested. 

SRO customer states the agent was disrespectful toward them 
and did not follow instructions. They stated "1 want her 
terminated for not following FCC guidelines Her supervisor is 
being a big shot yelling at me, I want him Bred also for being 
disrespectful toward me". Apologized. No fallowup requested. 

SRO customer called ~n and sad agent disconnected the cai 
whi e tney were upgraoing win SB I apologize to tne 
cuslomer CLslomer did not request follow up 

SRO Customer called in saying agent 9215F ignored her after 
reaching an answer machine. Customer said hello but agent 
ignored her. Customer hung up and called back and got agent 
2873, that agent disconnected the customer. Customer called 
back and got agent 9146F and had a nice call. While RCS was 
taking the info to return the call the customer disconnected. 
Customer called back in and got a different RCS rep. RCS 
apologized for the inconvenience. Customer would like a follow 
up. RCS has turned in a Tr to Florida techs. TT 1002414093. 
Customer can be reached before I t 3 0  AM and after 230 PM 
eastern time. 
An SRO customer called to cmplain that the line was 
disconnected before he was finished with his call. The 
customer was still speaking to the outbound when the 
disconnection occurred. Apologized to customer for 
inconvenience. No follow-up requested. 
An SRO customer reports that when he tries to make a call 
through the Spanish relay through SRO that he keeps getting 
disconnected. He says this has happened numerous times and 
that the agent ID reported above is just one of a series of agent 
IDS through which he has been disconnected. 

03/02/05 

03/03/05 

03/03/05 

03/03/05 

03/03/05 

03/04/05 

03/17/05 

03/19/05 

03/05/05 

03/06/05 

03/06/05 

Rgent does not remember the ca\\. The auent 
was reminded of the proper disconnect 
procedures set forth by Sprint. The agent was 
also reminded of the consequences of not 
following those procedures. 

Operator was PUI ea for discuss on She nad 
no reco lectlon 01 thecal Was reminded of the 
penaky for aisconnening any cal er QA wll 
monitor tnro-ghout the monih 

Acknowledged prob em and shared fnfo to 
BJsiness Development aoout SRO 
a swnnection 

OPR coacneo on professiona ism ana warned 
to forlow proper procedures 

Conlacled customer and this n-mber IS no 
longer Service avai able 

Acknowledged and shared info with Business 
Development about SRO. 

Agent does not remember this call and is 
aware of the consequences of disconnecting 
calls. Re-assigned back to tally center for 
Trouble Ticket ently and follow up. Copy to 
AM. Informed Customer. 
Agent would not remember this call as the 
agent assigned the number the customer gave 
for this complaint has been out on FMLA and 
the number given by customer for the 
supervisor is also incorrect as the FEMALE 
with that number is not a supervisor and DOES 
NOT process relay calls in our center. 
Customer did not give follow up info therefore 
further investigation of this complaint can not 
be done. 
Reviewed proper procedures with agent. 

Met with agent, who did not remember this call. 
Coached agent on always keeping the 
customer informed, as well as the severity of 
hanging up on a customer which can lead up 
to and including termination, It seems this is 
more of a technical issue with the customer's 
line because their line keeps hanging up. 
Contacted the customer and informed them 
that a technician will contact them to follow up 
on their issue. 

investigated issue--agent ID number found to 
be out of range sent reminder to all agents 
through refresher training and continued 
surveys on proper call closure. No follow up 
requested 
Met with agent, but agent did not remember 
the call. They also stated that they would not 
hang up on a customer. Coached agent on the 
severity of disconnecting on a customer, which 
can lead up to termination. 
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k u l d  be looked intGand resoived. Follow up is requested by 
an Account Manager to the customer. 
SRO customer reports disconnects after conversations Started 
the line was disconnected several times (apologized for 
problems encountered) Customer did not request contact 

03/06/05 

03/06/05 

04/30/05 03/08/05 

03/09/05 

problem cou d oe nvestigated funnef ho ca.1 back requeslea 
An SRO cuslomer ca led to complain that the me oisconnecled 
wnile he was on Ine call C,stomer said he had 'unfinished 
business' out 'spnnt re ay d d oisconnect .Am ogized to 
cedomer lor InconvenlenCe ho 101 ow-up req-ested 

03/09/05 

03/10/05 03/10/05 

A SRO customer called to say that they were disconnected in 
the middle of their conversation without any warning. RCS: 
Apologized for the problem No Contact requested 

An SRO customer called to complain that the line disconnected 
while he was on the call. Customer said he had "unfinished 

03/10/05 03/10/05 

03/10/05 03/10/05 

03/10/05 

A SRO CLSlomer called to say that in the mddle of tnelr 
conversatlon mlhout any warnmg they were d sconnecled 
RCS Apolog zed lor rhe problem No contact requesl 

03/10/05 

03/10/05 

03/12/05 

03/14/05 

03/15/05 

03110105 

Customer states she was disconnected 3 times f r m  SRO. The 
first time she advises she was havina a conversation. She 

03106105 

SRO user complains they were talking and the call got cut off. 
Apologized, explaining the technicians are working on this 
issue, Customer commented "All of which does not help me" 
and disconnected No contact requested. 
SRO customer called in saying "I got disconnected for no 
ream"" I apologized to the customer. Custmer would like a 
follow up via his email. 

Customer states this agent was rude and disrespectful. 
Customer also states this agent was playing games and kept 
repeating that his message vias garbled. RCS apologized to 
customer. No follow up requested. 
Reported that they had placed a call to City Hall and reached 
busy signal. The operator typed "line busy", and then hung up 
without giving a chance for the caller to let them know she 
wished to place another call. Customer Service Response: 
Thanked the caller for letting us know and apologized for the 
inconvenience. Told her the report would be sent to the call 
center supervisor. No follow up call requested. 

attempted twc additional times, and i e r  call was disconnected 
before reaching the outbound. Customer could not provide any 
operator ID numbers Apologized. No follow. 
Customer states that when placing calls through the SRO and 
connecting with their caller after 5 to 10 minutes of 
conversation the call disconnects. This has happened 
numerous times and the customer states they have reported 
this a few times and they have received no remlution for this 
oroblem. RCS awlaaized for the Oroblem and assured that this 

03/10/05 

04/08/05 

03/17/05 

03/15/05 

03/06/05 

SRO user complains while she was online with SRO service 
the line disconnected in the middle of the connection. This 
occurred several times in the past and she is not pleased as 
she lost contact and can not caii that number again. 
Apologized for the problem let custmer know I would inform 
the SRO Account Manager. Follow up requested via email 
address provided 
Customer upset that the SRO call disconnected in the middle 
of the conversation. Wants to see that this problem is fixed. 
RCS response: Thanked the customer for letting us know and 
assured that the comDlaint would be sent in so that the 

03/09/05 

03/10/05 

business" but "Spnnt relay did disconnect.' Apologized to 
customer for inconvenience. No follow-up requested. 
A SRO customer called to say that the agent disconnected his 
call when the party he was talking to hung up and therefore 
was not able to make another call. RCS Apologized for the 
handling of the call. No contact requested 

03/10/05 

Since there is no Agent ID number unable to 
follow up with anyone. This ticket will be closed 
since no follow up was requested or can be 
done with an agent. 

acknowtedged the problem and no customer 
contact information available 

Acknowledged tnis cstomer contact ana 
share0 this concern to Business Development 
aLmt SRO line oisconneclion 

Ema I adaress incorrect and fai ed to de iver 
email 10 cuslomer 

Acknowtedged and shared this customer 
contact with Business Development about 
SRO disconnection. 

CA said she had not disconnected any calls in 
progress. She said she has had calk in the 
past where the calls drops off on its own which 
mav be a technical amblem. Reviewed 

, 

d Lonnect prolowiwlh CA 
Note Duplcate complaint to 11~64467241 
Agent does not remember a call with this 
description. Agent knows proper policies, 
including how to pause for a response after a 
call is completed. 
Agent did not remember this call, however was 
coached and is aware of the policies regarding 
disconnecting calls. 

'Note: This complaint is a duplicate to 
complaint #K64471572. Agent does not 
remember a call with this description. Agent is 
aware of DroDer Dolicies. includina disconnect . .  . 
policies. 
Met with CA on 3/29/05 and discussed the 
issue. 

Acknowledged and shared this customer 
contact with Business Development about 
SRO Disconnection 

Emaiied to customer on 3/18/05 for more info. 
No response 3/31/05 Closed due to no 
response from customer 4/8/05. 

Agent does remember this call. Agent followed 
correct Drocedures. 

Discussed win operator an0 coached on 
proper proceoures. 
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Customer states the screen said connecling to relay. ARer the 

follow up. 

CA identification number appeared, the agent immediately 
hung up even before the number was dialed. Apologized. No 

Customer States that SRO line keeps discmnecting - wants it 
fixed right away 

03121105 03121105 

03/22/05 03/21/05 

03/21/05 Customer states she's from PA and using SRO to make calis 
10 ner Soan.sn-smak<na relative CAomer emla ned thal on 

03/21/05 

03/22/05 

03/21/05 

03/22/05 

Customer stales tnat SRO reeps dlsconnect.ng on their calls 
w.lh Ins  agenl and wants It fixed Thanked the cuslomer for 
lening know and a w e d  that Ihe complaint would be sent 

03/23/05 

03/21/05 

03/23/05 

Customer Complaint Repotieo tnat operator nung .p on them 
when tnev were caliina a b.s#ness Customer Sew ce 

03/24/05 

04/04/05 

03/24/05 

SRO user compla ns agenl old no1 enter information ne 
pro" ded on voice prompting record ng. tnere was an extreme y 
ona oa-se win nolnino ana recoro na d Sconneclea Ca led 

03/24/05 

03/23/05 

it is happening t m  oflen for~it to be a technical error and would 
like the CA's to receiving more training. Apologized. No foilow- 
up requested. 

Customer states that agent disrupted call by telling the caller 
this was a fraudulent call. Customer states that agent would 
not continue making other calls. Customer then said that they 
wanted to talk to the agent. RCS response: Thanked the 
customer for letting us know. Told the customer it was not 
possible to talk to the agent but that the complaint would be 
sent in as stated. Customer then stated a curse on the agent 
and went on in detail what would happen to the body. 
Customer was told that the complaint would be sent in as 
stated. No call back requested 
An SRO customer called to complain that the agent 
disconnected the call. Customer also said agent "would not 
clearly read the message, and started saying random quotes 
into my voicemaii." Apologized to customer for inwnvenience. 
No follow-up requested. 

04/11/05 

03/24/05 

,~ ~ 

3/14 at ii:44 PM and Gain on 3/16 at434 PM the phone 
numbers she requested were never dialed. She was 
disconnected She explained that bilingual SRO calls tend to 

in as stated No call back requested I 
A SRO Customer called to say that she was disconnected on a I 03/22/05 
call without any warning. RCS: Apologized for the handling of 
the call No contact requested 

Respons;: Call takeniy relief operator who apologized to the 
caller and tdd them the report would be sent to the supervisor, 
and supervisor would speak with the operator. No foilow up 
requested. 

" .  ~~~ ~ ~ 

tried 2 more times got ihe same age:, who would not type any 
recording information. Fourth time, he was successful in 
completing his call with a different agent. Apologized for 
Droblem. let him know I will inform the Suoervisor for follow UD 
withagent. ' ' 

Reported through SRO emaii to Customer Swvice that Cali had 
been disconnected. Provided print out of a previous 
conversation through SRO, but did not have copy of the call in 
question. Customer Service Response: Apologized for the 
inconvenience and told them the report would be sent to the 
call center supervisor. Follow up requested. email contact 

03/23/05 

provided. I 
SRO caller is positive the agent disconnected the call and says I 03/24/05 

Spoke with CA who did not remember anything 
ddd happening on a call. Sounds ike a call that 
dropped out Since it was before a number had 
even bean aiven. CA is aware that the" cannot 
oisconnect a ca i mtnout S.WN sor approval 
RCS response Thanked tne cuslomer for 
letting us know and assured that the complaint 
would be sent in No call back requested 

All agents nave been aodresseo lhal they nee0 
to mil 3 minutes before reauestm lor a hano 
up on an internet call AII agents a;e aware 07 
the severity of hanging up on a customer 

Agent does not m a l  tnis cal but 1s aware ot 
Ine consequences of not followng procedJres 
regardlng d sconnects 

Oprator spoken to about this call. Did not 
remember it. Said he wouldn't hang up on 
customen. QA will monitor this operator 
frequently during the month. Operator was 
reminded of the penalties of disconnecting any 
call. 
Met with CA. Was documented that caller had 
CA to dial 80W to a business and CA let caller 
know the name of the business and caller 
interrupted and got upset with CA. Supervisor 
came over, caller upset with supervisor and 
told sup?rvisw they were going to complain on 
them. Was going off on supervisor and 
supervisor made documentation of this 
situation. Procedures were followed as 
directed. Rec'd on 4/4/05 
Agent does not remember this specific call. 
Supervisor reviewed proper procedures for 
leaving messages and reminded agent to ring 
bell for a supervisor if any questions. 

This is the sewnd compiaint of operator 
disconnecting SRO calls in two days. The 
operator was again reminded of the penalties 
of disconnecting any call. We will be closely 
monitoring this operator for furlher incidents. 

Followed up with team leader who spoke with 
agent. Agent did not disconnect caller on 
purpose. Call dropped from the screen agent 
received inbound disconnect message will 
watch this issue to insure there is not some 
technical problem as well as continue to 
ensure this agent does a good job. 
Met with agent, she did not remember this 
specific call. Agent Stated that she would not 
tell that to a customer. Informed agent that 
refusing to process any calls for a customer 
could lead up to termination. Also coached 
agent on always remaining transparent, to 
keep in mind that they must always follow the 
caller's instructions, and if they wish to make 
several calls we must honor their request. 

Met wlagent. Agent did not recall incident. 
Agent was coached on disconnect procedures. 
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03/28/05 

03/28/05 

03/29105 

response: Apologized and told him the report would be sent to 
the supervisor. Follow up requested at email address. 

YraudilenP call. CA ackndedged \he 
importance of maintaining transparency on all 
calls. Trish-Customer Relation Manager was 
notified. Sent the customer an elnail stating 
that all of our agents know the importance of 
maintaining transparency on all calis. 
Agent did not write down information. 
Reviewed proper procedures with agent. 
Disconnect swnds like technical problem. 

Agent does not recall this call and is aware of 
the wnsequences of not following diswnnect 
pmedures 

Apologized for the iwonvenience and offered 
them customer service for a resclution. 

03/28/05 

03/29/05 

03/29/05 

03/30/05 

03/30/05 

03/31/05 

I Customer Complaint: Caller requested a report be sent to 
SupeNisor of the agent that handled his call to MasterCarc. He 
wants super. To check around the agent's workstation to see if 
she has witten any of his account information down, because 
when he asked her if she did-she hung up. He wants to be 
sure the agent did not \mite the acct. number down plus his 
date of birth. He is very suspicious of ident%y thefl, because the 
agent did not reply. Customer Service response: Apologized 
for the disconnection. and told him the report would be sent to 
the call center supervisor. informed him that agents were not 

dialing the number. He waitedfor her to respond but after a 
long wait he hung up. He said this is not the first time this has 
happened and suspects it is a technical issue. Apologized to 
customer for inconvenience. No follow-up requested. 
The customer stated that *he is experiencing a problem with 
Sprint Relay Online scroll function. The scroll function for the 
operator section does not automaticaily scroll down when 
needed and that s/he has to do it manually. Meanwhile the 
scroll function for the user's section works just fine. Slhe fen 
that it wasn't a user friendly and wanted to wrrect it. 
Customer states he is unable to scroll down in the operator 
screen. He repurts it is simple software fix that he wants 
corrected. Apologized. Follow up requested. 

Customer gave specific instructions to delete messages after 
relayed. Agent did not delete; redialed and typed out saved 
messages again. Also agent failed to keep customer informed 
when live penon answered. Apologized for inconvenience: 
thanked customer for feedback and educated customer that 
relay must redial to delete messages. No call back needed. 
A SRO customer called to say that the agent disconnected him 
right in the middle of his wnversalion. RCS: Apologized farthe 
handling of the call. No wntact requested 

Customer states that agent misdialed the number and then 
typed over what he was saying which seemed very Nde. 
Thanked the customer for letting us know and assured that the 
wmplaint would be sent in as slated No call back requested. 

1 pennrnea to wgte dorm call content No to taw up requestea 
I An SRO cuslomer cal ed to rewrt lhal the aaenl ha0 trouole 03128105 

03130105 

03130105 

0313tl05 

03131105 

04130105 

04130105 

04104105 

Coached agent on keep ng ca ier m1orme.z a m  
proper voce ma I retrieval praceoures 

Agent coached on mportance of not 
o sconnect ng crsiomers mlhoul suwtvisor 
approval 

Supervisor assisled mth ca I Coached agent 
that even Ino-gh it s possib e 10 lype at tne 
same m e  as tne SRO s e i  1 s a good n le  of 
lhumD not to do tnis as conversalions can 
oecome extremely mudoleo due 10 ,ag lime 
Treat SRO cal s the same as regular slate 
relay TIT calls Also coached agent on 
mpcrlance of sraying tocuseo and oialing 
conect numbers 
Agent d!d not remember Ihe cal. Agem 
demonslraled proper knodeoge M e n  
sdperv sor reviewed proceddres 

acmomedged an0 snared customer conlact 
mlh 0"s ness Ceve opmenl about SRO 
o sconnecton 

Acknomeogea th s Customer conlacl and 
snared wncern mlh Business Development 
aooul SRO d sconnecl on 

Fo low up ema I sen1 by Relay Center CS 
Pomt of Conlact on 414105 

03/31/05 

03/31/05 

SRO user complains agent disconnected him afler he said a 
curse word. Caller asked if cursing was not allowed on relay. I 
apologized, explaining when Someane uses relay it is "their" 
call and they can speak freely, that agent is not allowed an 
opinion about the call. I let caller know I will inform the 
supervisw to address it with the agent. 
SRO customer disconnected in middle of conversation 
(apologized for pfoblem) Customer did not request contact 

03/25/05 I This agenl denied that she said lhal it was a 

03/31/05 

04/04/05 

SRO customer disconnected in middle of call (apologized for 
problem experienced advised complaint wu id  be forwarded to 
SRO Acct Mgr) Customer did not request contact 

An SRO customer called to complain that the operator hung up 
on her while she was making a call. She said she called back 
and talked to the supervisor 2600, who was "rude and not 
helpful at all" when she reported the incident. Apologized for 
disconnect and supervisor rudeness. Followup requested at 
provided email address. 

cornpurer system 5/11/05 never rece ved a 
response from customer. 
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when they asked that she check the agentlS area to make Sure 
she didn’t have any credit card information winen down. 
Custmer suspects the supervisor and agent are lying. 
Customer wants SRO authorities to know that heishe will sue if 
unauthorized charges appear on their credit card statement. 
Explained our commitment to confidentiality. Customer ended 
our conversation by calling CS representative stupid. No foilow 

04/04/05 

04/04/05 

Customer suspected agent wrote down personal credt card 
information. Customer wan& SRO authorities to know that they 
Mil sue S unauthorized charges appear on their credit card 
statement. The call ended with customer calling Customer 
Service representative stupid for explaining policy. Explained 

04/04/05 

04/04/05 

04/04/05 

04/05/05 

There is no follow up needed. 

04/06/05 

04/06/05 

04/06/05 

04/07/05 

04/07/05 

04/07/05 

customer nates tnat when ca i,ng a bus ness and gehlnq a 
recoroed messam this anent Oniv Ivoeo Ihe molnn~no at the 

0411 1105 Met Hnth agent. sne staled that wh le typing the 
recom na Ihe caller lntermoted bv Imino ’wait 

UP. 

An SRO customer called to complain that the agent was “being 
rude. He disconnected me on purpose.” Apologized to 

04/04/05 

Customer stated that this agent hung up on him. Thanked 
customer for lening us know and that we would speak with the 

04/04/05 Reviewed proper call processing with the 
agent including the correct protocol when 

-~~ I ~ I r ~ ~ ~  ~~~- ~~~~~~~ ~~~~ 

recording and then typediwaiting for live representatke) and 
then sent the holding macro. The customer states they did not 
instruct the operator to wait for a live person RCS response 
Thanked the customer for lening us know and assured that the 
complaint would be sent in as stated. No caii back requested. 

Customer expia ned that h s  Pany hung -p and he ashen Ihe 
CA why The CA toia tne ca lei h a t  tne voice person had sad 

04108t05 

~,~~~ , .,_~ ~ ~~ ~ “I ~ ~ ~~ ~ 

Wait“lSo agent thought caller meant to wait for 
a live person so that is why agent stopped 
typing the recording and waited for a live rep. 
Informed agent that if a TTY user types 
something, to first let them finished typing their 
message. Then if it seems that if may mean 
several things, to verify with the customer their 
exact instructions, instead of going ahead and 
doina the something else that the caller did not 

Ta keo win Agent 010 not remember 
aisconnecting me ca i Was coacned on tne 

Apologized. No follow up. 
Customer states the agent dialed using the wrong area wde. 
When he asked her why, he explained that the agent gave him 
a hard time He states agent didn’t like being corrected. and he 
didn’t like her attitude. APobgiZed for the problem. No follow 

04/06/05 Unable to resolve complain, when lwking for 
agent, It showed this number has not been 
assigned to an agent for over a rnonIh 

I agent regarding this issue. No follow-up requested. 

Customer asked agenl d she nad ieh a message as requesteo 
agent 010 not type a response tnen hung up On caller 

04106105 

I disconnecting a customer. The agent I understands. The agent ais0 undemtands the 

Agenl does not remember a cai mln Ih s 
descr pt m out IS aware of proper procedures 
lor e a v m  msa and Keeoina customers 

An SRO caller stated that agent disconnected him afler his 
caller hung up. Caller stated that operator said due to caller 
hanging up I do too and diswnnected. Apologized for problem 

Customer states that while making a call through SRO the line 

The customer contends since the CA knew the words voiced, I I importance oi following customer’s I 

-~ . -  
informed. 
Reviewed proper disconnect procedures vith 
the agent. The agent understands. The agent 
was also reminded of the consequences of 
purposely disconnecting customers. 
Agent does not recall this call but Is aware of 

04/06/05 

06/09/05 

I she should have typed them verbatim. Afler the customer 
questioned the CA, he requested another numberto call. The 
CA did not process the caii; she disconnected the line. I instructions. Agent is aware that disciplinary 

action will be taken if disconnect customer. No I follow up necessary. 

was diswnnected before the conversation was completed. 
RCS response: Apologized for the problem and assured that 
the complaint would be Sent in so that the problem could be 

04/07/05 
and operator did not dial number requested then hung up on 
caller. Aooioaized to caller and thanked her for lettina us know. 
NO IO iow .piequestec 
Customer states that wh ie mahtng a ca I through SRO the i ne 
was a swnnected before tne conversat on was comp eled 
RCS response Apoiogzed for the prob.em ana aswed  tnat 
the complain! wo.ld oe sent n so Inat Ine prob em could be 

- 
04116l05 

investigated further. No Cali back requested I 

the consequences of not following procedure 
regarding disconnects. 

Met Mth CA. who does not remember Cali. CA 
feels it may have been a call that dropped off 
the screen. CA verbalized knowledge and 

agent to ring for supervisor if necessary. 
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m 

04/07/05 

04/10/05 

04/10/05 

04/10/05 

04/11/05 

04/11/05 

04/11/05 

04/12/05 

04/12/05 

04/12/05 

\n SRO customer called to complain that the agent 
jiseonnected the call before the customer was finished. The 
3uslomer says they had finished making one Call and was 
about to type another number to dial when they got the 
message that the line had been disconnected. Apologized lo  
customer No follow-up requested 
An SRO c,Slomer called Io cmD,ain that tne anenl 
disconnected him in the middle of the MIL He sjspects it was 
oecause he used foul language and the agent did not like it. 
kcording to his friend, whom he was speaking with at the 
time. the aaent sounded "disausted:' Awlwized to customer. - 
Fo lowup requested at nmoer given 
CJstomer stales CA ala not resPono1answer when the 
cuslmer wusing cuslmer lo waste time for a ousiness CB I 
RCS aporogizeo lo customer Cuslomer requests a lo low UP 
from S-perv sor 
SRO customer ca.lea in slat ng tnat Ine CA sald sne was gong 
lo ruin her inenilly and steal her name so 11 LM I look like sne 
has bad crealt RCS apo qlized Io cuslomei and offered lor 
someone Io ca I oack 10 follow UP on this 1ss-e C.stomer 
aoamanuy declined a foliow up 
An SRO Customer called In lo Complain that the agenl 
oisconneclea Ihe caller mi le  he was trying to cal a Store 
Apologized to customer Follow-up requested at number given 
above 

The S,pervisor was argumentat ve and aid not ne p tne 
s Labon at all wth agent 7928 m e n  Ine caller InSlnCl OnS 
were not fol owed Apo cqzea  NO lo low-UP requested 

Agent IS no1 complying mth my ~ns1Ncl~ons to .et the PnOne 
r ng 3 times and only 3 times. She le1 the phone rang 5 or 6 
I mes and et the answerng mach ne pic6 up I didn't ask her to 
let tne phone ring mate man 3 limes Apologized No 1ollow.p 
requirea 

Customer a%ed tne agent not to lype  out the OpbOnS upon 
reaching the nmoer dialed Io a company b d  to insleao s mp y 
as6 for a cenaln department AI Erst tne agent did lo low 
~nstructions but tnen went on 10 type out al tne opt ons an0 
couldn'l ieep UP wlh the recoroea message Tnere were so 
many lypos Ihai lhe customef coutdn t tell which extension 
nunoer to press. F nally Lpon reach ng a live person we were 
disconnected This happened MCe and was very lr.slra1 ng 
RCS response Apologized for the prob em and assured lhal 
tne compla nt wu,d be sen1 in as slaled ho call back 
requestea 
An SRO crslomer called Io compla n Inat the agenl d d not 
foilow caomer inslnctims regaroing answering machme 
procedure Apo ogizea to cstomer. NO fo I0w.p requested 

An SRO caller wl.ed to complain that agent was very shon- 
tempered h4In the voce person that ne was wli'ng and also 
that the agent nung up on nim Apologized for tne Proolem 
Customer does not Msh 101-ow up. 

Reponing garbl ng on SRO The cal to number was gam eo 
wltn numoers and leners. Openea TT 002489228 for 
resolLlion 

04/07/05 I 

04/07/05 

04/10105 

04/10/05 

04/10/05 

0411 1/05 

04/11/05 

04/12/05 

04/12/05 

04/12/05 

04/12/05 

<eveviewed proper pmcedms with agent. 

Talked with agent. Agent does not remember 
call. Coached agent on the consequences of 
disconnecting customers intenlianaily. 
Anempled to call customer back on 4/13/05 at 
2:50 pm and 345 pm and on 4/14 at 3:30 pm. 
Each time was a recording with no TTY user. 
Message lefl on answering machine 411 1/05 
thanking customer for info. Apologized and 
informed him that OPR will be coached. 

Foliowed up with CA and went over complaint 
with her. Reviewed wnRdentialiymth CA. CA 
assured supervisor that she did not copy down 
any information. CA not at fault. 

Forwarded complaint to team leader for 
coaching and follow up. Agent does not 
remember this s w i f i c  call, however, 
understands poiicy on releasing wlls only with 
supervisor assistance. Reviewed 
consequences of intentionally releasing a call 
with agent. Called customer to inform them on 
outcome d foilow up with agent. 
There is no supervisor name mentioned in this 
contact. therefore it is not possible to resolve 
the issue with a supervisor. 

s+ervisor $1 lhey encounler problems win a 
cdstomer or f tney nave I~OUP e Lnderstanoing 
Cuslomer ns11~clions 
CA said she followed the lnwund nSlruCllOnS 
and dtd not lype out Ihe recorded message, 
however tne record ng went inlo an answering 
matnine so sne lypea the answer ng macn ne 
message On the second atlempl a Voice 
person answreo ana lhe person hung -pas 
soon as tne operator started to annodce tne 
Internet WII Coached CA on followng 
customer tnsuucI#ons and lyping careful Y 

Agent Id 1626 cunenlly has not been 
assigned "nable lo lo low bp 

Forwarded complaml to agent SUPeN1sol for 
coachfng and lollow up SGpervlsor spme mth 
agenl Agent dant remember Ih s Panlcular 
ca I Agent was coached on Ihe IeperCUSSlOnS 
of oisconnecling calls and remembering IG use 
appropnate proceoures ,n handling cuslomers 
04112105 13 15 12thEMB485) A f i k r  Cut 
occmed Monday between Pnoenlx an0 
Tucson Tnis fber cut-affecled all 
communicat ons inlo ana 0.1 of hew Mexlw 
an0 nawa I TRS centers for the res1 01 Monday 
an0 part of Tuesday AI voce comm.nlCat ons 
were eipei e w n g  exfreme echoing ana 1TY 
resulted m garollng Th s wulo a so oe 
affening SRO F k r  cut nas now oeen 
repaired and echo ng and gar0 mg nave 
ceased 
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