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ﬁ pm Marybeth M. Banks Federal Regulatory Affairs

Director Vpice 207 585 1908
401 9th Street, Northwest, Suite 400
Washington, D.C . 20004

July 1, 2005
RECEIVED

Marlene H. Dortch JUL 12005
Secretary

Federal Communications Commission
445 12" Street, SW, Room TW-B204

Washington, DC 20554 uoe
KET i
Ec

Re:  In the Matter of Telecommunications Relay Serv Speech-to-Speech Services
Jfor Individuals with Hearing and Speech Disabilities, CG Docket No. 03-123

Fadaral Communications Commission
{Hfics o Sacredry

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(c)(1) of the
Commission’s Rules, 47 C.F.R. § 64.604(c)(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: Pana Jackson, Dana.Jackson@fcc.gov (FCC) Naw o foe Q_ i
List AE U
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Federal Relay TRS
June 2004 to May 2005

SERVICE COMPLAINTS
Answer Wait Time
#01 Dial Out Time
#02 Didn't Follow Database Inst.

#03 Didn't Follow Cust. instruct.

#04 Didn't Keep Customer informed

#05 Agent Disconnected Caller

#06 Poor Spelling

#O7  Typing Speed/Accuracy

#08 Poor Voice Tone

#)9 Everything Relayed

#10 HCO Procedures Not Followed

#t1 VCO Procedures Not Foliowed

#12 Two-Line VCO Procedure Not Followed
#13 Background Noise Not Typed
#14 Feelings Not Described

#15 Recording Feature Not Used
#16 Noise in Center

#17 Agent Was Rude

#18 Problem Answer Machine

#18 Spanish Service

Speech to Speéch

Other Problem Type Complaint

==~~~ = N =~ I~ R — N = — R — i — I - T = =

#22 Lost Branding 0
#23 Charged for Local Call 0
#24  Trouble Linking Up 0
#25 Line Disconnected 1
#26 Garbled Message ’ 0
#27 Database Not Available 0
#28  Split Screen 0
#29  Other Technical Type Complaint 0
#57  Caller ID D
#58 Regional 800 Calls 0
#59  Transmission {Can't hear or be heard) 0

MISC COMPLAINTS
Rates
ash
No 800 Number
Carrier of Choice

Network Recording
Other

TOTAL CONTACT




Tracking #

K64321333

Date of
Complaint

01/06/05

Category #
Complaint

25

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

Nature of Complaint

TTY customer calling from
IRS Agency using FRS and
while she was talking she
was disconnected. She
wanted to know what
happened? | apologized to
the customer and told her
that we had been
experiencing intermittent
technical problems on FRS
calls where the call wouid
drop from our station. | told
her that | would prepare a
trouble ticket and report
the problem on her call
immediately. Customer
said Thank You. Trouble
ticket # 1002290652

Date Resolved

01/06/05

Explanation of Resolution or Status

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

K64406955

02/11/05

21

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 received
the same answer.

02/11/05

Apalogized fo TTY 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
was given. Assured them a complaint would be filed so this and this issue
would be discussed with the aperator. The agent was unaware of this
procedure. The supervisor coached her regarding this procedure.

K64421124

02/18/05

21

TTY cailer said outbound
answered voice. TTY caller
asked for outbound to
connect to the TTY. Agent
typed back (pls hold I'm
trying to remember). Caller

02/18/05

{ apologized for the inconvenience and delay. | informed the caller that we
can only connect tty to tty at the beginning of the call 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. |
assured them this issue would be disccused with the agent. Agent did
TTY-TTY Release as requested and then moved to another position. No




*’é”“ﬁ Federal Relay RCC
L June 2004 to May 2005

#00  Answer Wait Time 0
#01 Dial Qut Time 0
#02 Didn't Follow Database Inst. 0
#03 Didnt Follow Cust. Instruct. 0
#04 Didn't Keep Customer Informed 0
#05 Agent Disconnected Caller 0
#06 Poor Spelling 0
#07 Typing Speed/Accuracy H
#08 Poor Voice Tone ¢
#09 Everything Relayed {
#10 HCO Procedures Not Followed {
#11 VCO Procedures Not Foliowed Q
#12 Two-Line VCO Procedure Not Followed 0
#13 Background Noise Not Typed 0
#14 Feelings Not Described 0
#15 Recording Feature Not Used 0
#16 Noise in Center b
#17 Agent Was Rude !
#18 Problem Answer Machine 0
#19 Spanish Service 0
#20 Speech to Speech 0
#21 Other Problem Type Complaint 2
OTA 0 0 0 1 0 0 0 U 0 O 0
OMP
#22 Lost Branding .
#23 Charged for Local Call C
#24  Trouble Linking Up 1
#25 Line Disconnected 0
#256 Garbled Message 0
#27 Database Not Available 0
#28  Split Screen 0
#29  Other Technical Type Complaint 1 2 1 1 1 1 1 8
#57 Caller ID 0
#58 Regional 800 Calls 0
#59  Transmission (Can't hear or ba heard) k
OTA 0 1 1 0 L
OMPLA
#30 |Rates . 0
#31 {0SD 0
#3232 |No 900 Number 0
#33 |Carmier of Choice 0
#34 |Network Recording 0
#35 |Other 1 1 2 1 1 7

TOTAL CONTACT




Federal RCC - Compiaint Log (June 1, 2004 thru May 31, 2005)
Date of Category # Date

Tracking # Nature of Complaint Explanation of Resofution or Status

Complaint Complaint Resolved

Customer did not receive Customer made changes to scheduled conference call without 48 hours
! 06/20/04 35 captioning 06/20/04 notice. Informed customer 48 hours notice required.
2 06/24/04 29 Ermor message on website.| 06/24/04 server error corrected.
Call did not go thru. No .
3 07112104 29 captions received. 07/13/05 Advised customer to enable Java.
4 07/13/04 28 Customczrpcélgnril:é receive 07/13/05 |Captioner could not get in to customer supplied audic conferencing bridge.
5 10/28/04 29 Lost capRoniig A9 | 10728/05 | Captioner lost connection to server. Technical supportfixed connection.
Customer had problem
saving copy of transcript . . i .
<] 12/20/04 29 from server after event had 12/22/04 | Server error comrected. Copy of transcript provided by e-mail to the client.
condluded- DCMA
No audio for DOT-OST
event - custaomer New event booked for following week. Customer advised on how to
7 01/07/05 35 postponed event without 01/07/05 rerschedule or advise.
advising or changing event.
Customer did not receive Incorrect audio information given in scheduling. Captioner dialed into
10 02/10/05 35 captioning 021005 event as soon as new audio information was obtained.
US Army Installation
Management Agency not X
12 02/22/05 35 listed in approved agency 02/22/05 Advised custorner o use Department of Amy.
listing on website
Customer had to reboot
15 03/03/05 29 and had trouble getting 03/03/05 Forwarded transcript of call. Newly released software pulied.
transcript.
Customer requested . A
19 03/18/05 35 transcript after call, 03/18/05 Advised customer to print directly after call.
Customer was happy with
22 04/19/05 35 the RCC service and 04/22/05 Informed customer that the transcript was destroyed foliowing the event.
request franscript of event
Customer had visibility
issues reading website and Visibility was user's settings. New font and font sizes scheduled for July
23 04/27/05 2 requested addition of new | 0> 0005 8, 2005 release.
font.
FHWA/DOT requested
technical assistance to
incorporate service into
s t;z'r;wﬁﬁ:?:zr:ggx? e No resolution date yet. Requires special S-video adapter which CC has
24 05/02/05 35 Y ) acquired and shipped to client to try with their Polycom equipment. Follow-
beyond scope of work but up is June 28, 2005
will not add to cost, If P ’
technical solution is found.
It will only expand the use
of service.




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

Customer inquired if all

Citizenship verification and ethical behavior statement has been obtained

25 05/04/05 35 captionists are US citizens. 05/05/05 from all captioners
Customer requested
26 05/11/05 35 additional agency for 05/11/05 Advised to use Dept of Commerce
NOAA
Customer requested
27 05/15/05 35 additional agency for 05/11/05 Advised to use HRSA
Medicare
Question on citizenship ) . . " ) .
29 05/16/05 35 and encryption for service. 05/16/05 Provided verification of citizenship and encryption used.
Customer requested to use I .
31 0517105 35 AOL IM during conference| 05/17/05 Informed customer that the captlgr:séa cliloes not have access to IM during
call. ’
NASA requested technical
demo to see how service
would work in display over
their videoconferencing
system nationwide. This No resolution date set. Waiting to hear back from client's technical staff
33 05/24/05 35 takes service beyond on date that we can review their Polycom system and whether captioning
scope of work but will not equipment will be required at their site. Follow-up is June 27, 2005,
add to cosl, if technical
solution is found. It will
only expand the use of
service.
CaptionedText site
allowing unauthorized . .
34 05/26/05 29 access to teleconference in 05/26/05 Updated website to remove calendar that allowed unauthorized access.
progress.
Caption Colorado software
discaozr:::ac:t?:; g;:)ﬁt))ner Application reset and the captioner reconnected. We have also corrected
35 05/31/05 24 resulting in the captioner 06/07/05 the programming within the appl|car:!on to avoid these situations from
being disconnected and oceurring.
captions being lost.
. . Captioner was using the wrong settings in our captioning software. We
36 05/31/05 21 Poor Caption Quality, also | ;07105 | have informed those captioners of their error, and have issued instructions
related to Tracking item 19 . . PR
to all of our captioners regarding this situation
. . Captioner was using the wrong settings in our captioning software. We
37 05/31/05 21 Poor Caption Quallty, also | - 0,07/05 | have informed those captioners of their error, and have issued instructions

related to Tracking item 19

to all of our captioners regarding this situation




Federal Relay CapTel
June 2004 to May 2005

SERVICE COMPLAINTS
#0  Answer Wait Time
#0t Dial Qut Time
#02 Didn't Follow Database Inst.
#03 Didn't Follow Cust. Instruct.
#04 Didn't Keep Customer Informed
#05 Agent Disconnected Caller
#06 Poor Spelling
#47 Typing Speed/Acturacy 1
#08 Poor Voice Tone
#09 Everything Relayed
#10 HCO Procedures Not Followed
#11 VCO Procedures Not Followed
#12, Two-Line VCO Procedura Not Followed
#13 Background Noise Not Typed
#14 Feelings Not Described
#15 Reconding Feature Not Used
#16 Noise in Center
#17 Agent Was Rude
#18 Probiem Answer Machine
#19 Spanish Service
#20 Speech to Speech
#21 Other Problem Type Complaint

- 0 0 Cc Q000090 cCcOoOCOoO0=0000C000

TECHNICAL COMPLAINTS
#22 Lost Branding
#23 Charged for Local Call
#24 Trouble Linking Up
#25 Line Disconnected
#26 (Garbled Message
#27 Database Not Available
#28  Split Screen
#29 Cther Technical Type Complaint
#57 Caller ID
#58 Regional 800 Calis
#59  Transmission {Can't hear or be heard)

MISC COMPLAINTS

TOTAL CONTACT




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

. Date of Category # . Date . .
Tracking # Complaint  Complaint Nature of Complaint Resolved Explanation of Resolution or Status
Sent customer information explaining the difference between a CapTel
DisconnectReconnect phone and a traditional phene. Explained to customer why the
1002 6/26/04 25 during calls 6/28/04 disconnections might be occurring and sent email w/ tips to minimize
9 disconnections. Told customer to contact us if have further questions or
problems.
Disconnect/Reconnect Sent email asking for the type of line. Explained that CapTel requires an
1035 7/7/04 25 : 7/8/04 analog line. Explained to customer why disconnection/reconection might
during calls . . )
be occurring and sent tips to reduce their occurrence.
1036 712104 29 DTMF Tone Interference - 712104 Tech Support added Customer to our databa_se to address DTMF tone
pass through. CSR confirmed resclution was successful.
1037 712104 29 DTMF Tone Interference 711204 Tech Support added Custorer to our databa.se to address DTMF tone
pass through. CSR confirmed resolution was successful.
Tech Support added Customer to our database to address DTMF tone
1038 712/04 29 DTMF Tone Interference 7112104 pass through. CSR confirmed resolution was successful.
1039 713/04 29 DTMF Tone Interference 7114704 Tech Support added Customer to our database to adgress DTMF tone
pass through. Customer service rep confirmed resolution was successful.
Customer Service sent comprehensive memo on why disconnections can
. Disconnect/Reconnect occur. Customer reported still experiencing disconnections and had their
1083 8/23/04 2 during calls 8/23/04 tech support call us. Customer's Tech support contacted CS to further
investigate and will check with phone provider.
Exchanged several email communications with customer providing
Echo Sounds; Captioning detailed suggestions and educational information. Explained voice
1064 8/30/04 28 Speed 9/io4 recognition use and that digitization of voice/text results in slight 4 second
delay of captions.
Senl customer information explaining the difference between a CapTel
1002 9/23/04 25 DlsoonnchReconnect 9/23/04 ) phqne and a tradgtnonall phone, Expiguned to customef wr_my '
during calls disconnection/reconnection might be occurring and sent email with tips to
) reduce their occurrence.
1093 9/23/04 29 DTMF Tone Interference 9/23/04 Had technical support add customer to Vioice Mail database, which
resolved problem noted.
Provided details on potential reasons disconnections can occur such as
Disconect/Reconnect line quality within the Centrex system, EMI interference or line
1094 923104 25 during calis 9/zriod interference. Conducted conf. call w/ telecom mgr. and customer. Testing
on an analog line off the Centrex system confirmed successful calls.
1427 10/18/04 24 Account Login Failure 10/18/04 CapTel account activated. Cu;tgg?‘?er ;ccess re-initiated and problem
Sent customer information explaining the difference between a CapTel
; phone and a traditional phone. Explained to customer why
1128 10/22/04 25 DlsconnchReoonnect 10/22/04 | disconnection/reconnection might be occurring and sent email with tips to
during calls . .
reduce their occurrence. Told custormer to contact us if they have
questions or need further assistance.
Advised customer of the process used to generate captions and the 34
N sec. delay while voice recoginition processes the information. Also
1129 10/25/04 7 Accuracy of Captions; 10/25/04 explained how to review and document captioning erors noted and

Captioning Speed

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




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

Sent customer information explaining the difference between a CapTel

Disconnect/Reconnect phone and a traditional phone. Explained to customer why
1156 11/9/04 25 during calls 11/10/04 disconnect/reconnect might be occurring and sent email with tips to
reduce their occurrence,
Sound Quality-Static
1157 11/10/04 29 Disconnect/Reconnect 11/10/04 Customer advised causes of and tips to eliminate disconnect/reconnect.
during calls
. Provided extensive email communication offering suggestions for
Sound Quality; Echo . . . i
. optimizing sound quality and protocol for reporting captioning errors.
1158 11716/04 29 Soundg.aA;;: :sracy of 11/22/04 Customer replaced use of 1 CapTel unit for another in her possession
P which remedied all her sound quality concermns.
Disconnect/Reconnection Sent customer information explaining why disconnection/reconnection
1159 11718/04 % during calls 1118104 might be occurring and sent email with tips to reduce their occurrence.
Exchanged a number of email communications with Telecom Manager,
) . . | CapTel user and tech support. Updated software to address echo sounds.
1160 11/19/04 25 zﬁfng:lﬁstfﬁi‘:"gﬁzt:;g 101 f‘: 12‘;24' Incidence of disconnection on a call is inconsistent and thus the remedy
g ! going has been hard to pinpoint. Customer notes no disconnections on home
CapTel.
Sent customer information explaining the difference between a CapTel
phone and a traditional phone. Explained to customer why
Disconnect/Reconnect disconnect/reconnect might be occurring and sent emaii with tips to
1161 11/22/04 25 during calls 11722104 reduce their occurrence. After email exchanges through the day,
customer emailed to say they found their office CISCO-IP system was
dropping voice calls and thus the cause.
Explained to customer that there was transmission congestion within the
Inability for CapTel unit to nationwide toll free network. This disruption caused some consumer calls
1187 12/14/04 24 reach data toll free # due 12/14/04 not to be able to reach our Captioning Center, Managers of that network
. to network congestion confirmed on 1/3/05 they expanded the capacity and the transmission
difficulties should be resolved.
- . Explained to custorner that there was transmission congestion within the
Inability for CapTel unit to - o .
1188 12/15/04 o4 reach data toll free # due 12/15/04 nationwide toll free network. Thls_ d|§rupt10n caused some consumer ca:::s
to network congestion not to be able to reach our Captioning Center. Managers of that netwol
confirmed the transmission difficulties should be resolved.
Sent customer tips to reduce the occurrence of echo during their
1189 12/29/04 29 Echo Sounds 12/30/04 captioned calls. Told customer to contact us if they need further
assistance. Resolution provided.
1213 114105 29 DTME Tone Interference |  1/14/05 | \°o Support added user's phone number to vaice mail database. This
provided immediate resolution.
Sent customer information explaining the difference between a CapTel
phone and a traditional phone, Explained to customer why
. . disconnect/reconnect might be occurring and sent email with tips to
1214 1124105 25 D’Smgzﬁsvigﬁ:"”e‘“ 11’,235;’,%55 reduce their occurrence.  1/31/05 Sent information regarding potential
9 interference that could cause disconnections and suggested contacting
the phone company to check the quality of the phone line to handle data
transmissions.
1248 211/05; 2/3/05 24 Dialing Issue 2/1/05; 2/3/05 Technica! Support corrected regional 800 number so CapTel user can

successfully make captioned call to 800 number. Remedy provided.




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

Sent customer information explaining the difference between a CapTel
phone and a traditional phone. Explained to customer why
disconnect/reconnect might be occurring and sent email with tips to
reduce their occurrences. Told customer to contact us if they have

1249 2/18/05 25 D'SOOH"E.CURewnmd 2(18/05 questions or need further assistance, Customer emailed saying they
during calis - . :
experience no more disconnect/reconnect after moving the CapTel to
another jack and using a "y" jack. Will be contacting their local phone
company to check their phone jacks and quality of thelr phone line in their
home.
1250 2/21/05 29 DTME Tone Interference 2/21/05 Tech Support added user's phone_numbgr to voic_e .rpail database. Test
call confirmed voice mail accessibility.
Provided information on why disconnection may occur on CGapTel phone,
Disconnect/Reconnect and asked if the occurrence was a one time-incidence or if it has
1251 2/25/05 25 during calls 2/25/05 happened before. Offered to cenduct test calls with customer. Customer
selected not to pursue this further.
Customer stated the phone administrator at work put a block on the phone
Disconnect/Reconnect lines for all data modem transmissions. Customer has submitted work
1282 3716/05 25 during calls H17/05 order to phone administrator and requested an exception to the block for
their CapTel phone.
Inability for CapTel users Reported problem to toll free network provider, Problem resolved the
1284 3/M17/05 24 to reach the data toll free | 3/23/2005 | same morning. Customer service representative confirmed with customer
number that they are able 1o make calls.
Sent customer information explaining the difference between a CapTel
] phone and a traditional phone. Explained to customer why
1285 3/22/05 25 D'S“S"?CURem““ea 3/22/05 disconnect/reconnect might be occurring and sent email with tips to
uring cails . .
reduce their occurrence. Told customer to contact us if they have
guestions or need further assistance.
Inability for CapTel users Reported problem to toll free network provider. Problem resolved the
1286 3/28/05 24 to reach the data toll free 3128105 same morning. Customer service representative confirmed with customer
number that they are able to make calls.
Inability for CapTel users Reported problem to toll free network provider. Problem resolved the
1287 3/28/05 24 to reach the data toll free 3/28/05 same moming. Customer service representative confirmed with customer
number that they are able to make calls.
{nability for CapTel users Reported problem to toll free network provider. Problem resolved the
1288 3/28/05 24 to reach the data toll free 3/28/05 same moming. Customer service representative confirmed with customer
number that they are able to make calls.
Inability for CapTel users Reported problem to toll free network provider. Problem resolved the
1289 3/28/05 24 to reach the data toll free 3/28/05 same morning. Customer service representative confirmed with customer
number that they are able to make calls.
Inability for CapTel users Reported problem to toll free network provider. Problem resolved the
1290 3/28/05 24 to reach the data toll free 3/28/05 same moming. Customer service representative confirmed with customer
number that they are able to make calls.
inability for CapTel users Reported problem to toll free network provider. Problem resolved the
1291 3/28/05 24 to reach the data toll free 3/28105 same morning. Customer service representative confirmed with customer
number that they are able to make calls.
1363 41105 29 Echo Sounds 411/05 Provided an over the phone software update to reduce incidence of echo
sounds heard by other party. Customer pleased.
Inability for CapTel users Contacted toll free network managers and they resolved the problem at
1365 414105 24 to reach the data toll free 4/14/05 their end. Customer service representative confirmed with customer that
number they are now able to make calls.
1366 4/14/05 24 Dialing lssue 4/115/05 Technical Support corrected regional 800 number so CapTel user can

successfully make captioned call to 800 number. Remedy provided.




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

Conducted test call with customer and advised them to contact their
phone company to confirm high quality phone line. Customer is

1367 4118105 29 Sound Quality: Static 4119/05 moving/relocating and so has advised us they prefer to address this after
move to new location.
Inability for CapTel users
1368 4/19/05 24 to reach the data toll free 4/20/05 Contagted toll free network managers and they resoived thfa problem at
number 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
1369 4/22/05 25 Disconnect/Reconnect | 455,95 disconnect/reconnect might be occurring and sent email with tips to
during calls ) .
reduce their occurrence. Told customer to contact us if they have
questions or need further assistance.
) . . Tech support identified and remedied the circumstances of false time out
1370 4/28/05 24 Incoming Connection 572105, | ith a system change on 5/25/05. Customer notified. Customer states that
CapTioned Calls 5/25/05 .
there have been no recent disrupted calls.
. Customer reports 5/5/05 that office telelephone administrator found
1420 5/4/05 25 Disconnect/Reconnect 5/5/05 problem on customer’s line that was disconnecting calls. Problem
during calls
resolved.
- Technical Support changed outbound calling number in CapTel system to
1421 5/5/05 24 r'g:g:"?a:grtgfgzgl ::;Lg, 5/6/05 enable outbound captioned calling. Change remedied ability to dial out.
Customer can make captioned calls successfully after this adjustment.
- Technical Support changed outbound calling number in CapTel system to
1422 5/5/05 g4  |lnabillyfor CapTeluserto)  mmns | oapie qutbound captioned caliing. Change remedied ability to dial out.
reach data toll free number : . -
Customer can make captioned calls successfully after this adjustment.
Inability for CapTe! user to A Technical Support change remedied ability to dial out. Custorner ¢an
1423 S/5/05 24 reach data toll free number 5/6/05 make captioned calls successfully.
Sent customer information explaining the difference between a CapTel
Disconnect/Reconnect 5/13/05; phone and a traditional phone. Explained to customer why
1425 5/13/05 25 . . ) . . P
during calls ongoing disconnect/reconnect might be occurring and sent email with tips to
reduce their occurrence.
Suggested customer contact their phone company to have them check the
1426 5/13/05 29 Dropped Characters S/13/05 quality of their phone lines for data transmissions.
1427 5/31/05 24 Inability for CapTel user o 5/31/05 Technical Support created a work around that remedied ability to dial out.

reach data toli-free number




Federal Relay VRS
June 2004 to May 2005

#00 Answer Wait Time 0
#01 Dial Qut Time 0
#02 Didn't Follow Database Inst. k
#03 Didn't Follow Cust. Instruct. 0
#04 Didn't Keep Customer Informed 0
#05 Agent Disconnected Caller 0
#06 Poor Spelling 0
#07 Typing Speed/Accuracy 0
#08 Poor Voice Tone 0
#09 Everything Relayed 0
#10 HCO Procedures Not Followed 0
#11 VCO Procedures Not Followed 0
#12 Two-Line VCO Procedure Not Followed 0
#13 Background Noise Not Typed 0
#14 Feelings Not Described 0
#15 Recording Feature Not Used d
#16 Noise in Center 0
#17 Agent Was Rude G
#18 Problem Answer Machine 0
#19 Spanish Service : 0
#20 Speech to Speech 0
#21 Other Problem Type Comgplaint 1

i ) v

#22 Lost Branding 0
#23 Charged for Local Call ' 0
#24  Trouble Linking Up 2

#25 Line Disconnected - (
#26 Garbled Message {
#27 Database Not Available ¢
#28  Split Screen 0
#20  Other Technical Type Complaint 0
#57  Caller ID 0
#58 Regional 800 Calls 0
#59 Transmission (Can't hear or be heard 0

MISC COMPLAINTS
Rates
0sD
No 900 Number
Carrier of Choice
Network Recording
Other

TOTAL CONTACT



Tracking #

Date of

Complaint

Category #
Complaint

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

Nature of Complaint

The customer was
concerned about poor

Date
Resolved

Explanation of Resolution or Status

I encouraged her to document VI # the next time. She understoed and

! 1/25/2005 21 video quality on agent side 1/25/2005 said she would do that.
through FedVRS.
Customer placed a call to
t‘z: ;hr:JRI;e&\; ?tsrz:nevgu?lz | gave a contact person's name and email address from FedVRS office to
2 2/212005 36 y y 2/2/2005 the customer and informed her that she need to contact him in regard to
not accept the call because ) . . .
. ) this. She understood and said she she would do that immediately.
of its policy on 3rd party
calls.
The custorner was upset . - . . .
3 3110/2005 35  |that IRS was not accepting| 3/10/2005 | Cmallwas sentto ;‘l’l‘i‘r"'a':°::§%:“;':ﬁ': ::"E‘;s‘;‘ée information about
her calls through FEDVRS 9ag g '
The customer wanted {o | provided information about availability of Spanish interpreters through
4 3/16/2005 35 know why couldnt he get a} 3/16/2005 |FedVRS and that | am referring this to the appropriate person to see about
spanish interpreter? making Spanish interepting available through our VRS, He was satisfied.
The customer was upset
5 5/26/2005 o4 that helr calls with fedvrs.tv §/26/2005 | informed the customer that | would make note of |.t and refer o the tech
] were disconnected several department. The customer was satisfied.
times this am.
The customer complained
8 5/31/2005 24 that they were not able to 5/31/2005 | informed the customer that all interpreters are currently busy and to

get a hold of spanish

interpreter.

continue to try again. He understood and said he wouid do that.



mailto:erikdiamond@tmail.com

SPRINT VIDEO RELAY SERVICE

L
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SPRINT VIDEO RELAY SERVICE LOG

08/01/04

She's with a customer and she is not abie to access into
D-Link router (hitp://). 2. ID# - why must have it in order to
receive messages?

06/01/04

1, We checked into DLink's http: they're down. |
recommended her to check into this periodicatly. 2. She
was concerned about why she needs to have ID # in order
to receive calls when a doctor of a friend placed a call to
her thru VRS? She mentioned that it occurred thru MN
VRS. Told her | will refer this to appropriate person. 3. She
spoke with tech this morning about several times.

06/04/04

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

06/04/04

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

06/04/04

Why black pix when call VRS?

06/04/04

The customer complained about waiting a long time for VI
agent | explained to her that the black screen displayed on
her monitor means all VI's are busy. | recommended her to
stay online until on of them becomes available to take her
call. She understood and was satisfied.

06/04/04

IBV calier unhappy that the VI's switched in the middle of a
call. Caller did not want to be contacted by CSD.

06/04/04

CSD protocols were followed in the change of VI's. | tried
to explain to the customer that we follow CSD protocol to
switch interpreters. | told the customer would forward this
to VRS dept.

06/14/04

Customer is having a problem, when | call people, the
majority of them have Caller 1D and they will not pick up
the phone when it says South Dakota, knowing that it just
has to b a telemarketer. | come away from the computer in
tears, because | can't get anyone to pick up the phone. it
is pointless for me to ask them to call me back because
they are not familiar with VRS and | only a limited time to
leave messages. There has got to be a way for their caller
ID to reflect the caller not VRS.

06/14/04

| responded to the customer via e-mail that | am referring
this issue to the VRS department and that is she has any
more questions or concerns about this issue, she can let
us know. This issue is being referred to the marketing VRS
support people to be addressed.

06/14/04

The call was transferred from VI 9002 to CS because the
user was upset that V1 9002 did follow the user's
instructions. When the user asked the interpreter what
phone number he/she was dialing, he/she became
uncooperative by refusing to answer the user's questions.

06/14/04

The customer complained about the VI agent following
instructions. | thanked the customer for bringing it up to our
attention and | advised the customer that hits matter will be
forwarded to the appropriated person for cotrections. The
customer was satisfied.

11/07/04

Transferred by vi 3011 on request -- don't like the new
web design...can't find customer service and phonebook? |
like the old one better, now i have to learn all over again.

11/07/04

The customer doesn't like our new website and
complained about having to learn how to use it. |
apologized about the new design and provided instructions

. about the phonebook and customer service. She

understood and is satisfied.

12/02/04

"I would like the hold policy between calls to be 5 minutes
instead of 3 minutes.” "This would allow me to keep the
same interpreter if the line Is busy or if | am fooking for
other numbers to call.”

12/02/04

Explained o the customer that the 3 minute policy only
applies to those callers who are not placing OB calls. If the
calter has numhers to call the 3 minute policy does not
apply.

12/04/04

Last Monday | called VRS over and over. | had to wait a
really long time, and then I'd get a black screen that would
disconnect.

12/04/04

Mondays are VRS's busiest days of the week, after no
connection is established; some video phones will
automatically disconnect themselves after timing out.

12/06/04

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.

12/06/04

Tri-linguat interpreters are difficult to find, we continue 1o
do our best to meet the needs to all of our customers,

12/07/04

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

12/07/04

Informed the caller that the disconnection of her call would
be looked into by the tech team. As for not enough
operators, informed the caller that staffing lines are
adjusted regularly to meet caller demands.

12/08/04

Agent 3007 did not describe my feelings correctly. Had a
service tech come to my home and he did not do a good
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 | was furious.

12/08/04

Complaint sent to manager of 3007 for follow up with 3007.
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12/13/04 IB Video Caller complained that he called 3 times and no 12/13/04 Thanked caller for his time and patience. Explained that
one answered his call. The 3rd call he had to wait 15 we were experiencing a high volume of calls and that the
minutes. Complaint documented and then his calls were interpreters were busy processing calls.
processed. Caller asked to be transferred to customer
service.

12/14/04 Caller didn't like it when the VI's switched during the call. 12/14/04 Thanked the customer for his feedback, gave the caller the
Said that other services don't do that. link for the customer service rep after requested.

Apclogized for having the interpreters switch out.

02/02/05 The customer thought the VI agent might be 02/02/05 He didn’t get VI # but complained that the VI seemed not
miscommunication with the hearing calier and was not relay the messages properly or ask for clarification. | told
following his instructions. him next time it happens again, to be sure to get the VI #

and | will refer it to the VRS dept. He understood and said
he would do that.

02/02/05 I had a hard time reading V1 agent's hand signs. | have 02/02/05 The number was read as XOXX_XXX-XXXX | sent him
problem catching numbers. Next time you must type email with the number.
through email and it will be easy for me to read it. This is
very important for my business. | am not appreciative and
little disappointed. 1 did called wrong phone number so you
can watch her sign language through sign mail.

02/02/05 Customer complained it took VI agent long time to connect 02/02/05 | provided some information and informed the customer to
to him by using VRSmail. be sure to get the VI agent's number and we would refer it

to VRS dept. The custemer understood and said she
would do that.

02/28/05 The customer made a call on Thursday Feb. 3 at 02/28/05 | sent a reply via email informing the customer that |
approximately 8 pm. and as a customer of VRS, | was referred his emait to VRS department.
disappointed with the attitude of operator XX11, We had
some difficulties in communicating with each other and
she was rude and indicated it was my computer. | hung up
and tried again and got through with the next operator who
said | had a very clear picture with no problems
whatsoever. | do not appreciate the attitude of this
operatorfinterpreter and my experiences were less than
pleasant when it has been real pleasant in the past. The
number was something 11. | believe it was 6011 but am
not sure. Please advise your operators to be professional
on their approach. _

02/4/05 I (the customer) was talking to my daughter last night, ang 02/28/05 | had been trying to call the customer many times and
the man interpreting the conversation got involved and each time | called, | got his answering machine and | left
made comments about the language used in the message for him to call back to me. It had been since2-4-
conversation. | did not appreciate the interpreter getting 05
involved in the conversation. '

02/28/05 Email message from the customer: | noticed more and 02/28/05 } forwarded this email to manager o investigate with VRS
more VRS interpreters are wearing nail polish - -color and department.

French manicure nail polish, That is a big no-no. Can you
please ensure that the interpreters are not wearing nail
__ polish, please??? No follow up.

02/28/05 In regard to FCC regulations, the customer wanted to 02/28/05 I provided information to her on how to contact FCC to file
contact FCC to complain about Sorenson VPs. a complaint. She understood and thanked us for the

information.

02/28/05 | received the customer's email in regard to his VRS mail - 02/28/05 I sent him the emall to call me via VP and | will interpret for
He complained he couldn’t understand this V1 in his VRS him what the VI said in his email.
mail.

02/28/05 The customer sent the email saying that he was trying to 02728105 | sent a reply to the customer informing him that |
get a VI agent for the tast 30 minutes and have not been : forwarded his email to the VRS department. In the email, |
able to. They kept on hanging on me. Please hire more thanked him for bringing it up to our attention.
interpreters for evening hours.

03/03/05 The customer was complaining about Sorenson's VP100 03/03/05 | apologized that we don't offer those features in our Diink
having nice features and was wondering when Dlink i2eyes. | informed him that we would refer this to
i2zeyes would get same features. appropriate people. | thanked him for taking the time to let

us know.

03/04/05 The customer complained that he was having difficuit time 03/04/05 I provided information about availability of Spanish

trying {o get hold of Spanish inlerpreter.

interpreting through FedVRS and also informed him that
we may be looking into expanding Spanish interpreting. He
understood and was satisfied.
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rude. The VI agent's number was 3XXX and had long
blonde hair and glasses.

03/05/05 The customer complained about the status of his Dlink 03/05/05 | informed him that we referred it to the appropriate person
request as he was still waiting for a long time for his free and explained to him about the delay in installing dinks. He
Dlink. understood.

03/08/05 The customer had problems with VI agents rejecting his 03/08/05 | informed the customer that he will need to get the VI# but
calls 3-4 times and was upset about it he said it disconnected so fast every time that he couldn't

get the number. He said he would try again.

03/08/05 This customer complained about some Vis not being well 03/08/05 | thanked the customer and informed him that | would pass
dressed up and that it needs to have a grooming policy set this information along to VI manager. He was satisfied.
up. Vis gets paid very well so they should be dressed up
nicely.

03/08/05 The customer cormplained that VRS was busy and she had 03/08/05 | made note of it and notified customer that VRS might be
to wait a long time for V1. experiencing a peak time. She understood.,

03/08/05 The customer complained that VRS was busy and she 03/08/05 I made note but notified customer that VRS might be
waited a long time for a VI. experiencing a peak time. | told her to keep on trying. She

understocd and said she will try again.

03/08/05 The customer has Comcast biTIing disputes as all of her 03/08/05 | recommended her to contact them and clear this issue
long distance calls were charged. out with them. She understood and said she'd do that.

03/10/05 Customer was complaining about waiting 10 - 15 minutes 03/10/05 | informed the customer that all agents are currently busy
fora V1. and that she is to try again. She said she'd do that.

03/14/05 The customer was upset about being unable to use other 03/14/05 | suggested to the customer tc file a complaint with FCC.
VRS providers with vp100. The customer understood and said she would do that.

03/29/05 The customer was upset and said that he got a caliback 03/29/05 He thought it was not to be allowed by FCC? | gave him
from Sorenson?? the information on FCC rulings. He was satisfied.

03/29/05 The customer got phone bill that seems to have additional 03/29/05 | explained to the customer about the additional charges
charges and he was upset about i, and if he had an Issue, to check with the phone company.

He understood and said he'd do that.

03/29/05 A customer complained about VI #8X0(X's station being 03/29/05 | informed him that | would refer it to the appropriate
frequently disconnected. department. He was satisfied.

03/30/05 Email message from the customer: | request for an email 03/30/05 | gave more information about the FCC rulings in the email
address because | would like to forward a message to you. and sent back to him,

The message from a CSD representative informs me that |
can not have a Dlink because | already have vp100. Itis
due to new FCC rulings. | don't understand what is going
on and am not happy about it. Please send me the email
address so that | can send the message to you. Thanks,

04/01/05 The customer complained that Sorenscn ad popped up on 04/01/05 | thanked the customer for bringing this up to our attention
the screen and interrupted his conversation. Then later and that | would make note of it. He understood and was
that night, Sorenson's customer service contacted him satisfied.
asking if he had a technical problern to feel free to contact
them. '

04/01/05 The customer complained about VCO procedure as she 04701705 | provided information on how to use VCO the way she
wanted fo be able to use it without seeing herself in video. wanted it. She understood and was satisfied.

04/04/05 The customer complained that the VI agent was angry and 04/04/05 | gave an apology for the VI agent's behavior and informed
hung up on him, him that next time it happen to get VI agent's number, day

& time of occurrence. Then | can refer it to the VRS
department. He understood and said he wouid do that next
time.

04/05/05 The customer complained that one of the VI agents was 04/05/05 | thanked the customer for letting us know and apologized

about the vi agent's behavior. He was satisfied.
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04/06/05 The customer complained he waited too long for the VI 04/08/05 t informed him that all agents were busy at that time and to
agent to connect. try again in a while. He understood and said he would try

again.

04/11/05 The cusiomer had a complaint about VI agent wearing 04/11/05 | assured the customer | would send email to the
lime grean shirts because of lack of smocks available at appropriate person regarding the smack issue. She was
the center. satisfied.

04/25/05 The customer complained that CSDVRS disconnected on 04/25/05 | explained that we might be experiencing some buys with
him twice. CSDVRS and to use sprintvrs for now. He understood.

04/26/05 The customer comgplained that on www.csdvrs.com, he did 04/26/05 | informed him that | will share this with cur supervisor,
not like smaller pix as it was so hard to see. Clarke and he in turn will refer it to the appropriate people.

He understood and was salisfied.

04/26/05 The customer waited too long for the available V1 agent. 04/26/05 | informed the 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.

04/29/05 The customer said CSDVRS stinks! 04/29/05 | offered an apology to her and she did not say anything
more and hung up.

04/29/05 | couldn’t see the customer on screen but he notified me 04/29/05 | told him | would record that information and forward to the
via text chat that CSDVRS was freezing during his Tech department. He understood and was satisfied.
conversation.

05/04/05 | received the customer's email in regard 1o a complaint 05/04/05 | replied back to the customer via email that it is being
about csdvrs via csdpas. She was not happy with the way referred to appropriate person. | haven't heard back from
it was set up. her.

05/06/05 The customer complained that Vi agent #9005 couldn't 05/06/05 | thanked the customer for bringing it up to our attention
read customer's signing. and made note of it to be referred 1o the VRS department.

05/11/05 | received the emaH from a customer. She wanted to file a 05/11/05 | replied her back via email encouraging her to file
complaint against Sorenson. She is a Sorenson up user. complaint with FCC and informed her that we have nothing
The reason of this complaint is that Sorenson would not to do with this type of issue.
allow her o use other VRS providers other than Sorenson.

05M17/05 The customer expressed his concern with me this 05/17/05 | informed the customer | will share this information with
morning. He had a conversation with a deaf citizen our supervisor and he, in turn, will share it with appropriate
yesterday afternoon. This person told him that somebody people. The customer was salisfied about this step of
from CSD told him that Kappa Gamma and CSD have a action.
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.

05/18/05 The customer complained that in the middle of the (5/18/05 | explained to him thal he needs to report this to FCC via
conversation with his insurance agent via csdvrs, the call FCC website himself. | gave him the information on this.
got disconnected. He wanted to report this situation to He understood and said he would do that.

FCC.

05/19/05 The customer complained about having to wait a long time 05/19/05 | informed the customer that all agents were busy at the
for the gvailable V! agent to appear. - moment and to keep on trying. The customer understood

and said he would do that.

05/23/05 The customer informed us that CSD VRS service is being 05/23/05 I informed him that | made note of it and if it is really an
blocked in the South Georgia area and he is concerned issue, then it will be addressed. He understood.
about it.

05/24/05 The customer wanted to speak to someone about this 05/24/05 | called the customer and informed her that this issue is
situation. She received a spring relay call and she was to being referred to VRS depariment.
verify who she was actually speaking to. The relay agent
was very rude and she felt the agent was stepping out of
her boundaries and speak on for the patient instead of
relaying what was actually being said.
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05/26/05 The customer complained that he never got any phone 05/26/05 | informed the customer that this will be referred fo my
calls from VI when he waited for his friend and then he got supervisor. It may be training issue for Vis. The customer
several emails about VRSmail. understood and was satisfied.

05/27105 The customer was complaining that a vi agent failed to 05/27/05 | apologized to her about the inconvience it may cause her
follow her instructions. 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 department. She understood and said she would do
that.

05/28/05 This customer has a concem of getting disconnected from 05/28/05 | informed her that | would take note of it and refer it to

Sprintvrs VI's 5XXX but was able to get the last 2 Vi #s
{3036 and 3013).

tech department. The customer was satisfied.




SPRINT RELAY ONLINE SERVICE




& Sprint

200 | Arewar Wait Time

6/04 -

Relay SRO

5/05

[ #01 [Dial Qut Time

02 [Didrft Follow Database Insl

03 |Didni Foflow Cust. Insiruct

#04 [Cidnl Kesp Customer Infarmed

alnlelm|e

=|wlalo|a

#05 ' Agent Diasconnacted Caflar

[
(=1
-
o

(3
=3

#06 |Poor Speling

0T |Typing SpeediAccuracy

#08 | Poor Voice Tobe

#0B | Everything Felayed

MO [HCO Not Followed

#11 |VCG Procadures Nol Foliowed

#12 | Twa-Line VCO Procaedure Not F

alala|e|n|ala|e

#13 | Background Noise Not Typed

| Fesiings Not Descrioed

Recording Feature Nol Used

Noiga in Cantar

Agant Was Fude

Probiem Anawer ffachinke

Spanish Service

Spoech lo Speach

Other Prablem Type Complaint

st

|Lesl Branding

wlo|o|o|aje|e]a[o|s|alcto||u|e|zl=fo]o|o|e
n|oio|ala|lo|lo|lo|o|e|o|ol=|ol={o|w]o|lw|eleio
=|loc|lo|ajlo|lo|o|o|o|oje|o|e|o|o|o|a|almia|e|a

gucoounnocanannan&ahuoo

nlo|elelas|e|a]e|s]|a|o|a|e|eista]a]a|a|lele
wl|ojo|slala|le|o|a|o|s|alale|a|a|lF|e|w|o|o]e

] =|o|e|ale|e|o|o|a]a|oie|=|a|o|=|Blv]|w|=le|o

u|olo|olu|o|o|o|c]e|e|o|a|a]|afa

]
1
0
E]
1
18
[
[}
[1]
[
0
[
[]
[
[
[]
[}
F]
[]
]
[]
1

~lofo|w

Chargad for Loca Call

Trouble Linking Lip

olo|a

Lina Disconnected

-
a

-
=t

Garblad

Database Net Available

Split Screan

Othar Technical Types Complaint

Callet ID

#58 | Regional 800 Calls

Transmisalon (Can'hear of be heard

ORI

859

#30 [Ratas

alo|ef=|a|e|e|a]|a|ala

slo|o|ole|o|o|elslela

i B

sk

alote|+lo|of-

I SR

olo|ale|olala

[#31 |0sB

No %00 Number

Carrier of Choics

Ol oy

ol|a|ojelala
olo|ajo|e|e
olojo|o|ala
alolale|ale

ololo|ojala

BRI

o |e|sje]als

alelolo|ele

B

T

.

BB

Page 1




SPRINT RELAY ONLINE SERVICE

06/01/04

SRO caller complains operator cust them off. “1 believe he
know thal the recording was too long that is why he did not
want to redial. He is totally lazy."

06/16/04

| apologized for the problem, and told caller
that agent's supervisor will be nolified for follow
up. Thanked them for letting us know. Contact
requested via email. Spoke with CA he doe not
recall the incident. Coached CA on proper call
procedure with recordings. Sent follow up -
mail to customer.

06/01/04

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." | apologized for the problem and told
caller that agent's supervisor will be notified for follow up.
Thanked them for lelting us know. Contact requested via email,

06/16/04

Spoke with CA. He does not recall the incident.
Coached CA on proper call procedure with
recordings, Sent follow up email to customer.
Detay follow up is due to CA being out of town.

06/04104

Customer states that this agent could not keep up when the
other caller spoke fast. Also the agent hung up on the
customer before he was able to make a 2nd call.

06704704

RCS response Thanked the customer letting
us know and assured that a complaint would
be sent in so that the problem could be
investigated further.

06/04/04

Customer states that this agent could not keep up when the
other caller spoke fast.

06/04/04

RCS response: Thanked the customer for
letting us know and assured that a complaint
would be sent in so that the problem could be
investigated further.

06/04/04

Customer states that this agent could not keep up when the
other caller spoke fast. Also the agent hung up on the
customer before he was able to make second call. Thanked
customer for letting us know and assured that a comgtiant
would be sent so that the problem could be investigated
further. No call back was requested.

06/07/04

Coached Agent to do proper typing and
emphasize on speed typing to keep the call
pace. Operator understood.

06/04/04

SRO user called in to complain that agent 9443F called her a
"bitch” and "was making fun of her typing.” | apologized o the
customer for the problem, a let her know that | will forward the
information to the appropriate department. Did not request
follow-up.

06/08/05

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

06/04/04

Sprint Relay On line customer reports that agent and their
supervisor advised 2Line VCO not available via SRO.
Customer has been making 2L.VCO 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 materials "Frequently Asked
Questions” provided July 2002. Customer Request contact.

07/01/04

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

06/06/04

SRO customer said agent was interrupting into my
conversation and did not appreciate this. Apclogized for the
problem. No contact requested.

06/13/04

Talked with agent regarding this complaint.
She does not recall but only one problem. Two
guys ins the same room playing on the retay.
One guy said "l 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.

06/07/04

Custorner calted 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.

06/08/04

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. Al solved.

06/08/04

Caller stated that he connected to SRO agent 4740 F and
received no responses from the agent. The caller repeated the
number to dial and received no response again. The caller
entered a new number to dial at which time 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 cail.

06/12/04

Discussed with CA regarding staying focused
on the calls. CA does not recall any
circumsiances 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.
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08/09/04 Customer states agent disconnected in the middle of his typing 06/09/04 Spoke with agent and she does not recall
a message to leave an answering machine. Up to this point, incident, stated never would do that. Coached
agent placed several calls for customer without problem. No agent on proper disconnects procedure.
follow up requested.

06/14/04 Customer reported that it is really frustrating because he has 06/28/04 Talked with CA who does not remember
contacted Sprint Relay a few times about the operators aiways disconnecting such as a call. CA has relayed
disconnect him when using SRO. Today during a call with his she would never hung a call. | have discussed
doctor about 20 minutes, but got disconnected during the call. with CA to let a supervisor know if there are
MHe then made another call and had talked about 9 minutes any problems with a call.
when this agent cut him off. He called the doctor to ask they
had hung up on him and they said no they thought he hung up
on them.

06/15/04 Sprint Relay Online customer reports line is disconnected while 0825104 Send email to customer and advised customer
call in progress via Sprint Relay Online. Customer reports this that it could be part of technical problem.
has happened many times. Customer states it is ruining his Requested more information and did not
business, (customer did not provide state calling from cuslomer receive response from customer further.

did not have operator id number, advised complaint would be Closed contact.
forwarded to management. apologized for inconvenience)
Customer requests contact via email.

06/18/04 Customer repeoried that again and again his call is being 06/23/04 Met with agent, but stated she does not
disconnected during the conversation, This time CA above remember the call. Coached the agent on the
important call with hospital. He always uses Internet relay. importance of not hanging up on a customer.
Thanked the caller for letting us know and apologized for the Informed agent if observed doing so it can lead
convenience. Told the caller the report would be sent to the call up to and including termination.
center supervisor.

06/18/04 "Relay type 100 siow and wasted my time, | am not appreciated 06/24/04 Operation response: Met with agent, but stated
very much and what more she type loo sloppy. Her typing is she does not remember the call. Coached the
nof clear. Let me know what is going on.” Thanked the agent on correcling all typing errors and
customer for letting us know and apologized for the keeping typing speed at pace that does not
inconvenience. Customer said they wanted to be contacted by affect the flow of the call. Agent's typing speed
the supervisor at the email address provided. Told them the meets FCC requirements. Customer was
report would be sent to calf center supervisor. Follow up contacted and informed of the resolution.
requested at above email address.

06/20/04 Caller sgid that agent 4699 would not follow special instruction 06/25/04 Spoke with agent and agent did not recall the
and that the agent hung up. Apologized for the inconvience call. Coached agent on following customer
and thanked caller for the comments. No follow up requested. instructions and disconnect procedures.

06/21/04 Customer called in to report that agent kept disconnecting the 11/23/04 Met with agent, but stated he does not
call again and again. Thanked the customer for letting us know remember the call. Coached the agent on the
and apologized for the inconvenience and asked if they would severity of disconnecting on a customer.
like to be contacted by the supervisor regarding the issue. The Informed agent that if observed doing so it can
caller ye they would, but the line seemed to disconnect on their lead up to serious consequence.
end. As there was no further typing when | asked for name and
contact number. No follow up possible, due to information not
given.

06/28/04 Customer states the operator disconnected. The customer 06/30/04 Met with agent. Stated she does not remember
advises. He made two calls and was going to make a third call. the cali, and that they would not hang up on
The customer advises they use SRO regularly, and the any customer. Coached ageni on the
disconnect is unacceptable. Apologized. importance of never hanging up on a

customer. informed agent if observed doing so,
it can lead up and including termination.

06/29/04 SRO customer advises the CA disconnected the call. The 06/30/04 Met with agent, but she does not remember
customer states he is a regular customer of the internet relay, the call. Agent they would not hang up on a
and it took 3 minutes to get his call processed. customer. Coached agent on the importance of

processing all calls in a timely manner. Also

informed the agent of the severity of hanging
up on a customer that can lead up to serious
consgequence.

06/28/04 SRO user compiains they were disconnected by the agent 06/29/04 Explained that with SRO sometimes the
because the agent was too lazy fo redial and told them the line connection can get losl with internet, and
disconnected without ringing. apologized for the preblem. Let them know that

Information will pass this information on to the
agent’s supervisor for follow up. No follow up
wanted.

06/20/04 SRO user complains they were disconnected by the agent 06/30/04 Coached operator about appropriate

because the agent was 100 lazy to redial and told them the line
disconnected without ringing. | explained that with SRO
sometimes the connection can get lost with internet. And
apologized for the problem. Let them know | will pass this
information on to the agent's supsrvisor for follow up. No follow
up wanted.

disconnection procedure. Cperator
understood.
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06/30/04

SRO calier stated that operator disconnecled call. Apologized
to caller and thanked him for letting us know. no follow up
request

06/30/04

Coached operator.

07/07/04

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. VGO asked agent if technical
support was an option agent advised they could not provide
that info. VCO informed agent the agent the agent could
definitely provide that

07/07104

Advised customer complaint would be
forwarded to supervisor) Customer request
contact. Followed up with customer and
explained that agent is not responsible but
supervisor can provide information to customer
directly. Customer understood about our
policy with operator.

07/08/04

Caller wanted agent to confirm if the relay member was still in
service during a call. CA was confused because relay is no
lenger in OPR mode so advised could not get involved in call.
TTY user cursed 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 no way because then |
would have his number to threaten his life.

07/08/04

Apologized for his misunderstanding. Offered
follow up through email. Refused. Ask for MN
800 number after it was given caller hung up.
CA followed proper agent protocol by not
getting involved with the call during relay
mode.

07/10/04

Hearing customer told tty user that CA 8076 F did a terrible job.
No particulars provided. Supervisor thanked customer and said
that complaint would be reviewed with CA

07/14/04

Met with agent concerning complaint. The
agent had no recollection of the call. Agent
was coached on the importance of processing
call to the satisfaction of customer and Sprint
Relay. Agent understands that a greater effort
must be put forth when processing calls.

07111/04

Internet relay user called to say that agent would not leave a
message on an answering machine saying it was too long.
Then asked for a supervisor and she told the internet user the
same thing. Customer changed the message to four lines and
was still told it was too long.

07/11/04

Apologized to the customer for this situation.
No contact requested.

07/12/04

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.

0712104

Apclogized. Advised the supervisor would be
notified and requested {0 contact customer at
his email address. Contacted customer and
explained that it was possible technical
problem. Customer understood.

07/14/04

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 difficulties and asked him
1o hang up and then said "sksk" and disconnected the call. The
customer states he can say from experience that if the call
praves challenging the operator tends to disconnect. He wants
and explanation.

07/15/04

Apologized. Advised that the supervisor would
be in a better position to address the matter
after conferring with the operator. Follow 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 and understanding.

07/17/04

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 call and again got this agent and the same thing
happened to him again. Customer did state that he was also an
OH CA.

07/19/04

Apologized for the problem and assured that a
complaint would be sent in so that the problem
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
notify a supervisor.

07/17104

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

07/20/04

| apologized for the prablem and let them know
| would inform the relay supervisor for follow up
with the agent. Customer does request contact
via email address provided. Discussion with
agent regarding his answer of an SRO user
only allowed one call. | have sent an email to
the above email address per the customer.
Emailed customer.

07/23/04

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.

07/23/04

| apologized for the problem. No call back is
required on this issue. CA said she had a ¢all
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 cutbound hung up. CA did
follow customer instructions.
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07/25/04

Customer states he gave an instruction to get a rep on line. He
explains the operator dialed the number for Road Runner but
then abruptly disconnected the line.

07/25/04

Apologized. Foliow up requested to his email
address, Followed up with agent about call.
Agent doesn't recall that call. AM contacted
customer and explained that technical problem
related to disconnection. Apologized for
inconvenience and thanked customer for
patience and understanding

07/25/04

SRO Internet customer said he was disconnected in the middle
of his call and could not get the agent to redial or respond.

01/25/04

Apologized to the customer for the problem.
No contact requested,

07/26/04

Customer states that this agent was a very slow typist on her
call and also disconnected the line in the middle of the
conversation.

07/26/04

Thanked the customaer for letting us know and
assured that the complaint would be sent in so-
that the problem could be investigated further.
No call back was requested. Agent was
coached to do typing properly.

07/27104

SRO user called to say that they were disconnected in the
middle of their call and they were sure the live person was still
on the line.

0727104

Apologized for this problem. No contact
required,

07127104

Customer was disappointed with the service she received while
calling to law companies for estimates. On the reported call,
the operator did not type the answering machine recording;
instead he typed the words "angwering machine,” The
customer states she asked the operator to repeat the name of
the company. The operator was unresponsive.

07/27/04

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

07/29/04

Customer states that this agent disconnected his call in the
middle of the conversation. He had a customer service rep
{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 why you want to cancel that? When he started to
type his response the line then disconnected before he could
answer back.

07/30/04

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 procedures
and agent showed knowledge of proper
procedures. Reminded agent of consequences
for disconnection calls.

08/16/04

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

08M17/04

Discussed with operator. SRO caller did not
want agent to relay swear words 1o uncie.

Supervisor witnessed the call, uncle wanted
supervisor 10 know agent was doing her job.

08/17/04

SRO customer disconnected in middle of important
conversation. Customer very upset. Customer wants to know
why this is happening.

12/14/04

Apologized for problem encountered. Advised
complaint would be forwarded o supervisor.
No follow up Met agent and reviewed agent
about the call. Agenl claimed that technical
caused agent to disconnect the call.

08/17/04

Customer said CA 6202F hung up on her and her brother after
20 minutes. She said this is the third time this has happened to
her on Sprint Relay Online. 1 thanked the customer for letting
us know and said the issue would be forwarded to the
appropriate personnel.

12/09/04

Agent does not remember call; reviewed
procedures with agent as well as stressing
repercussions of disconnecting calis.
Supervisor wonders if perhaps problem lies
with customer's modem connection,

08/17/04

SRO customer disconnected in middle of important
conversation. Customer very upsel. Customer wants to know
why this is happening.

08/18/04

Reviewed procedures with agent. Left
message with customer svc.

08/17/04

Custorner left a message on answering machine with operator
doing it, and then typed out ancther message for another call
and there was no response from this operator. The ready light
was green, yet the customer slill received no response from
operator. It seems as if the line was disconnected.

18/18/04

Agent remembers the call; she does not
remember disconnecting call. Agent has been
reminded of proper call procedures and
disconnect procedure.

08/18/04

TTY Caller COMMENTS: "I asked that relay not announced it
was a relay call. Agent 9254f announced her ID. Supervisor
assisted and told me all agents had to announce their |Ds,
even if the relay announcement wasn't given. The Customer
Service Rep. did request the supervisor assist with the call.”
RCS: " thank you for calling, informing us. My assurance to
you is that this complaint will be sent for further investigation.”

10/18/04

Sent to trainer. Management informed if a
customer announces they DO NOT WANT
ANYTHING ANNOUNCED REGARDING THE
RELAY, agents SHQULD FOLLOW THAT
REQUEST. Also, informed all trainers and all
cenler supervisors that we need to follow the
policy.
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08/18/04

Customer staies that at approximately 12:10PM customer
providedi# for agent 8338F to call and it took her 1 minute and
20 seconds to dial out. After 3 rings customer received this
typed text: "Your call has been disconnected,” then no further
response from CA. Customer thinks that this agent
disconnecied on the customer.

12/15/04

Apologized to customer. Coached agent to do
proper procedure.

08/20/04

Customer typed fast but agent threatened to talk very siow.
She threatened to waste doctor office time. Customer's
secretary told him agent talked too slow so she hung up on
agent.

08/23/04

Apclogized for incident, assured customer that
someocne will call back after discussion.
Customer's contact information not provided,
therefore follow up not possible.

08/21/04

Customer asked agent to dial his mothet's number. When the
number was dialed the customer was typing what they wanted
to 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.

12/15/04

Thanked the customer for letting us know and
assured that the complaint would be sentin as
stated so that the problem could be
investigated further.

09/02/104

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.

09/21/04

CA DIDN'T REMEMBER AN EVENT OF THIS
NATURE; HOWEVER, CA DEMONSTRATED
PROPER PROCEDURES WHEN
QUESTIONED REGARDING AN IDEDNTICAL
SITUATION. NO EXPLANATION COULD BE
GIVEN REGARDING THE CALL HAVING
GONE THROUGH THE 2ND TIME, AND NOT
THE FIRST TIME.

09/03/04

CUST STATED CA WAS INSTRUCTED TO LEAVE MSG. AT
THE DIALED #, AND CA NEVER REPORTED BACK TO LET
HER KNOW WHETHER MSG WAS RECIEVED. CUST
TRIEDD TO GET CA'S ATTN. SEVERAL TIMES AND AFTER
SEVERAL MINUTES FINALLY JUST HUNG UP, RCS:
THANKED CUST. FOR INFORMING US, ASSURED THAT
COMPLAINT WOULD BE SENT IN SO PROBLEM COULD BE
INVESTIGATED.

09/08/04

MET W/CA, COACHED CN SEVERITY OF
NOT DISCONNECTING CALLER AND
IMPORTANCE OF FOLLOWING CUST.
INSTRUCTIONS.

09/04/04

SRO CALLER COMPLAINS CA TYPED SLOWLY, DIDN'T
RELAY CALL WELL. REACHED WRONG # AND CA BEGAN
EXPLAINING RELAY RATHER THAN ALLOWING CALLER
TO HANG UP. CALLER SUGGESTED THIS CA NEEDS
MORE TRAINING SO CALLER COULD BETTER ENJOY
USING SVC. APOLOGIZED. THANKED THEM FOR
INFORMING US. EXXPLAINED WILL NOTIFY SUPERVISOR.
. DECLINE CONTACT.

09/07/04

SPOKE WICA. CA DID NOT REMEMBER
CALL. TALKED W/CA ABOUT PROCEDURE
USED TO CALL A SPECIFIC PERSON.
NOTICED THAT EVEN THOUGH RELAY
REACHED 2 WRONG NUMBERS (THROUGH
NG FAULT OF AGENT]), CA IS STILL
REQUIRED BY PROTCCOL TO ASK IF
OQUTBOUND IS FAMILIAR W/RELAY AND TO
EXPLAIN IF NOT,

09/04/04

INTERNET/SRO CALLER COMMENTS: "This agent, 6688 f,
didn't follow procedures for TTY to TTY call setup.” Response:
| apologize for the problemn. No follow-up needed.

10/08/04

We reviewed proper procedure with this agent,
6689F.

00/07/04

CUST VERY UPSET W/CA. "| WAS HAVING TROUBLE
W/RELAY CA RIGHT BEFORE THIS RELAY CA 1 AM ON
WITH. | 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 | 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.

D2/21/04

MET W/CA, HE DIDN'T REMEMBER THE
CALL. COACHED THE CA IN IMPORTANCE
OF TYPING EVERYTHING HEARD
VERBATIM.

09/11/04

Customer states instructions & number to diat 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. | thanked the customer for
taking time to let me know and let them know a complaint
would be sent as stated so the problem would be investigated.

09/30/04

CA was coached regarding proper procedure.

09/11/04

CUST STATES THEY GAVE NUMBER AND ASK CATO
DIAL, AND THEN TO ASK A QUESTION AFTER THAT. CUST
STATES CA DID NOT WANT TO FOLLOW REQUEST. RCS:
THANKED CUST. FOR INFORMING US AND THAT
COMPLAINT WOULD BE FURTHER INVESTIGATED.

08/11/04

Supervisor reviewed proper procedure with
agent. .

09/11/04

CUST. UPSET BECAUSE CA DIDN'T FOLLOW COST
INSTRUCTIONS. APOLOGIZE TO CUST. AND INFORMED
THEM CA HAD ALREADY REQUESTED MY ASSISTANCE.
INFORMED CUST. AGENT FOLLOWED COST
INSTRUCTIONS AS THEY WERE TYPED ON CUST DISC.

09/11/04

THIS WAS NOT CA ERROR. INFORMED
CALLER THIS WAS HANDLED CORRECTLY.
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09/13/04

Agent hung up on Sprint Relay Online cust. While Cust. was
giving dial instructions for the next call. Michelle's response:
Explained the 3 min. rule and they insisted that was not the
case here, Complaint was forwarded to Cust. Svc. Dept. to
report. No fiu necessary.

09/15/04

Agent doesn't recall this but knows to follow
standard procedures on all calls.

09/14/04

Customer wants reason for agent disconnecting the line. He
reports he repeated the number in quick fashion but the agent
didn't dial. He asked the agent if there was a problem and the
agent hung up. | apologized and thanked the caller for
informing me.

09/21/04

Faxed to AZ Center. While the agent does not
recall circumstances of this nature, the agent
was reminded to report any technical difficulty
which may result in disconnects. The agent
was reminded of consequences of
disconnecting a call.

09/14/04

SRO CALLER REPORTED CA DIDNT FOLLOWS
INSTRUCTIONS TO DELETE VOICE MAIL MSGS. WHEN
MSGS WERE PASSED TO CO-WORKERS, THEY
COMPLAINED THAT MSGS. WERE OLD, BECAUSED CA
DIDN'T DELETE. CA LIED TO CALLER WHEN CONFIRMED
MSGS. WERE DELETED. CALLER DOES NOT APPRECIATE
CA'S LYING. APOLOGIZED AND ADVISED COMPLAINT
WOULD BE FORWARDED TO SUPERVISOR. CUST
CONTACT REQUEST: NOTE-CALLED 5:30 CST, WORK
ANSWERING MACHINE 1-15-04; -CALLED 4:45 CST-LEFT
MSG. WISECRETARY 7/16/04 EXPLAINED TO CUST FAU
9/20/04

09/15/04

SPOKE W/CA. CA SAID SHE TRIED TO
DELETE ALL MSGS., BUT FOR SOME
REASON SOME WOULDN'T DELETE. SHE
ATTEMPTED DELETION OF REMAINING,
BUT CALLER HUNG UP BEFORE SHE
COULD. | EMPHASIZED IMPORTANCE OF
INFORMING CALLER EXACTLY WHAT IS
TRANSPIRING. 9/15/04

09/14/04

SRO CALLER REPORTS CA HUNG UP AFTER TYPING
"LINE DISCONNECT" SRO CALLER REQUESTED REDIAL.
CA TYPED SKS & HUNG UP. CA DID NOT REDIAL AS
REQUESTED. APOLOGIZED AND ADVISED COMPLAINT
WOULD BE FORWARDED TO MGT. CUST. REQUESTS
CONTACT E-MAIL.

08/16/04

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.

08/25/04

Agent hung up while | was reading the typed text. | would like
action taken. Don't just say don't do this again. Apologized for
this inconvenience, informed caller } would forward this to the
supervisor thanked him for letting us know.

12/22/04

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.

09/28/04

CAWOULDNT DIAL NUMBER; DISCONNECTED ME AFTER
| GAVE THE NUMBER. THANKED CUST. FOR FEED BACK.

09/28/04

THANKED CUST FOR FEED BACK, FOLLOW
UP WICA,

08/29/04

CUST. REPORTED CA WAS ANGRY, SAID "YOU JUST
DON'T GET IT." CUST MENTIONED SHE WOULD DISCUSS
CA BEHAVIOR W/SVC. REP., CA TYPED, "WHATEVER,"
AND HUNG UP. CUST. NOT HAPPY FOR RUDE
TREATMENT. CA ALSC STATED, "YOU DID GIVE THAT
NUMBER OR | WOULDN'T BE TELLING YOU IT'S AN
INVALID NUMBER." IT WAS A LITTLE OVERBOARD. CUST
STARTED AT "VENOM SHE SPEWED.” RESPONSE:
THANKED CUST FOR TIME & INCONVEDNIENCED IN
INFORMING US. TOLD HER REPORT WILL BE SENT TO
CTR SUPERVISOR.

09/29/04

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.

09/30/04

An internet caller complained, "This is against 3807F. O.K. |
gave the agent a number, and then she said caller is not
permitted to make operator calls. | told her number wasn't
operator call, it was a loca! She asked me what number | was
calling, customer stated that she got threatened by operator
such beating up thru verbally. {continued in resolution)

08/30/04

. .."RCS: APOLOGIZED FOR THE HANDLING
OF THE CALL. Hung up before | could get
name or request of my call back. Supervisor
witnessed call. Caller gave wrong AC.
Operated dialed, got error & cust became
abusive

10/04/04

SRO COMMENTS TO CUSTOMER SERVICE: "l tried to call a
music store for information on gifts for my nephew, however |
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. | have no suggestions, I'm just
hoping to eliminate/reduce fraudulent calls which degrade relay
communication.(see resolution)}

10/06/04

. Response: | thanked the caller for taking time
to inform us and apologized for any
inconvenience. | provided FCC the number to
report SRO fraud, making them aware of how
the deaf community is affected. Also, provided
Fraud website so the calter could report on-
lina. The customer thanked me for providing
him with "exceptional customer service.” No
follow up requested.

10/05/04

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

10/06/04

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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W 40/08/04

INTERMET CALLER COMMENTS: "Agent 40034

disconnected me. The agent dialed and when the party
answered, he hung up. | asked the operator to redial, and he
didn't respond for a few minutes. He typed sksk and then
disconnected.” Response: | apologized. | explained the
problem may be technical

|

12102104

et

This agent 4093 m does not recall this call, but

the agent is aware of proper disconnect
procedures.

10/06/04

Nature of compiaint: Didn’t announce the call property and
added "How are you." Cuslomer was very upsel. Response to
customer: Apologized for inconvenience and assured | would
pass this to an immediate supervisor. |

10/06/04

Foliow up with agent. Emailed customer about
the situation related to technical problem.

10/06/04

SRO customer said agent "'interjecting into my conversation”
and did not appreciate this.

08/13/04

RCS apologized for the problem. Talked with
agent regarding this complaint. She does not
recall. Agent staled two guys in the same room
playing on the relay syslem, one said "l have
you agent bitch.” Agent doe know if this is the
complaint. Agent assured me she does not
interject herself into the conversation.

10/15/04

INTERNET USERSRO COMMENTS: "l was calling my folks
through relay. | sent long messages to them and expected to
get a response as soonh as possible, but it took me longer than
11 minutes. Is she on-line or what?" Response: "My apologies
for this problem. | will pass this on so the agent, 9541, can be
coached by the supervisor who can follow up. No follow up
requested.

10/20/04

Agent was coached to do proper tying and
notify customer during the call process.

10/17/04

THIS INTERNET CUSTOMER'S COMMENTS: "Agent 4033-M
hung up on me twice.” RESPONSE: "My apologies.”" We are {0
follow up by phone at the recommended time of (3 PM MST)

10/20/04

1 discussed this with the agent on 10/19. He
does not recall any circumstance matching this
description. Agent 4033-m is aware of proper
processing. | called the customer 10/20 at 3
PM and 5 PM MST in response

10/18/04

SRO/Internet CUSTOMER COMMENTS: "l placed a call at
3:56 P (Maryland). | typed the number to dial on SRO
homepage. The agent asked for the number to dial, saying nbr
calling to pizza. | asked, Didn't you see the number | typed on
homepage? He refused to answer. | repeated the question . . .
and | gave the number to dial and asked him to answer me as |
wanted to know if the number is not shown. Then the operater
hung up cn me. {continued on resoluticn section)

11/01/04

{complaint continued) | have a print out of the
conversation and can send it for verification if
necessary.” CSR: "My apelogy and thank you
for your time, letting us know, and this wili 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 | will forward it to the call
center.”

10/21/04

Nature of complaint; SRO Customer said the agent hung up on
him in mid-conversation. Response to customer: Apologized
for the handling of the call No foliow up required.

11/01/04

Agent does not recall any disconnects.
Coached agent on disconnect procedures.

10/23/04

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
agent did not have a phone number. No follow-up requested.

10/29/04

Mel w/agent who didn't remember the call, but
stated INTERNET calls come in with [P
addresses and not phone numbers, but she
would never call a customer's home.

10/29/04

F VCO/SRO customer. "Agent didn't stop talking to the caller
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.

10/29/04

Thanked customer for input and forwarded e
complaint and lold her that will be investigated.
Shared information to business development.

10/30/04

Nature of complaint: Customer was hung up on. Agent was
very rude and seemed to be rushing customers to get off the
phone. Response to customer: Apologized for inconvenience.
No follow up required.

11/01/04

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

10/30/04

Nature of complaint: On calls through SRO, the agent stops
responding. Caller waits, refuses to hang up, bul the agent
doesn't respond. Customer can't determine whether it's CA
error or a SRO problem. Response to customer: Thanked the
customer for letting us know and assured that the comptaint
would be sent in and investigated. |s follow up necessary? no

11/03/04

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




SPRINT RELAY ONLINE SERVICE

EER Nature of complaint. SRO caller upset. Agent reached afax 14108104 The agent didn't remerner a call of this nalure.
number and after informing them of this, | wanted to tell them We went over proper closing and disconnect
"good night,” but disconnected in mid speak. | feel this is nude, procedures. We also discussed importance of
impolite and my feelings were hurt. Response to customer: supervisor assistance in problems with callers.
Apologized and assured them | will inform the agent's D.M. Jacobson was e-mailed with results of
supervisor for follow up with the agent. Is follow up necessary? discussion with agent.
Please contact caller by e-mail.

11/03/04 Caller was calling a friend. His friend didn't understand Relay 11/05/04 Consulted with agent 11/4/04. Agent did not
s0 his friend hung up. CA sent the "person hung up sksk” recall this specific call. But has been counseled
banner and immediately the CA sent the sksk and hung up on on standard call processing procedures.
the inbound. Wants follow-up by email. Thanked caller and let Emailed customer with above info.
the supervisor will follow-up.

11/03/04 Called friend. His friend hung up on Ca and inbound. Ca sent 11/17/04 This agent ID number is currently unassigned.
banner person hung up sksk and then Ca sent an immediate Emailed customer 11/17.
sksk and hung up not giving caller a chance to respond. Caller
feit Ca was rude and unprofessional to do this. Caller wants
follow-up at email address. Thanked calter and let him now
supervisors would know.

11/04/04 Customer interrupted CA while they were typing out answering 11704704 Agent does not remember call. Tcld agent
machine msg. CA ignored cust. and kept typing. When Ca was when caller starts typing try to see if they are
finished typing message cust. Asked CA” Thanks now redial new instructions. Reinforced agent is never to
like | told you earlier.” Ca then hung up without redialing. hang up on a caller.

Thanked customer for info and will give to CA's supervisor for
follow-up.

11/04/04 Caller reported agent hung up on them. Caller did not request 11/18/04 TL received this complaint 11/18/04. Consulted
contact. w/ agent. Agent is aware of proper procedures

and there is not enough info from this customer
to specify a particular resolution.

11/04/04 Caller reported agent hung up on them. Caller did not request 11/18/04 CA #4188M doesn't exist.
contact.

11/05/04 Customer reported that when they were trying to start a new $1/15/04 notified to Engineering dept about technical
call and told the operator the new nbt the msg came on the preblem with SRO
screen "you are now disconnected” The customer had ancther
call to make through SRC 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 supervisor, No follow up
reguested.

11/05/04 The Ca hung up on SRO persaon after typing fast busy phrase. 11/08/04 Coached agent on importance of following
Did not give customer time to respond. In addition CA did not proper procedures.
type fast busy phrase correctly. Would pass on to agent's
supervisor for coaching.

11/06/04 SRO call recipient frusirated that agent typed everything 11/06/04 Agent correctly typed everything heard, and
including request to repeat a word. Agent did not directly also properly gave agent nbr when asked. In
repeat the word to her. | explained that the line will disconnect consulting with agent, the word customer
shortly and that it is possible for the agent to re-voice some wanted repeated was part of material which
material, although still everything must be typed. Customer the agent would have had to repeat an entire
wanted immediate call back by the agent's direct supe. {did not sentence. Customer was interested in
provide area code) Offered Acct Mar contact nbr. Caller hung extracting that one word from the sentence.
up. Agent did proper procedure.

11/06/04 Customer states that this agent seemed to wander off in the 01/05/05 No cali back requested. Agent does not recall
middle of the conversation. He said that his hearing caller this call but is aware of proper call procedures
stated that he could still hear breathing and he thought he and the importance of stating focused.
heard typing but the agent never responded on the call after
the caller said, "Hello, Hello?" thanked the caller for letting us
know and assured that the complaint would be sent in as he
had stated so that it could be investigated further.

11/08/04 Customer states the CA disconnected the line, and she 11/10/04 Met with agent, and he does not remember this
beliaves it was intenlional. The custemer explains that some of call. He stated he would not hang up a call
the CA's are not taking internet calls seriously and she intends intenticnally. Informed agent on the severity if
to report those who are "playing around.” Apologized to they are observed hanging up on a customer,
customer. because it can lead up to and including

termination.
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11110/04 Cuslomer reported that they made a call to a place where there A4/48i04 Coached CA immediately. She is brand new
are 4 menu opticns. CA said the phone was disconnected. CA. Instructed her how to do correct
Customer instructed CA to press zero during the menu procedure.
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 inconvenience and
thanked the caller for letting us know. Told them the report
would be sent to the call supervisor. No follow up requested.

11/10/04 Internet caller reported to CS that during his relay call, 01/26/05 No further action from account management
everything he typed was being duplicated onto the operator CA nbr N/A regarding contact. Tech issue
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.

11/12/04 Customer was calling to a business regarding employment and 11/17/04 Met with agent, and she stated that she did
the agent had quite a hit of difficulty. They missed the greeting type the greeting correctly. Coached agent on
of every person who answered the line and they had lots of the importance of typing verbatim, and keeping
typos and typed very slowly. Apologized to customer and the TTY user informed by typing the greeting of
thanked them for letting us know. Told them the report would every person that comes on the line. Agent
be sent to the call center supervisor. Follow up requested. was given a typing test and did meet the typing

speed/accuracy required by the FCC.
Informed customer about agent had been
coached to do appropriately.

11/16/04 Very upsel. Caller was trying to get a bill paid and this agent 11/24/04 Consulted with agent on 11/21/04. Agent does
hung up immediately and didn't process call. Thanked caller. not remember a ¢all with this description.

Said there would be forwarded to immediately supervisor. No Confirmed agent knows standard Sprint
follow up requested. policies regarding call processing and
disconnecting.

1117/04 SRO caller complained of agent's slow response, and that the 11/22/04 Operator was not even scheduled at this time.
agent disconnected the call. Apologized for problem. Thanked Let operator know that if she disconnects
them for letting us know. Explained that agent's supervisor will callers it can lead to termination.
follow up with agent. Explained with SRO/Internet relay some
calls may be disconnected out of agent's control. No contact
requested.

11/17/04 Caller said that after the person he called hung up, the agent 11/22/04 Met with agent, does not remember the call,
called him an obscene name. stating that he would not use such language on

any given call. Coached agent on the
importance of always maintaining a
professional phone image on every call.
Follow-up attempted several times, but no
SLCCESS.

11/17/04 Catled through SRO. Received ans. Mach.. Agent redialed 1117104 —-Answered customer they would receive call
before | could type instructions regarding redialing when back from agent's immediate supervisor
ieaving ans. Mach. Messages. | 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 Vioice Mail
comes on, hang up or redial. 'm wheel chair bound, so it may
take a long time to reach phone. | will answer on redial. -

11/19/04 CA did not type what customer was saying, and did not say 12/03/04 The agent did not remember an event of this
exactly what customer was typing. Other line disconnected nature; however the agent demonstrated
from call because was frustrated with operator. Said "your call knowledge of appropriate procedures when
has been disconnected” and then hung up on customer, responding to customers under similar
Apologized for the inconvenience and thanked the caller for circumstances. The agent apologized.
letting us know. Told him the report would be sent to the call
center supervisor. Follow up requested by supervisor.

11/20/04 Customer stated that had asked operator to hold white 11/23/04 Spoke with CA and coached her immediately.
obtaining a phone number and operator just hung up on them. She understood and will ask for some
Apologized for inconvenience and advised supervisor would be assistance in the near future if needed.
notifled.

11/20/04 Asked agent if he had the Relay OK number. He said that info 11/20/04 Agent remembered the call and said when they

was not available and he needed to be fransferred to customer
service. | have called relay before and they were able {0
provide me info. After requesting a supervisor, agent hung up
oh me. Apologized to customer; explained we do have this info
available.

asked for supervisor, he was the red
disconnect box. Told him when he has a
problem with a call to get a supervisor
immediately.




SPRINT RELAY ONLINE SERVICE

14190/04 Customer stated that when they asked CA for number to relay, 11/30/04 Agent remember the cafl and said when they
CA typed they did not have access to that information. When asked for supervisor, he saw the red
customer asked to speak with supervisor, CA immediately disconnect box. Infermed him that when he
hung up on customer. Apclogized for inconvenience and has a problem with a call to get a supervisor
advised that agent's supervisor would be notified, immediately.

11/21/04 SRO user wondered why after completing 2 calls, agent sent 12/01/04 Coached agent on the importance of proper
"sksk" and hung up after sending "person hung up". User pracedures. Also coached agent on the
wanted to make a third call. Informed user that agent's direct importance of being professional when relaying
supervisor will talk to agent about this, but user does not want to customers.

a follow-up contact.

11/28/04 Customer states the agent was impatient and rude to her son. 12/01/04 Consulted with agent 12/1/04. Agent requested
The customer explained that her son's English skills are not assistance and A/C concluded that message
very good, and the agent kept sending "message garbled.” The was unintelligible, and said to send "msg
mother saw what was happening to her son and requested a garbled.” Agent knows to not disconnect as
supervisor. The agent disconnected the call. Apologized to leng as intelligible data is being received.
customer. No follow up requested. :

12/05/04 Gave instructions to CA but did not follow the instructions on 02/20/05 Emailed to Olivia Dominguez asking for
outdial. Requested CA to redial number and to follow clarification on date of complaint. Pending
instructions this time. CA hung up on customer. Customer contact back, complaint forwarded to TL for
requested no call back regarding this issue. Apologized for flup with agent. 2/16/04 Agent does not
poor service and would take the complaint and get it to remember this call, but coached agent on the
appropriate dept. Assured her no call back would be given as seriousness of disconnecting callers. CA will
reguested. Customer hung up in mid sentence. Faxed to SC be very careful going forward.
center.

12/05/04 Customer called lo complain that agent did not foliow 02/17/05 Agent was coached to do proper procedure.
instructions to disconnect the call after three rings, but let it ring
to four times. Apologized for incident. Offered follow up. No
follow up requested.

12/06/04 Agent 9340F did not follow customer's instructions. 12/09/04 Met with agent, she did not remember the call.
Disconnected call when a supervisor was requested. Coached agent on the conseguences of

hanging up on a customer. Agent advised to
request a TM to disconnect all calls if there is
no response.

12/06/04 Agent 9585 was to call a supervisor over but hung up the call. 12/06/04 Team Manager met with agent concerning
complaint. Coached agent on the impottance
of following the customer request and the
consequences of hanging up on a customer,
Agent advised to call for assistance to
disconnect all calls when there is no response.

12/06/04 Customer called to report a "bad situation” with agent. 12/09/04 Agent does not recalt situation. Assured
According to the customer, the agent reported the number suparvisor that agent always accurately reports
dialed as busy, but another agent had reported it as not busy. what is happening on the outhound line.
Apologized to customer. Explained relay procedures. No follow
up requested.

12/07/04 Customer says agent dialed number, and then agent put the 02/25/05 Unable to resclve complain, agent no longer
customer on hold, Customer says, "He did nol come back on with account.
the line or type to me at all. | typed hello three times."

Apologized to customer. Customer request contact at voice cell
phone number given.

12/07/04 SRO caller complained that agent did not follow instructions 12/07/04 acknowledged the problem and no customer
and hung up on caller. conlact info to follow up

12/09704 SRO customer called very upset that the agent did not replay 12/09/04 Agent does not recall an instance with this
anything someone said as he supposed to type. description. Agent is aware to relay calls as per

Sprint policies.

12/09/04 Customer says agent 4546M disconnected customer before 0217105 Coached agent to do proper procedure.
out dialing. Apologized to customer. No follow up requested.

12/09/04 Customer from Georgia states that they are having many calls 03/14/05 3-1-05 left detailed msg to customer voicemail.

disconnecting in the middle of the conversation when using
SRO. Customer is not satisfied with the relay service and
believes that the agents are disconnecting the calls. No agent
ID numbers available. Thanked the customer for letting us
know and assured that the complaint would be sent in so that
the problem could be investigated further. Call back reguested
during a.m. Sent to account manager and trainer me.

3-3-05 left ancther brief msg to customer
voicemail. 3-14-05 no answer this customer
contact is closed due to no responses.

10




IT

sampasoid 1931102 pamo||o) waby posuse
Josiauadng aJojeq paloauuodIs|p Ing JosiAsdns
e pajsanbal Jasn jqejeae Juabe sjlew ou,
padA} usy) Juaby " wo, B Yyim uiebe jsenbal
ajew padAl 191 "SUONIINASUL [BUOIIPPE SABY
Ae Jasn sy se ‘edAy jou pip Inq 1do ajew Jo}
ainpadosd uebaq uaby "y9, ou Ing ‘jsenbal

. (1s1ss€

pInea Josiauadns siopeq dn Buny Jswolsnd Ing Josiaadns

€ 0} yeads o} psjsenbed Jawoisng Gunels jles siy) Buunp Jates
10s/0adns e Jo) jsenbal e dn nd pey jusbe siy] Blou JIY)
-auoyd dn Buny usy) juabe ‘ age|ieAe Joje1ado S(Bw ou, Yim
pepuodsal juabe 'sem Waigosd sy Jeym payse J19jeo 'Aidal

|e1aads/m Ul awe |[ed Ajjeniyj :sa)els Juaby +ONZIZL 10u pip Juabi cjesado 2ieW B 10} pYSE ABY) palBIS J9|ED YOILZIZE
‘PEUYIIOU 89 pjnom
Josinadns ajeldosdde ay) jey) WaL) pawioul pue ¥oeqpas)
ay) Joy Jawoisna pexuey L aw uo dn Buny Asy) usy) pue
Juabe im saunpasoid Jadoid pamelrey ¥OI0ZIZ) uafie ay) WOy JAMSUB OU SEm BIaY | faquinu & pajeip Jushy ¥0/0Z/ZL
"pUSNLasU0T SNoLas o) dn pes| ued
yaiym “Jawoisna e uo dn Buibuey jo AjiaAas ‘paynou
ay) uo Jusbe payoeo) "||eF ay) Jaguawal aq pjnom Josiaadns sleudoudde au jey; weyy pauuoyul pue
10U pIp 8Ys paless Ing ‘usbe yim B ¥0/02/21 ¥2BGP88) JO) JBLIOISNI payuey ) aw uc dn Buny jusbe siyL vO/0Z/ZL
“JBWOISND uo dn Buey jou pInom pue ‘pajsonbal Joejucs oN ‘wWalqoid sy 1o}
MO|S SBLNBWCS 5| SWRISAS Bu} S[IE0 Jawalul pazibojode gy ‘puadsal jou pip Jueby ‘1o [e1p 0} pajsanbal
Buiop uaym ey} paiels wabe abe yim japn POI6L1ZL J3WoIsnd uaym Jualie woly asuodsal ou paaladal JSWoISND) POIBLITL
‘pa1sanbail 198)U02 ON
"paloallp SSIMIBLI0 SS8|Un Aejay "J18W01sn3 0} pazibojede Oy BunsauUCISIP pUNOGING sy} Ul
@ounouue 0) smouy Jueby “uonduassp Siy) Yim Bunnsas punoqino auy} o) AB[S1 8oNpanUI JoU PIp INg JSWoISnD
JUBapISul Ue |[B224 Jou seop oum juabe yim 1e POIRZITL ay} 10} eARelUBSaIdB] BAI B poyoRal pUE Jno pajelp Juaby POI6LIZL
"AIESS203U SBM N MO[{0) ON "UCISSaS
Buyaeod ayy Buunp s|le2 ay) Buissasaid
uayMm JNjaIed alow aq o) Buijm sem uabe ‘paisanbai 1000 oN ‘walqoud
J9ASMOY JUapIaul ay) Jaquuswal Jou pip Juabiy ay) Joy pazibojode §OY KRWIOISND 84} uo dn Buny Jojelado
‘Buiyoeo2 pue dn-mo|j0j 10} 71 O} palisjey +O/61L/EL 8y pue ||e2 Jayjoue aoejd o) Jojesado payse JanicIsny vOBLIZL
-dn buny uay) aseayd
Bunyoauucasip padA) ay 0s Jaquiny apiacid you
pIp d9]j22 pue sawi 2idne? e |elp 0} Jequinu
10} J2||e2 payse sy ples Jojerad() sainpasosd ‘uiy uc dn Buny Ajenjuansa Jualie pue aom)
183 OYS Jadosd uo payoron sem Jusbe ay| ¥OIILIZL Jsquinu [eip 0} Juale payse 8y jeu) pauigjdwiod JS|ed OXHS Uy pOSLLIZY
‘papaau dn mo||0) ON '}l INOJE MO JOSIAIANS §,¥0)
‘poaisiapun Juaby auniny Ui puEjsIapUn 19| PiNOM PIES PUE S5UBJUBALGOL Jo) pazibojody "pejdauucIsIp
PINOM £3] OS JSWIOISNY Yl wisjqoid usbe pue asuodsad ou - Y| sem abessaw || payse Jawoisny
ssnosip o1 Aem Jadoud uo afie payseo) J'ale| o0}, padA) Juabe pue |ipad uo abessaw aulyoew
JIES BY] Ui LWSjgoad [ed1uy2e) B 8q 0] Bulamsue ad4) 0} Jou Jusbe pajsanbey -sbessaw aaea|
palwaes a1y} pajels oym Jojelado Yyim axods ¥0/9LIZL pue [21pai 0) Juabie pajuem JOWI0ISND "apru AJaA sem Jusby p/aLIZL
‘pajsanbai 10e1U0D ON "Pelalo2 pue paljefiseaul aq
pINGM UONENYS SIY) PRJINSSE PUE Jgwolsna o} pazibojode §OY
“181in} pajebnsaAl SEM SIU) BINS 4BW 0} PAIUEM JIWOISND
"PAES| 0} PIES JALLOISND AU} Yoiym Jo Buiyiou abiessaw
dn apew AjJpue ue J& Jojesado Aejas Sy} Jey)l punoy JswWosnd
‘paublsse Jafuo| ou s pue abessaw au jo Wiy PaULCUl PUB %oBq PAI(ED PUSLYNS
sequinu jJuafe s|y) ‘ure|dwod 8Aj0884 0] 8|qeun vO/ELZL ‘aulyoew Bullamsue spuauyab siy uo abesssw e |8 JawolsnD POELIZL
‘sjuate
PO/ZL/ZL SuUoiONASU| aalualEe-UoU Ulm uaye) aq pinoys uanoe Aleujdiosip peiers
1SN2 MO||0) O} pasuU 3y} uo payoseos sem Jdo 18N9 ay | uny pajeselbbe jeo ay) Uo UOIIENUSAIUOD JO HIB|
"dn mojjo} oN "waigosd ay) JO PaLIcU 8q PINOM 19y pue 'uonuane Buided Lusem oum uabe ue pey sy SasIApY
Josiuadns s ajuad ey) pasiape ‘pazibojody POIZLIZL 1SN "SUCHANUISL S1Y MO{|0f Jou pip juabe ay) saiels 1sn) YOrZLIZL
‘ginpadoud Jedoid pejelisucwap vo "INO paj|l} 8q PINOM 1DEIUOD IBWGISNI B PIES PUE JSWOISND
* 0} 106 3 as0jeq o0ew BuiBuw ay) Budda)s 0} peziBojody “sawi) + Bull ¥ 19 ¥ 8y} pue sswy £ Buu o) v
pue suofonJisUl Bumol|0) UG YD PSYIE0D PO/LLIZL pajuesm JBLIOISNY) "SUORONJISUI MOJIO) 10U PIP WD) PIES JaWWOISNT) FO/LLIEL
‘WeqlaA
UOIIBSI2AUQD YY) 2dA) 0] J3pIO U] PEPa3U LGYM
Alepdosdde 4oqje2 a210A ) 92ed pue 'sious
Bunads n1BYy) 199009 SAEmE 0) mauy Juabe ja7
‘1se) Gunje) sem uosiad ao10A aY) pajels pue 18||E2 82]0A BY] PUBISISPUN Jou pIp pue Buyjjads
[F22 8y} parequswied Juabe Jusbe 2y} yim e ¥0/0L1ZL qol sood & pip Juabe jey) uieidwod o} paied JSWAISNI OYS O/0LIZL
“19]ua3 Z pue 16w Jo0e o} Juas
"palsenbal yoeq B2 ON 8.6% $2Z 00I#LL 1eyun) pajebnsaul
ag pino2 wajqoud 8y} 1Y) 05 Ul JUsS 8] pInam jurejdwos
Ay} 1By} JSWOISND aY) paINssy uoiaunyew Bndwed e ay
BJOW NG JoLD Jusbe syt PUNOS JoU PIP Il SJBquINU PUE SIANS|
pajqed pue S|oquAS auy) Yim Jeuy) Jawoisno ay) o) pauleidxa
“JuaLdolaasp $S8UISNQ O} aNSS| paJeys sem ]| ‘wae|qoud oy} to) pezifojode pue mouy sn Bums)
pue 1oeUcD pamatAll Wy Bulesdde weiqoid 10} JBLIOISNS 3U) PONUEHI "%y 'B%'8 SEB UONS sloquiks Apsow
ou peY pue OYS uc Sunssey yewl pauodal puUe sHoNS SASY wopuel yum ebessow e was wabie sy 0ds
11 1D sty Jaquisiumy JOU S90p eby SOI60/T0 yBnoay) equInU € uo \no Bulelp USUM 1BV} SBIeIS JewaisnD YOI60/ZL

HOIAYHS ANI'INO AVTHY LNITUdS




SPRINT RELAY ONLINE SERVICE

Wmoa

Caller atates agent did not follow his instructions and
disconnected his call after caller called cutbound friend a
name. Apologized and asked customer if they wish to have
another agent process their call. Customer did not want to
place ancther call and hung up.

1221104

Agent did not recall this call but was coached
on the importance of following customer
instructions and net disconnecting calls and
advised of the consequences of doing s0.

12121104

Caller said agent hung up when asked why an agent call
takeover happened on her call. Calier did not want agent to
change agents on her calls. | apologized to customer for the
problem. Also explained to 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
Service.

12/21/04

Operator did not remember this call. Was

coached on the penalties for disconnecting any
call.

12/22/04

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 contact requested.

12/28/04

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

12/23/04

The caller stated: | was trying to call UPS to file an insurance
claim and | gave the operator the number and said to press 0
for the operator, the operator said "That is not 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.

12/28/04

T.L ang Center Manager met with agent. Agent
does not remember this call and also states
does not rememnber typing "FUFU" Coached
agent and advised if any frustrations with SRO
calls, to inform T.L. if need extra time due to
frustrations,

1225/04

There was a silence; operator hit macro that said the outbound
party hung up; then the operator disconnected. Customer did
not say how quickty the operator disconnected but indicated it
was too quickly. Thanked customer for the information and said
will fax into agent's supervisor and give follow up. Customer
would like a call follow up.

12/25/04

Supervisor Jerry followed up with agent 1300
regarding disconnection issue. Agent was
ceached on proper disconnection procedure.
Contacted customer via phone and informed
customer that agent had been coached to do
proper procedure.

12/27/04

Caller said agent did not dial the number when requested and
did not respond to caller. | apelogized for the problem and let
caller know a complaint would be sent to agent's location so
issue ¢an be addressed to agent by a supervisor. No follow up
required on this issue.

12/27/04

Agent does not remember the call. Coached
agent on proper call procedures and to pay
attention on all calls.

12/29/04

Complaint regarding receiving calls from Sprint Relay online
about requesting shipment to Nigeria

12/29/04

Contacted customer about preventing fraud
calls and gave customer some options to
resolve such as global block. Customer
responded thal they get all information that
they need for preventing fraud calls.

12/31/04

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.

01/03/05

Spoke with agent. Agent does not remember
the call. Coached agent on the consequences
of disconnecting the calls. Reminded agent of
the proper disconnecting procedures.

01/01/05

SRO user complains agent poor type slow; disconnecl his calt
before he could obtain necessary information. Customer
prefers 20 WPM typing. Apclogized 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 contact

02/24/05

Sent information to Business Develocpment to
share concern about the customer prefers to
have typing speed control on SRO platform.

No further action from account management.

01/02/05

Customer stated agent rudely disconnected the line after 1
min, 23 seconds. The customer had to reconnect to the system
to get her call processed. Apologized. Follow up requested.

01/02/05

Since the specific 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 alt calls. A follow-up
e-mail was sent to the customer on 1-13-05.

01/02/05

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

01/02/05

Met with agent, but he did not remember the
call. 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.

01/02/05

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

01/02/05

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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Wmsms ‘customer Complaint: When the customet is using SRO, after (4103105 Agent no fonger works here.
the first call is completed he asks 1o dial a second call, but the
CA disconnects immediately after the first call is completed.
Caller said that this is happening over and over again,
Customer Service Response: | apologized for the
inconvenience and told the caller the report would be sent to
the call center supervisor. No follow up requested. _

01/04/05 When the caller called in and completed one call, the CA 01/12/05 Met with agent, but she did not remembered
disconnected on the caller before the caller could give the the call. Coached agent on the severity of
second number to be called. Apologized to the caller for the disconnecting on a customer, which can lead
inconvenience we've caused and informed the caller that this up to and including termination.

_ unfortunate incident will bring to the supervisor's attention.

01/06/05 Customer states they gave a long message to the agent who 01/13/05 Agent does not recall this particutar call but is
responded "message garbled” Customer retyped message and aware of proper cali-handling procedures.
agent hung up on the customer. Customer called back and got Follow up 1/12 1:10 pm. Msg left with
same agent and typed the number and message again Agent resolution.
gave the response, "One moment please” and never came
back on the line to complete the call. RCS response:

Apologized for the inconvenience and assured that the
complaint would be sent in so that it could be investigated
further. Call back requested.

01/07/05 SRO caller complained after completing their first call the agent 06/16/05 Known technical problem with SRO.
disconnected them. | apologized explaining that sometimes the
internet connection may be lost, and let the caller know | would
inform the agent supervisor for follow up. No contact
reguested.

01/07/05 Customer stated the agent dialed a number and it was busy. 01/071/05 Spoke with the agent and they did not
The customer said does it again and the agent typed SKSK remember the call. Reminded agent the
and disconnected the call. Person disconnected before | was consequences of improperly disconnecting
able to apologize. No follow-up requested. customers. Reviewed proper disconnect

procedures with the agent and they
understood. Will get a supervisor in the future if
— having any problems.

01/08/05 Customer said agent 7847f did not follow her instructions to let 01/08/05 Agent called an Assistant supervisor that noted
the phone ring 3 times. Said agent let it ring 6 times. Customer the agent did follow instructions. Advised agent
asked for supervisor and was on for a long time. | apologized to continue to call a supervisor over if having
to the customer and informed them | would forward this on to any difficulties on a call.
the appropriate supervisor. Customer does not want to be
bothered with a contact follow up.

Q110105 Customer claims agent hung up while customer was typing first 01/13/05 Met with opr and she was surprised by this.
sentence of call. Apologized for inconvenience. No follow up She is aware of the disconnect procedures and
needed. it was determined that the modem had timed

out or that there were technical difficulties
within the 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 {P address listed for
further investigation.

0112/05 Customer indicated that this operator hung up on her. The 01/13/05 Met with opr and she was surprised by this.
operator asked what number she was calling and customer She is aware of the disconnect procedures and
said to read the dialing instructions. Wants follow-up via e-mail it was determined that the messages were not
and would also like to know if the operator was insulted by her coming across and opr did not receive the nbr
comment. Thanked the customer for the feedback and noted nor instructions. Emailed to customer on
that this would be forwarded to the appropriate supervisor. 1/13/05 explaining the resolution and thanked

them for their feedback and apologized again
for the inconvenience.

01/13/05 The caller stated this operator gave me a lot of trouble through 01/17/05 Discussed issues with H.R. Met with agent.
the whole conversation and she disconnected me. She is very, Agent terminated.
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 | begin to type. She was very disrespectful and | don't
appreciate that. She made me and the person | cailed wait
saying that | wasn't responding. Apologized to the Customer.
No follow-up requested.

01/16/05 Custorner called to report that agent did not follow customer 01/16/05 The agent did not remember this call.
instructions. Customer asked that the number be allowed to Reviewed the importance of paying attention to
ring 3-4 times but agent did not follow the request. The the customer notes and other instructions prior
customer asked for a supervisor and the agent hung up. to the outdial. The agent understands that if
Customer was very upset about the "rude behavior.” she needs further clarification, she should ask

the customer. Also reminded the agentto geta
supervisor's help if she is having a difficult time
with a call.
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TonTios Caller said the agent disconnected her call. She requested that \ DAATIOR Mempted o call customer 3 fimes on 4140105 \
a supervisor call her back. | apologized for the problem and 7:30 pm CST - busy signal 8:16 pm CST -
explained that it may have been a technical issue. Caller busy signal 8:27 pm CST - busy signal
requests a call back from supervisor on this issue.

0117105 Customer placed call using Spanish relay. Had problem with 01/17/05 Shift Manager met with supervisor, and
an opr and spoke with 87 24F supervisor. Customer states supervisor stated that the customer was trying
supervisor disconnected her call without her consent. to place English to English call thru the
Customer felt her complaint to supervisor was ignored and felt Spanish line. She tried to explain procedures
she was treated very rudely and unprofessional. She is very to the customer, that English to English calls
disappointed with this service. Apologized to customer, cannot be processed on the Spanish gate. She
ensuring that this matter would be taken care of promptly. also stated that she was never rude towards
Customer requests to be contacted by email with resolution. the customer at any time. Customer was

emailed regarding resofution.

01/17/05 Customer called in using Spanish opr 9431F. Cust asked o 01/17/05 Met with agent, and she stated that she never
speak with the floor supervisor and opr hung up on cust 2 hung up on customer. They requested for
separate times. Third call she got supe 9724F and supervisor English to English call thru the Spanish line.
hunhg up without her consent. Customer feels she was treated Agent let the customer know that their request
very rudely ang unprofessional and is very disappeinted and could not be processed, and that they would
upset. Requests operator be terminated for disconnecting call have o call thru the English line. Then
twice. Apologized repeatedly, ensuring this matter would be customer got upsel, requested for a
handled ASAP. Cust requested email her with resolution 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.

01/17/05 Caller said they instructed agent to place a call and let the 01/17/05 Agent is no longer with cur relay service. No
phone ring only 3 times. Caller said agent did not respond to customer follow up required.
this instruction. Caller then asked to speak to supervisor and
said they waited a very long time and finally hung up as
supenvisor did not come to the phone. Caller said agent was
rude and argumentative with a bad attitude. | apologized to
caller for the problem and let them know a complaint would be
fited. Follow-up not required on this issue.

01/19/05 Customer slates while in the middle of having a conversation 02/03/05 Agent did not remember this ¢all, however was
using SRO that agent 4151f disconnected her call. Apologized coached on the importance of not
to customer. No contact requested. disconnecting call and advised of the

consequences of doing so.

01/18/05 SRO customer called to say that they had been disconnected 3 02/03/05 Agent did not remember this call, however was
times during their calls Apologized for the handling of the calls coached on the impertance of not
Mo contact requested disconnecting calls and advised of the

consequences of doing so.

01/19/05 SRO customer called to say that agent disconnected them 3 01/19/05 When reviewing records, it showed that agent
times during their call. RCS: Apologized for the handling of the was nol here on the day the complaint was
call. No contact requested submitted. Still met with agent, and he stated

he would never disconnect on a customer.
Coached agent on the severily of
disconnecting on a customer, which can lead
up to and including termination.

01/20/05 Customer said,” the agent cut me off and did not call again for 02/03/05 Agent did not remember this call, however was
me, he just hung up on me”, Apologized. No follow-up coached on the importance of not
requested. disconnecting calls and advised of the

consequences of doing so.

01/25/05 The account manager reported that on 1/17/05, at around 3:30 01/25/05 Spoke with agent about complaint. Agent said
PM, the customer had problems with Relay. Customer that he was sitting in the back section of the
explained that the operator typed inaccurately, and he was floor. While the call was being processed,
unable to process his 2-line-VCO call. Apologized. Follow up to agent was a bit confused of what was going on
Acct Mgr. 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
asgsistance as he says there was no one
available. Coached agent on call procedures.
Went over call set and scenario with agent.
Agent understood importance.

01/25/05 Customer states agent was rude and hung up on them. 01/25/05 Referred complaint to team leader for

Apologized to customer, No foliow up requested. coaching. Team Leader coached agent and
reviewed call processing procedures. Will
continue to monitor agent te insure proper call
processing procedures. Agent understands
rudeness will not be tolerated.

01/25/05 The Account Manager reported that on the morning of 1/24/05, 01/25/05 Met with agent and she stated that when the
the customer had problems with Relay. The customer caller asked to process the 2 line VCO, she
requested a 2-line-VCO call and asked the operator to mute panicked and said she had never processed

14




Sl

10B)UOD JSanbal JoU PIP JSWOISAY)
‘1olla Juabe {waqosd [2oiuyos) ussa aABY PINOD )i pasIApe pue wsajqosd
JON "saunpas.d JaauuoasIp 10) oweaw juabe 10} pezibojade) JaED pajdsUUoasIp usy) puodsas Jou pip
SARCD) 'S2INPas0sd J33UU0ISID [BLLIOU Pamai|o wabe pajjes ag 0] J2quWnuU palajua pey Jawoisnd Jaquinu 10}
“Jo||e0 wioyy asuodsal aaey 1ou pip Juafy SO/P0/20 Buiyse jday pue Jusned jou sem uabe spuodal jawoisnd OHS S0/20/20
"UoHEUIWIB] O} -Aessasau dn mojio) oN “iosialedns 19juad ||BD 0} JUaS
dn pes| UeD yojum Jawelsna e uo dn BuiBuey aq pinom podal Way) Pjo} pUB SUSUBAUOY J0) pazibiojody
Jjo Ajuaass ay} uo osly 'jjes e Buunp pawloju ‘asuodsey 8o|Aeg JBWIOISND "PaIoauLo? (NS Bumoys
1aoisna e Guidaey sAemje jo aosugpodu st aulf Jng Jojesedo woy asuodsar o peuaddey Jeym Jo ploy
oy} uo Jusbe psyseos "s19W0)SNo Aue uo (118 31 MOLUY O} pajuepy, ‘Buiuaddey s| jeym 0} se saunbul
uo dn Buey Jou pinom ays 1By ajels pip juaby 0} papuodsal Jou pey JCIeIado PUB S3INUILI US) 10§ MOU ploy uo
‘[le ay) Jequiawal Jou pip ays Wwabe yiw 18y G0/1L0/20 182 B U0 2IoM ABY) PIES 0¥ S WIS ulRidWay Jawidsny S0/1L0/20
“dn Mmol|0§ }sanbal Jou pip JaWoisny) "no
PAYIBYD BQ PINOM Jalell By} JOLIOISNY PAWLIOJU| PUE JBLWOISND
0] paziBojode SON “|IE3 2y} PSIDBLUUOISIP UL} ¥ 8y L
1013 ‘puodsal 0] JISWCISND BU) Joj Jufed Jou Sem ¢ ay) pue ‘awn
wabe joN ‘Juabe Yiw sainpaaoid 129uu0sIp yem Sussnes ‘yBnoua se) 8dA] JoU pINod JawWKIsna asnessq
Jadoud pamaiaal Jos|aedns ixs) 196 Jou pip vD GO/LOIZ0 ¥ 241 AQ pRJIaUUOlSIp SEM OYS U0 sljed Bupew Jawoisns G0/10/20
‘papaau S| aJuejsIsse
1 y18q BuiBuy pue 'suonaNISU| JAWOISND yoeq (&2 isanbal Jou pIp JBWOISNY) JBWOISND
Buimoijog ‘2inpasosd pauuodsip uo Juabe 0} pazibojody wiy uo dn Buny uay} SUCHONIISL JIBY) MO||0}
PBYIEOD (|82 aY) JSqUIBWSI JOU PIP 46609 S0/62/1L0 10U pip pue 8pny sem Juabe jeuy) paule|duod JBWOISND OYS Uy S0/62/10
dn-m0j|0§ ON Jet0)Sna ay) 0] pezibojody Hed
-djay Aue spasu oY) Yusm uo BuioB sem jeym mouy LUaas Lupip | oA Ui 54 |[wm
ays y ainyny ay) uj Josiuadns e 186 m pue | PUB S)nuIW € Lo pjoy jsnf noA o] ye) o) Jay 186 o} Buidn au
spuejsiapun jusbe su ) ‘UONESISAUOD 8Y) 0} ay) uo we | padA 1olesado ay) uay ] “Auuny sem jey; JyBnoy)
BunpAue ppe Jou o) pue piesy Buyilians adiy | puE ‘sw o} yeads o) juem Jupip ucsiad sy) ‘padh) JojeladO
0) papuIwal 05|12 pue sanpasosd j|es Jadoud Zol1eH (J) palsmsue SUCOWOS pue pajelpal Jopelsd( “abessaw
ay) Uo pamalasl sem Juabe ay) 'JaasmoH € 8ABS| 0} pajuem | pue surjrew Bunamsue ue saey Aay)
lje2 seinonued siyl Jequiawal Jusaop ueby 50/6Z/10 mouy | pue Bues pue Guel )| pue segquinu ay) pajelp JoleRd S0/62/10
"UBAID SSAIPPE |IBWS Je JOBIICD a3y
PENOM J2WOISNT) J0SIAadNS SBIPSWILI 0] PIBMIO) DINOM PIES
‘Buipuey pue asusiuaAUoILl Joj paziBojode (sjes payueyL Auym mouy
lleo ajeudoiddeut 0] 3Np UBYE) SEM UGHIDE 0} Sluepy, ‘paloauLodsip Yo pue asiass dai junoooae o) Bupyiel
Aeudiosip 'Junoooe 8y) Yim Ja6uol ou aby o/eZILO 10 B|ppILL ay) Ul aJam Aau) asnedsaq pajuloddesip Jeawoisny SO/82/1L0
"QIABD SSB[BIM
Jiayy uo feubls UoIIBUUOD Jojucw A[Bso
Iawic)sna pesabbng -Juabe yim uoissnosip
O DLONNG MoUY Jewgysno Bumal So/L/E
U0 JOLICISND 0] JANS| PIlIEW [Ie2 MHS/OHS
aAIsuodssal-uou e Bunosuuodsip uo saunpasold
Jdoxd pamaiady Jojesado woyy ssuodssy
OU Ul pajnsal 8ABY pinom siy) pue (jeubis
1S0]) PeIoBUUOIS|p Uaaq aABY ABW JalED "palsl| ssappe 12 jlew Agq dn mojjo) 9y pinom
ARNS PUNOG-U 'SSINUIL [BIBASS JaLjE 85U0dsa) IaWIsna) "eauauaALoay| Jo) pezibojody dn Buny Jojessdo
OU BABY DINOM 1eL) S||B2 MHS (BIDASS ‘Alenyuaa] 1ojesado woy ssuodsasl ou (s pue Jalawy)
Isquiawal Pip Ing |22 JSqUIBLISI Jou pip noA aly, padi] "uCNESIBAUOD 0 SIINUIW G Jaye asuodsal
pies Juaby -juabe ay) yim ayods Josiuadng S0/82/10 Ol SEM 2J24 ] “AANS BIA auocewos o) Bupie) sem Jswoisny S0/8Z/L0
"SBY JASN O0A
BUI-Z B SOI0UD SU) JO SuEME S| pue ainpasoud
1981100 8Y) SpUB)SIapUN MOU JosiAedNns
Y} 1B ODA BUI-Z BY) BxeW 0} saul auoyd
Jgnbas pue 19Indwios e BuIsn SIam JSLWLOJSND
ay] J se Aldde sain swes ay) Jey) pue B 120V 0} dn Mmoo ‘peziGojody ‘papsau
opqissod 81 ) s94 JBy) Josiaiedns suy) pawou 81 Bujwes) [BuoiippY |, "2218s Jaussiul ay) yBnoay) Bunsanbal
Jaulel] 8y] -ejqissod sem ||eo jo adA) siy) ale noA || jo adA} ay) op Jouued nok 19auo0 s| Jusbe
1 Jsuel] ay) payse Josiuadns ay) Jawoisnd ay), ‘sAes ayg osiaadns Aq uaalb Jamsue sy peyuud sy
Uy} Ypm pey J0SiAadns el Uo)BSISALOD J0sinadns e 10} pRYSE 8H "OHS YBnoly) S|gejieA. 10U 2. S|[82
oy} Bumanoj Apieipawiw) jonpold OYS 0OA-aul-Z ey Juabie ue Aq pjo} jsil sem ay Jey) pauleidxa
ay) Buisn paged aq pinod 129 Jo adA) siu) eyl Jswolsno ay] “losiaEadns e yim a30ds JaWeIsn auy) ‘SO/611 1L
alemeun sem JyBiu sjuyy Ainp uo Josiasdns ay), S0O/SZ/L0 0 uooLa)e ey} uo jey) paliodar Jabeuely JUNOIY ) BYL €0/STHO
WY 01 dn mojjod seinpadoud J1adosd "By Yooy o} dn mojjo “pazibojody ~
sy} Buiprebar paydeos usaq adus sey Juabe L OYS Buisn QDA SauUI| Z Op O] 9102 JOU S am, Wiy pio)
ay] "au auoyd e Suisn endwos g woyy Bujes v 8UL IBI ODA-BUI-Z B pajsanbal ay pue ‘Oug Buisn sem
SEM JO)[ED 9U} J| SE SWES 8y) Pasn 3q pino2 JBWIOISN 8y ) ‘A9 UIm swajqosd pey Jewoisnd au) ‘G0/61/1
1enpoid OYS eyl 1ey) euemeun sem jushie sy S0/SZIL0 10 UCOIBYE BY) o Jey) paliodal seBeuBp 1WUNGooY 8l 1 §0/SZ/1L0
WY PALLIOIU| IBWOISND B Aeme Bujuin
10 pealsul ooy ay) Buiweaos 8q ABw oym
auoawos woyj diay 4o} yse oy ‘urebe dn awiod gL
0] alam U0 SIU} 0} JB[ILUIS UOHENYS JAUJouB 100y o) dn Mmoo “pezibojody papasu s| Bulkies ruonIppY
# abe pouloiul OS|Y "|je2 Auaas 1O} Wied pue L+ Ssa00.d 8y} yBnoiyy J8y Jlem 2w 15| 'NPIG 1By 0] ‘ABROl WD
{BuQISSajId Guiewal sAeme 1o souepodun Sl4L, ‘STIRIS JSWOISND Y1 B2 QDA-SUY-Z B passaoud Janau

s

PEU 9US JBu) Jawojsna ay) 0} PadA) juabe ay] pieogha) jey

e

B

ay) U0 JusBe payoeos 910/8q [Ied Jey)

HOIAYAS INITNO AVTdY LNIUdS



91

‘buissasod (e jo siadse (B o) uonusiie 1ous
fed o] papuiwal sem Jojesad( anss! Jojesado
Ue 33 0] Waas JoU S30P SIY] ‘(182 O] JQu ay) g}
Buiyse pajamsue si [e2 aiy) uaym sieadde jey)

"JOIABYSq 8PN 8Y) 10} papuEWdal

Juabe pajuem jsn( ‘JoejucD pasnjed JsWoisny “losiedns
isbe sy oyuo passed ag pinom siy) Buiuieidxs ‘weiqoid 104
pazibojody ‘[eIp 01 Jaqwnu ay) Joj Supjse uaym s1df) mols e

QIOBW B} SY "uoISSNasIp Joj pajind solesad S0/0LIZ0 aJe A3y esneasq way) Je pasino Juabe paujejdwo? J9|ed QXS S0/0L/Z0
WIBQ (1B B JUBM JOU Saop Jawo)sny “losiauadng ajeudoidde
. “Jojesado ay) ypm BU} 0} UQ QjUl B} PIEAMIO) PINOM | pies pue azibiojode | aui
pamalaal sem uosiad ooads (uopewuyuod ay} uo s| [1g, padA} usy) Juabe 'jig 104 ¥SE 0} PIES JSWOISND
uay) ‘10§ Buiyse) pasouoy eq pnoys 24} UBY] "BUI| BY) UO SEM [jIg TBY) JSLIOISND PAULIOJ J9ASU pue
15anbal 1ey) jey) ‘yBnouy) sewod jsenbal o|laH (4} padA) uabe ay pasomsue uosiad ay) USYA palep
ugsiad a0ads B usym JBU) PapuILLR) Sem 1o Aau aio4eq |I1g Lo} yse 0 uabe pio JawoIsny ‘£0g Juslke
Jcjesed() “uoissnasip Jo} pa|ind sem Jojesado GO/0LIZ0 jncqe WwaoueD B pey ays Bunejs ONS uo Ul pajied Jawoljsny SO/OLIZ0
‘paysantal dn-mojo) ON "dn-maoio) pRIYQ 1BLLCISND
0] pazifojedy ,'ulebe jano e ) Aes aw pey pue, lojessdo
v 8y} 0} uoneuLoUl Jey) apiacid Jou pIp aYs pUE SS3Ippe
19245 pue Bunsi| ‘eiels ‘Ao au) papiaold Aay) SAES 1aWc)sno
“Jojesado yum anpasod oy asuelsisse Lojanp Buleip Uaym SUOIIONIISUI MO0}
Jadoud 13A0 JUaM I0jE9dO UM Passnasig S0/0L20 Jou pip JusBe ay) Jey} ule|dwoD 0} PIJIED JAWOISND OHS Uy GO/OLIZ0
paisanbal 20D ON
l1e2 8y jo Bunpuey sy Joy pazibojody S0y "plemime AaA B2
oy} apew juaby * BE6, PIES 10U 3ABY | Jlem PIBS | NOA JE Oum
"FONYLSNI 11vD O14103dS SIHL pue Aes ays usy) Bugiads Jo BuidA) a|gnox Buiaey sem ays o)
H3IgW3IW3IY LNAIQ 3HS "SIHNAI00Ed Pfoy NOA PINCD ples usy) pue seuy) (elaAas Jeadal o) sw payse
T1Iv2 LNOGY LNIOV OL AIHTVYL $0/80/20 pue pajensay Juabe sy) jeu) Aes o} pa|IE2 JAWOISND OHS ¥ S0/B0/20
“Jagquuinu Jusbe 1991J02U1 UMOP USTUMm ‘pajsanbal dn MoJ|o} ON "S}IBJUOD 3UNjny
aABY ABW JAWOISNT) "SUIUOW [BIBABS 10§ 10} JBQUINU WG a1 pepiAcid pue asuaiuaauoall o) pazibojody
ebe Aue 0) paub|sse usay Jou Sey Jagunu ‘asucdsal @S JSWOISNY YQ 0} YIE} sw Bums| Inoypm
SIU} SMOYS } PUB ) 10) WISISAS S[0uMm aU} dn Buny w2 uay) ‘sBupsi| ssauisng AjUO Sem el PIeS '#
paysiees ‘equnu Jusbe soy BuNIBUD UBYAA S0/20/20 00¢ |EIP O} BOUR]SISSE AI01D24Ip JO) PaYSY Ue(dwoD JawoisnD S0/L0/20
"UOIJEUILLLIS) O} ‘paisenbal
dn pes) ued yaum 'sIwWaIsn uo dn Buibuey jo dn moyj0} O "eoueisisse AICIoaIp 0} Jaguinu 38U pepircid pue
Aluaaas ayj uo yusbe ay) papuway J2woisnd BouslUBAUCIU U 10} paziBojady asuadsay sanag Jawolsny
e uo dn Buey Jou pinom ays pajels eby jes -dn Buny 1sn[ pue 'souspisal Jou ‘SsauIsng Jo Ajuc SEm ) pIES
aipvads siy) Jequswal Jou pip "uabe yum e G0/L0/20 pue Z1Z| G55 008 | SURISISSE AJOJIDIP [21p 0} YD PaYsY S0/20/20
‘pasanbay
: dn-moj|o} Of "18WosNo ay) 0} pazibojody ‘uaaiss (e
“JUNO22E 3Y] UM Jay o} uohua)e BulAed jusem ays Apualedde !1a)e} SPUOISS
JaBuo| ou Juafie 'uieldwo2 anosal o} aigeun GO/20/20 §7 PUB SJNUIW SUO |JUN JBQUWINU Y} Ino [B1p jou pip Jusby G0/L0/20
"DUOBULI0ISIP
‘way) Guwmolo) jou Jo auojaq dn majio) jsanbal Jou pip Ing sS3Ippe |lBws areb sajen
$20uanhasuod 3y pue S2INPaA0Id 193UU0IS8IP {pajoauunosip pue abenbue| jnoj pash Jawoeisna) ‘pazibojody
JO sIBME 51 INQ [|ED SIY} [E231 Jou S30p Jueby S0/40/20 ‘dn Buny pue [e|pas Jou pinam Juaby :palels BuWoisny S0/20/20
‘papasu dn
‘a|qissodiv) Juabe yym MOJ|0) ON "@dusiuaaucaul 10y pazifiojody "sw o) apn sem Jusby
dn mojlo4 Juabe [enpia e st 41295 JSJWNN SQ/L0/20 ‘Bl PBIOBULIODSIP BYS PUE [BIP O} JBQUINU By} juabe sy} oneb | S0/L0/20
dn moj|0)
‘sassau saio|dws oy yswm JoU Sa0p Js|en) aousiuaAuodl Joy pazibojody seuoyd
8NP G/Z UC PaYE]S-LoYS SEM 821AIAS JBWIOISN) S0/20/20 Bunamsue u) Buo| os Burye) dojs o) paau 85195 JSWOISND S0/50/20
‘popnoid ssaippe lewa
1B dn MO[j0} 81| pInam JIBWolsny “losiusdns ajeudosdde o)
news Aq dn pamol|o4 S0/2L/Z0 pIEAI0) PINOM ples ‘aousiusaucdy o) pazibojody "asuodsal ou
B9UIS PIA0SDy "UOlEUILISY Buipn|aul SEM BI9Y) ING LAUG [IIS am Bie, yse o} Buiki) iday Jawolsno ay)
pue 0} dn pes; UB3 YdIym JAWOISND B U0 pue ‘paddols cioew Suipjoy, sy ewn Buo| JaLjoue 1oy ploy
dn Buibuey jo Ayseass ay) uo Juabie payoeon uo Jay Ind Josiaadns “ax° L 9yl uay) pue ‘sulf 8y} Uo Josiauadns
1122 Siyy Jaquiaiual 1ou pip Inq ‘Jusbe yim sy G0/20/20 € 186 o} paBeuew isnf pey pue |[eo & Buijew Sem Jatclsny SO/PO/Z0
"G0/01/E0 UO pasosal
sem uie|dwos siyl uonnjosas sy) Buipsebal
JIEWS UE J3WOISNI JuaS Juswsalnbal ay)
188w jou pip eys pue jsa) BuidA) Aoemnooe ue
uanlf sem Jusby ‘uoNESISAUCD DU} JO JUBSJUCD 19BIU0Y s)sanbad Jawaisny) (pasaunodus
oy abuey? Aew sjjedssiw SSOY) SISED SWOS wejgoud Jo) pazibojode) ebe yim peseard jou sem JBwosna
u asnesaq ‘sione Buliads Bunoenos sheme pue Buipjoy usaq saey pinoys usbe ay) ‘Buidf) paue)s Jusbe
Jo esuepodun sy uo Juabe payseon e ay) padA} JDWOISNS USUYAA IED 1) UO UOISNJUOS JO JO| B PISnED
S(Y) Joquuswal Jou pIp ays Ing "Juabe yim pw SO/0E/E0 pue sious BuidA) Auew spew juabe suodal JSWoISNS OXS SO/E0/Z0
Jaquinu juatie 1031100U1 UMOP UaYjlIM
9ABY ABLU JOWOCISNT) "SYIUOW |BIAASS 1O} pajsanbai JoejUoD) ON B2 8y jo Bujpuey
wabe Aue oy paubisse uaaq Jou sey Jaguinu auy1 o} pazibojody 'g7y “paiy 18b 1sowye o} wiy Buisnes
SIY} SMOUS I PUB 1 IO} WIBISAS atoym oY) $80g S O) pay pue ||ea ywepodw) Uda SIU PRIIIULGISID
DPBYIESS "IAGUINY uabe 10} Bupisup uayp, SOIER0 uabie oy yey) fes o} payed JawWoisno Qus Abuy ABp Y SOOI

HOIAYES ANI'INO AVTHYE LNIUdS




SPRINT RELAY ONLINE SERVICE

02/10/05

—

Customer called in lo say agent 8263M pressed the button
saying "our records show you are calling from Nigeria?"
Customer asked agent what made them think they were calling
from Nigeria? Agent said they are asking that now. Customear
said that was not an appropriate question. A question would be
"What area code is this from?" Customer said they are from
California 90280. t apologized to the customer and said | would
forward this to the appropriate Supervisor. Customer wants to
be contacted via email.

\

0210105

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

intemet or regular call,

02/10/05

SRO caller complains agent denied 2LVCO call. Supervisor
assisted caller also refusing 2L.VCO, 3 times. | apologized for
the problem and verified 2LVCO is available, suggesting the
caller try again and speak to a supervisor to explain. Let caller
know | will inform management for follow up. Caller does want
gontact via email address provided.

Q2110/05

Met with supervisor. Supervisor was advised
per trainer that 2LVCO was available through
SRO. Send email to customer and informed
that 2LVCO thru SRO is still functioning.
Apologized for causing customer
inconvenience call.

02/11/05

Customer reported agent disconnected abruptly customer
angry this happens sometimes when using Sprint Internet
Relay customer wants to make sure management knows about
this problem {apologized for problem encountered advised
complaint would be forwarded to supervisor) Customer did not
reguest contact

02/11/05

Agent did not hang up on customer. Technical
problems associated with SRO/SRW calls.
Agent displayed proper knowledge when
procedures were reviewed.

02/12/05

An SRO customer called to complain that agent did not follow
instructions. Caller had typed to "ask for grandma Gloria and
agent called and asked for "hot sexy mama Gloria. Caller was
appalled and embarrassed by this. Caller did not ask to be
contacted. Apologized to caller stating that | would report this
1o agent supervisor.

02/12/05

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

02114105

Customer states this agent took over the call which had been
holding for quite sometime and scarcely a minute after this
agent tock the call the call was disconnected. Apologized to
the customer. No follow-up requested.

02/14/05

Agent does not remember this call. The agent
was reminded of the seriousness of
disconnecting customers. The agent was also
reminded of the consequences of
disconnecting customers without using the
proper procedures set forth by Sprint.

02/45/05

A SRO customer called to say that the agent disconnected
from a call - before she hung up on me in the middle of the call
after very poor translation of what the other end was saying.
RCS Apologized for the handling of the call No Contact
requested

02/15/05

Agent did not remember this call. Agent was
coached on following disconnect procedures
and the consequences of not doing so. Also
coached on call handling as well as informing a
supervisor. If having any difficulties with a call.

02/15/05

Customer was nearing completion of application of credit
membership when CA disconnected the call. He recently
downloaded the latest version of JAVA program. He noticed
that he has to scroll down the upper part of the dialog box in
order to read the latest message. Customer Service Response:;
Apologized for the disconnection and told him the report would
be sent to call center supervisor and aiso to SRO Account
Manager. Follow up requested.

02/15/05

Informed agent. Agent clearly remembered the
call because when she told the outbound caller
that the inbound had disconnected, the
outbound 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,

02/15/05

Agent 7730 disconnected on him before the agent ever dialed
out. Customer also stated that this happens all the time when
he uses SRQ. When he uses TTY this does not happen.
Apologized for inconvenience and said would pass on to
appropriate supervisor. Customer does not need contact.

02/15/05

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 notify a supervisor if a call
disconnects in the middle of a conversation
next time.

02/16/05

SRO user complains agent began 2L VCO but then
disconnected with in middle of a call. Apologized for the
problem and let customer know | will inform the agent
supervisor for foliow up. Customer does want contact at
provided email address.

02/16/05

The agent experienced technical difficulties
which caused the call to be dropped from the
system. The agent reported the trouble to the
superviser on duty, which made note of the
issue. The follow-up e-mail was sent to the
customer at 6:15 am on 2-22-05.

02/16/05

Customer complains the agent did not know what 2 line VCO
is, and cut them off in the middle of a call. Apologized, et
customer know | would inform the agent supervisor for follow
up. Customer did provide email address for contact from SRO
account manager.

02/16/05

CA coached on proper 2Line VCO procedure.
Forwarded to AM as requested.

02/16/05

SRO caller uses voice to call to her sister, TTY user, complains
that during their call the agent repeatedly talked to another
operator. | apologized for the problem and let caller know | will
inform the supervisor for follow up with the agent. Customer
does not want contact

02/16/05

Operator was spoken {o regarding this
complaint. Was reminded that there is to be no
talking during a call or while the F1 or F2 is lit.

Q2117105

Customer calling in on SRO said agent 2478M hung up on him.
Customer said this has happened to him before and to his
friends. | apologized to the customer. Customer does not want
a follow up.

02/21/05

2/21/05 QOpr did not recall the call and stated
the only reason why he would disconnect is if
they did not respond and he followed the
disconnect procedures. Opr is aware of the
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consequences of disconnecting customers and
said he understood. Call was via SRO so
unable to investigate to find the source of what
may have occurred.

02/17/05 SRO customer called in to say agent 7935M disconnected in 02/24/05 Reviewed proper call processing with the
the middle of a very important long distance call. The call was agent and the importance of following up on
disconnected erroneously but did not bother calling back. The SRO disconnect procedures. The agent
customer said it takes several steps to complete this call. | understands the consequences of
apologized to the customer. Customer would like a follow up. disconnecting a call without supervisor

approval or without following the guidelines set
by Sprint. Called the customer on 2-19-05 and
explained our SRO disconnect procedure. The
customer was satisfied with the resolution.

02117105 SRO customer reports agent retyped everything that custorner 02/26/05 Team leader had a discussion with the
typed plus the response customer also disconnected in middle operator about the incident. Reminded the
of call without explanation (SRO customer emailed the SRO operator the importance of making customer
conversation to RCS it's possible the SRO customer has an satisfaction our number one goal, and when
incorrect setting on computer that allowed the repeat problem you are talking on calls, you are taking this
also advised Relay operator only types what is heard and does away from the customer. | explained when F1
not have time to retype what customer typed plus the response or F2 is lighted up, you are on a call, and that
also advised SRO has experienced some technical problems is the only thing you should be focused on. The
causing disconnects apologized for problem encountered operator has agreed.
advised complaint would be forwarded to supervisor} Customer

_ requests contact to email address ASAP

02M17/05 A SRO customer called to say thal the agent was either not 02/17/05 Agent does not recall a call with this
responding to me when | typed to him or whatever and then | description but is aware of the consequences
asked to speak to his or her supervisor and the supervisor of disconnecting a call.
started typing to me and then hung up on me RCS: Apologized
for the handling of the call No contact requested

02/17/05 A SRO customer called to say that the agent was not 02/17/05 Agent does not recall a call with this
responding to me when | typed to him and then | asked to description but is aware of the conseguences
speak to his or her supervisor and the supervisor started typing of disconnecting a call.
to me and then he or she hung up on me. RCS: Apclogized for
the handling of the call No Contact requested

0217105 Customer says that in the middle of the conversation through 03/03/05 Acknowledged the problem and shared info
SRO the call disconnected. When calling in to report this with with business development.

Relay Customer Service thru SRO the call again disconnected.
Customer called back and wanted this reported and corrected.
RCS response: Thanked the customer for letting us know and
assured that the compiaint would he sent in as stated.
Apologized for the problem and let them know it was being
looked into. No call back requested

02/18/05 SRO customer reperts line disconnected after providing phone 02/18/05 Agent number not provided; could not follow up
number twice 10 Relay {apologized to customer for problem with agent.
encountered. Advised may have been technical issue
regarding SRO, advised complaint would be forwarded to
management) Customer did not request contact, just wants

_ problem fixed

02/18/05 A SRO user called to say that duting his conversation with his 02/18/05 Agent could not remember call. Sounds like
client the line. RCS Apologized for the problem No contact technical modem problem. Reviewed proper
requested procedures with agent.

02/18/05 SRO customer reports agent was rude. Customer asked what 02/25/05 The agent understands that they are allowed to
sk means and agent replied he didn't get paid to chat with answer relay related questions while they only
customer (apologized for problem experienced) Customer have one person on the line. The agent was
requests contact via email reminded to get a supervisor if they ever

experience any problems with a customer in
the future. An e-mail was sent to the e-mail
address provided on 2-25-05 at 2:27 pm.
However, an error message was received
stating that it was an invalid e-mail address
and that there was no such account.

02/18/05 Agent disconnected call while customer was trying to find out 02/18/05 Agent did not remember this call. However, the
some information on very important business call. Customer agent was coached on the importance of not
Apologized for the inconvenience and told them the report disconnecting calls. Also advised the agent of
would be sent to the call center. No follow up requested. consequences of doing so. Center had also

been experiencing technical difficulties with
SRO calls dropping on this day - problems
have been addressed.

02/21/05 An SRO customer called to report that the agent disconnected 02/21/05 Acknowledged and provided information to

the call before the cutbound party was reached. No further
details were provided. Apologized to customer. No follow-up
requested.

Business Development about this issue. No
further action. Agent referred to Team Leader
for coaching opportunity.
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R——

Customer explained that the agent did not follow her
instructions. Apologized. Explained that disconnection could
have been a technical problem, but the supervisor will be
notified that the agent did not follow her instructions. NO follow

up.

02121105

Met with agent, and they do not remember this
call. Agent also stated they would not hang up
on a customer, Coached agent on the
importance of always following customer
instructions for every call.

02/22/05

Customer explained that his instructions were not followed.
The number called reached an answering machine recording.
The customer states he was starting to type message, bul the
agent disconnected him. Apologized. No follow up.

02122105

Agent number not active, unable to resclve
complain.

02/22/05

Operator was very slow in responding and when customer
asked questions it took 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.

02/22/05

Unable to resolve complain, agent no longer
with account. Tried to call back customer to
follow up on resolution: Attempt #1- No
answer. Attempt #2- No answer. Attempt #3-
Left messages.

02/22/05

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

02/22/056

Agent had one call that day without a
response. Agent followed proper no response
disconnect procedures and displayed proper
knowledge of procedures when supervisor
asked. Not agent error,

02/22/05

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: |
apologized for the inconvenience and told customer report
would be sent to call center supervisor. No follow up call
requested.

02/22/05

Agent could not remember the call. Discussed
proper disconnect procedures with agent.

02/22/05

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.

02/22/05

Met with agent, but agent did not remember
call, Informed agent on the severity of hanging
up on a customer.

02/23/05

SRO user complains his calt was disconnected during voice
mail retrieval, and said it seems many CA's have difficulty
retrieving voice mail when given instructions. Apologized for
problem and offered account manager contact. Customer did
provide his # and wants to be contacted by AM.

02/23/65

Met with agent, agent stated she remembers
trying to process an AMR call once but had
difficulties remembering certain steps. Let the
agent know that if another situation similar to
this comes up again, to ask for supervisor
assistance {o help them process the correctly.
Customer was contacted regarding resolution.
He was pleased with the resolution.

02/24/05

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 C/S,
the customer he had been disconnected from called and
verified it was a technical problem saying they were
disconnected, he did not hang up. Apologized for the
disconnection. No follow-up requested.

02/24/05

Provided information to Business Development
about this issue. No further action from
account management.

02/24/05

SRO user complains agent disconnected call in middle of
conversation. Customer felt this was rude. | apologized, and
attempted to offer account manager contact. Caller became
abusive.

02/24/05

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

02/25/05

Customer states that he typed to his friend something offensive
and instead of relaying the message this agent typed
"message garbled.”" The customer fried 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

02/28/05

This agent |D number is currently unassigned.
Caller did not request follow up, therefore
further investigation is not possible.

02/25/05

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 would be
sent in as stated. No call back requested

03/17/05

Delay in resolution due to agent schedule.
Agent did not recall this particular incident she
remembers that night a Team Leader having to
work late to deal with calls of this nature. Agent
acknowiedged the proper procedure to obtain
supervisor assistance when dealing with such
calls.

02/25/05

SRO user complains agent disconnected call, they did not
have ID #. Apologized explaining technicians are aware of the
issue and working to correct it. Customer does not want
contact

02/25/05

No information such as agent or no customer
contact no further action from account
management.
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call was over, | asked the agent a question. She rudely typed
SKSK and then hung up. Thanked the customer for letting us
know and that we would forward this to the appropriate
supervisor for handling.

02125108 Customer Complaint: SRO caller reporting that his calls have 02/25105 ‘ Acknowledged the issue and passed this
been disconnected twice today right in the middle of concern to Business Development
conversation. Time was about 1:00 p.m. and 1:10 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.

02/25/05 Customer reported that three times in the past half hour 02/25/05 Apologized for the inconvenience and
(between 3:30 and 4:00 p.m.) their calls were disconnected explained it could be a technical problem, as
during the middle of the conversation. Received typed we have had several other reports today.
maessage, "vour call has been disconnected”. Customer Entered TT #1002398215. Follow up call

requested if that will help solve the problem.

02/26/05 SRO customer states that they see the problem in calls being 02/26/05 No agent number, account manager will follow
disconnected occasionally has not been fixed yet. | apologized up on complaint.
for the inconvenience and told them | would tum this in to the
AM. Customer does not want a follow up.

02/26/05 SRO customer called in stating that agent is still not following 02/26/05 Reviewed disconnect procedures with agent.
my instructions and she rudely disconnected on me. | Agent could not remember having a call that
apologized to the customer and said | would forward this on to asked for special instructions; discussed
the appropriate supervisor. problem with SRO calis and modem failures

with agent. Explained why we need to make
sure to use proper disconnect procedures.

02/26/05 TTY customner stated that about half an hour ago, 02/26/05 Spoke with CA 1433 regarding the complaint.
approximately 1140p the operator hung up mid-call. TTY The CA did not recall the incident and he did
customer also stated that he and the outbound voice were show proper knowledge of when to disconnect
being a little silly when he received notification saying on a SRW call. The CA was met with on
"disconnect.” Apologized to the customner and said that the 02/26/05 and this complaint was completed.
situation would be looked into. _

02/26/05 SRO customer called twice this morning saying he presses 03/07/05 Since this has occurred to the customer
connect to operator and it just sits there. | did not note the numerous times through different operators,
agent ID. Apologized to the customer and informed we are forwarded to Sprint technician for testing. No
working on the problem. No follow-up requested. phone number or |P address listed so ho

further investigation was possible.

02/28/05 Caller stated agent was not following their instructions. Catler 02/28/05 Agent was coached on following customer
requested another female agent and another agent was instructions.
provided. No follow up requested.

02/28/05 The CA was not able to quickly relay all information on the 04/19/05 Apologized. Agent does not remember call
customer service phone menu hierarchy. And after 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 systern hangs up. CA was asked to redial to continue
entering the correct menu choices. Then after almost an hour,

SRO call was disconnected. This was frustrating to the
customer as it happened twice before the other night.

02/28/05 SRO professor at a university, doing a demo for the class of 02/28/05 Sent to Team Leader, Center Manager and
about 35 students on the big screen in front of the class, got Account Representative for follow up. Agent
operator 477 1F who said to this caller, "L.oser get a life besides will be coached and reprimanded for this
the damn computer!!! Your call has been disconnected”. The incident. Agent coached by TL and Center
caller demanded an apolegy and stated that he saved the Manager. Agent was informed of the
conversation to disc. Apologized to the customer several times. seripusness of the implications and put on
Customer would like a follow-up from a supetvisor. carrective action up to termination pending

investigation outcome.

03/01/05 Customer Complaint; Custorner reported that the CA hung up 03/01/05 Agent does not remember the call. There have
while they were not finished talking. The person went to get the been difficulties with our agents losing Internet
paperwork then the CA hung up and caller was waiting for the calls. However, the agent was reminded of the
person to give the information from the paperwork. Customer proper disconnect pracedures set forth by
Service Response: Apologized for the inconvenience and told Sprint and the consequences of not following
them the repert would be sent to the call center supervisor. No those procedures.
follow up requested.

03/01/05 Customer states that this operator was not relaying imperative 03/01/05 Agent did not remember the call. Coached
information to their family. RCS apologized to the customer. No agent on imporance of typing verbatim and if
follow up requested needed be sure to pace the voice customer to

get everything verbatim. )

03/02/05 An SRO caller complained that agent 2546F disconnected 03/02/05 Procedures reviewed with OPR.
them instead of placing their call. Apologized to customer.

03/02/05 This agent hung up on me. | had just placed a call and after the 03/02/05 Reviewed proper disconnect procedures with

agent. Agent displayed proper knowledge of
disconnect procedures. Not agent error.
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03/02/05

SRO user complains that agent deliberately 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 | will inform
the agent supervisor, and the SRO Account Manager.
Customer refused contact.

03102105

Agent does not remenmber the call. The agent
was reminded of the proper disconnect
procedures set forth by Sprint. The agent was
also reminded of the consequences of not
following those procedures.

03/02/05

SRO user complains agent disconnected his 1-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
{et customer know | will inform the agent supervisor for follow
up with agent.

03/02/05

Operator was pulled for discussion. She had
no recellection of the call. Was reminded of the
penalty for disconnecting any caller. QA will
monitor throughout the month.

03/03/05

Person called to let us know they are having problems with
SRO agent in the 2000 range disconnecting the calls without
dialing. Apologized and advised we're working on that problem.
No Follow-up requested.

03/03/05

Acknowledged problem and shared info to
Business Development about SRO
disconnection.

03/03/05

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” with her family and the
operator "would nct say what | was typing because it didn't
make sense to him.” She says he relayed about half of the
message then said, "l am not saying the rest of this; this is just
ridiculous.” Apologized to customer for rudeness. Follow-up by
account manager requested at email address provided.

03/03/05

OPR coached on professionalism and warned
to follow proper procedures.

03/03/05

SRO customer reports many disconnects during call or when
dialing experiencing many problems with disconnects
{apologized for problem customer calling from work and insists
problem is not with work computer only with SRO) Customer
requests contact via email or phone ASAP

03/03/05

Contacted customer and this number is no
longer service available.

03/03/05

Person calling through SRO was disconnected. Apologized. No
Follow-up requested.

03/03/05

Acknowledged and shared info with Business
Development about SRO.

03/03/05

SRO user complains they are experiencing disconnects,
sometimes more in the momings and afternoons during calks.
Apologized for problem and let caller know | would inform the
SRO Account Manager for follow up via Email as requested.

03/04/05

Agent does not remember this call and is
aware of the consequences of disconnecting
calls. Re-assigned back to tally center for
Trouble Ticket entry and follow up. Copy to
AM. Informed Customer.

03/05/05

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

03/17/05

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.

03/05/05

SRO customer called in and said agent disconnected the call
while they were upgrading with SB. | apologize to the
customer. Customer did not request follow up.

03/19/05

Reviewed proper procedures with agent,

03/05/05

SRO Customer calied 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 agenl 9146F and had a nice call. While RCS was
taking the info to return the call the customer disconnecled.
Customer cailed back in and got a different RCS rep. RCS
apologized for the inconvenience. Customer would like a follow
up. RCS has tumed in a TT to Florida techs. TT 1002414083.
Customer can be reached before 11:30 AM and after 2:30 PM
eastern time.

03/05/05

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.

03/06/05

An SRO customer called to complain that the line was
disconnected before he was finished with his call. The
customer was still speaking to the cutbound when the
disconnection occurred. Apologized to customer for
inconvenience. No follow-up requesied.

03/06/05

Investigated issue--agent ID number found to
be out of range sent reminder 1o all agents
through refresher training and continued
surveys on proper call closure. No foliow up
requested

03/06/05

An SRO customer reports that when he tries to make a call
through the Spanish relay through SRO that he keeps gelting
disconnected. He says this has happened numerous times and
that the agent {D reported above is just one of a series of agent
1Ds through which he has been disconnected.

03/06/05

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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busy signal. The operator typed "line busy”, and then hung up
withoul 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.

03/08/05 Customer states she was disconnected 3 times from SRO. The | 03/06/05 ) Since there is no Agent 1D number unable to
first time she advises she was having a conversation. She follow up with anyone. This ticket will be closed
attempted two additional times, and her call was disconnected since no follow up was requested of can be
before reaching the outbound. Customer could not provide any dene with an agent.
operator ID numbers. Apclogized. No follow,

03/06/05 Customer states that when placing calls through the SRO and 03/06/05 acknowiedged the problem and no customer
connecting with their caller after 5 to 10 minutes of contact information available
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 resolution for this
problem. RCS apolegized for the problem and assured that this
would be looked into and resolved. Follow up is requested by
an Account Manager to the customer.

03/08/05 SRO customer reports disconnects after conversations started 04/30/05 Acknowledged this customer contact and
the line was disconnected several times (apclogized for shared this concemn to Business Development
problems encountered) Customer did not reguest contact abeut SRO line disconnection.

03/08/05 SRO user complains while she was online with SRO service 03/09/05 Email address incorrect and failed to deliver
the line disconnected in the middle of the connection. This email to customer.
occurred several times in the past and she is not pleased as
she lost contact and can not call that number again.

Apologized for the problem let customer know | would inform
the SRO Account Manager. Follow up requested via email
address providged

03/09/05 Customer upset that the SRO call disconnected in the middle 03/10/05 Acknowledged and shared this customer
of the conversation. Wants to see that this problem is fixed. contact with Business Development about
RCS response: Thanked the customer for letting us know and SRO disconnection.
assured that the compiaint would be sent in so that the
probiem could be investigated further. No call back requested.

03/10/05 An SRO customer called to complain that the line disconnected 03/10/05 CA said she had not disconnected any calis in
while he was on the call. Customer said he had "unfinished progress. She said she has had calls in the
business” but "sprint relay did disconnect.” Apologized to past where the calls drops off on its own which
customer for inconvenience. No follow-up requested. may be a technical problem. Reviewed

disconnect protocol with CA.

03/10/05 A SRO customer called to say that they were disconnected in 03/10/05 Note: Duplicate complaint to #K64467241.
the middie of their conversation without any warning. RCS: Agent does not remember a call with this
Apologized for the problem No Contact requested description. Agent knows proper policies,

including how to pause for a response after a
call is completed.

03/10/05 An SRO customer called to complain that the line disconnected 03/10/05 Agent did not remember this call, however was
while he was on the call. Customer said he had "unfinished coached and is aware of the policies regarding
business" but "sprint relay did disconnect.” Apologized to disconnecting calls.
customer for inconvenience. No follow-up requested.

03/10/05 A SRO customer called to say that the agent disconnected his 03/10/05 *Note: This complaint is a duplicate to
cali when the party he was talking to hung up and therefore complaint #K64471572. Agent does not
was not able to make another call. RCS Apologized for the remember a call with this description. Agent is
handling of the call. No contact requested aware of proper policies, including disconnect

policies.

03/10/05 A SRO customer called to say that in the middle of their 03/10/05 Met with CA on 3/29/05 and discussed the
conversation without any warning they were disconnected. issue.

RCS: Apologized for the problem. No contact request

03/10/05 SRO user-complains they were talking and the call got cut off. 03/10/05 Acknowledged and shared this customer
Apologized, explaining the technicians are working on this contact with Business Development about
issue. Customer commented "All of which does not help me" SRO Disconnection
and disconnected. No contact requested.

03/12/05 SRO customer called in saying "l got disconnected for no 04/08/05 Emailed to customer on 3/18/05 for more info.
reason” | apolegized to the customer. Customer would like a No response 3/31/05 Clesed due to no
follow up via his email. response from customer 4/8/05.

03/14/05 Customer states this agent was rude and disrespectful, 03/17105 Agent does remember this call. Agent followed
Customer also states this agent was playing games and kept correct procedures.
repeating that his message was garbled. RCS apologized to
customer. No follow up requested.

03/15/05 Reported that they had placed a call to City Hall and reached 03/15/05 Discussed with operator and coached on

proper procedures.

22




€C

"SJBLGCISND Yl SUCIDBIBIU
Jadoud jo sieme are sjushy "ssauspry

134Ul 0} J2woisna paldwoud aaey Aew jeyl
PUE 2|GBIIBABUN S| B2 pR13|dLINT JO JUBIL0D
1B} Jewoisna pauugjut Apadoid 1abeuey

§0/52/50

‘uiebe

abieyo ul uabe 1o Josinedns jo uonisad ayj wi jnd ag jou
pinoys pue AjapnJ papuodsas osie juabe siy) e 1e Busivedns
uy digy 0} Buiou pip Juabe sitt) pasojasIp ad Jou phed ||eo
By} uo uoieLLCUL BY) 1By ples Juabe siy) ‘pajpueysiw sem )i
moy Bunou jo pesisul pue j|ea ay) pa|puey pey jusbBe snoirasd
ay) Apoad moy ajou o) ebieys ul yuabe ay) psyse Jowojsnd
ayl ‘|ied oLt I1SISSE 0} PaYse sem Josiaadns oyl usym auy|

By} Uo IS sem pue (e oy pade|d 1snl pey Juabe snojasid sy
*ARoBalIcD pajpuey Jou sem | se abessew sujysew Buuamsue
ue uo asuadsal sjuabe snojasid ay) aAI9Sq0 O} PAYSE

sem Juabe siy) abieyd Uy jualie ue se |82 g uo BulSISSE USYAA

S0/61/E0

"JI2WOIsN ym dn

MOJ{C} 0f @|QEUN 'JOBJUOI UC $SIJPPR IEWS ON
I yoew sue e ssaaoud 0} moy jo abipapmouy
ajeljsuowap Saop pue sey Juaby -uojdussap
SIY} YIM (B2 B Jequiawil Jou saop Juaby

S0/60/90

Pas0|oUa SSAIPPE |IBWS “JajUSd
siy} Je weluyedap Bujules) ay) woy Al[eduoads parsenbal

SEM YoBq HEWT "PaIBIS SB Ul Juas 9 pinom jureidwos

2y} 1Y) painsse pue wa|goid ay) Jo} pazibojody :asuodsal
gy sjuabe je gy Bunyoe) AIBA S1 19180 SIU) WG] 8IS

10 Aljenb sy} os)y ‘|re 18 padA} sem abessaw oy (dn Suny
yoew sue) (Buifeid yoew sue) padA) Adwis Juabe ay) sepuab
auyy Yy Buoje aBessaw ayy no BuidA) Jo pesisu) pue suydew
Buwamsue pue payseel Jebe sy} Jey) sajels Jowolsnd

SO/6L/E0

‘SNPas0sd
1adoud jo papuiwral g [ 1oleredo

S0fEZ/ED

paisenbal yoeq (|e2 CN "Palejs Se Ul Juas aq pnom jureidwod
ay1 1eY) painsse pue mouy sn Buiay Joj Jawoisna eyy

pajuey] :asuodsal oy {uanib sem () Jushe ou) ysys dn Buny
uosiad padAy £fidws 1uabe siyi pesisu| ‘(1e2 ay) Buipus usym
oJoew Buipus suy) asn jou pip JusBe s1U) 18U} SIIEIS JBWICISND

SO/611E0

"GO/LE/C ensst |EDIUYD) € S| a1al) S|98) ays
#1 13%24) 9|gnoJ) B N0 |1} PUE Josiauadns e jab

0] aIns 8yew 0] p|o) pue paydecd sem Juabe
Y] aNsSS| [eMUYID] B QLB SEM B1aU) 5|99}
Wsbe ay] 'paloauUCISIP USY) pue Sawill £

Buu 31181 pue pateipas Juabe ay) og |, AlUo sawn
€ pue saw £ Buu 3 19 pue |Ip ¢} nok plo)

| ‘SUCIONNSU] MOYI0) NOA JueS ‘NnoA yim Suoim
S11BUM, PIES USY] JOWOISND 34| "pIp aUs

yeus s ey os dn Buey uayy pue saun € Bun
1119} PUB JBCGLUNY BY} [21p 0} P3ISNISU I19|ED
ALL 8yl iey) pejeis Waby ‘juabe yum payiey,

S0/12/e0

‘palsanbal dn-mo|icy oN “pazifojody “pajoauundsIp

pue paybne| ‘saweu 2pni aaeuasaIdal 321AI9S JSWIOISND
|22 o} pepaacoid uay) ‘0B 19; 84 0] Spaau aanesRdooo Jou
abe § paiels uosiad uo dn funy ays jng Josiwadns say o}
yeads O] payse | 0S )l Op JOU PINOM BYS PUE SUOIISNLISUI MOL{0)
0} Joy payse | ‘Juabe yum wajgosd aaey | 'paieIs Jash OYS

SO/6L/€0

‘paySEe JoABLIBUM
Jaquinu p1 Jusbe pue Buesitb 1pau02

Buiab pue GundouuaasIp aul| yum swajgoud
Bulaey g Josiaadns 1a6 0} 2ins oyet 0} Jney
sjuabe sem )| ased ui jsnljuabe payseos webe
UM UOISSNISIP pey Jepea wea] “dn mojo}
pue yBnoiy) mo|jo) 104 1BPES| WEa) 0} WS

SO/BLIED

"SSAIPpe pjews papiacid e pajsanbad

dn mo)j04 "10s1a1adns Jajuad (g3 By} 0) Juss eq pnom Hodad
4} JBY PIO} PUB SJUSIUBALIODU] BY) 10} pazibojody :asuodsay
S0IA95 JaWO)SNT) 1equinu | o ay) pue Bunaauf ay) Bumab
Ja)je W Bu paloauUCOSIp SEM JSWI0ISNS SU) MO B U| SaWl

£ Buiusow sy} pue “y@am jle UC puE YO Jule/dwos) JBWoISND

S0/8L/€0

"eade Sy} ul Alseliwe)

feacioad pakeidsip Juabe pue usalb soueuass
aidnoa e Joy [coojoud sadoud sjessuowap

0} payse sem Jusby -AjBuipsosoe uosiad e210A
8y} 0} peas aq pinom padA; ulyilieas jeyl

B PaINSSE pUE [|BD SIY} ([EDBI JoU SS0P Juaby
anssi Siy) uo dn pamo||o) Sem JO0E L ualy

S0/BL/ED

JOBJUOD JUEM
JoU SBOp Jawelsns “dn majjo) 1o} josiasdns Juabe ay) ulojul
PINOM | MOUY JSWOISND 87 "UOHESIBAUCD BU) U] SUSAIAIUI

0] Jou pue ‘wheqiaa Aejal 0} paulel) ase sjusbe Bujuiedxe
pazibojode | "uonezuoyne Jiay) Inoyim Auedwod saueInsu) o}
awel 1se| Jiay; papiacid uabe Jea) Aay) suiejdwios Jasn OHS

SQ/8HEQ

‘UONEISHICM BU} 1B paousladxa

SIaMm SBNSSE |B2IUYSS) 10 ON "UOIIOSULICISID
ay) s10jaq Josinadns e paysie Jusbe

sy "uabe syl Aq padA) sabessaw pess 0}
2|gBUN SEM JBLLOISND B 2I8UM 3L SIL) Inoge
anss| [eauya3) e Bulaey s|jeda. Juabe sy}

SO/LLIED

‘asucdsad ou sem alay) uo Bujob sem Jeum y0 sy}
paxse Aalf) uaym ‘pasoul] Sem J8WOISNY "||ea JaYjoue ax3ew o}
V) POYSE JOWOISND USUM WD) BUj WOl 55Ucdsal OU Sem aJay L

S0/LLED

‘anss) siy} uo pannbal dn mojic)
ON "8nsst ay) Yodes pjnom | mouy Jajjea 18] pue
walgesd ay) Jo) pazibojode | :asuodsay "§D

S0/41/E0

‘UONESIBAU0D pitu Bunnp
POIAULICOSIP AUH BU) PUE ||ED B BpBW SN[ 8ys ples JajeD

S0/2L/ED

anss| S|y} uo pasnbai
dn mojjo) oN weigosd 10y Ja)ea 0} pazibojode |

SO/LLEQ

‘OHS UO UONESISAUOD DI UL PBJJSLLOISHD 8| U} pIes Ja|eD

GO/LLIEQ

'suonsanb Jayuny
sy ay J SO 1Weuod ay Bujssbbng dn-mop o)
se suyoew Buuamsue uo yay |leuy ebessap

JAWOISAT YIBIUQY 0} apeuw SIAWNE [2isnag

SOILLRO

"uanb Jaquinu

18 pajsanbaJ dn-mo(jo4 “we|qoud Jo} J8wolsno o) pazibojody
JSESLN BALL JoR paasuucssp Bumsh, sdasy ay ples sewosng
ayl , I1ED 151 BUJ JSYE U 2 uey) $53| 42, pejdouuodsip
JOYESRd0 Sy} 1BY) Wieidwiod 0} PaYED 1aWaisna QXS Uy

SOILLED

HOIAYAS ANI'TNO AVTHY LNIWUdS




SPRINT RELAY ONLINE SERVICE

0324105

Customer states the screen said connecting to relay. After the

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

03721109

Spoke with CA who did not remember anything

odd happening on a call. Sounds ke a call that
dropped out since it was before a number had
even been given. CA is aware that they cannot
disconnect a call withoul supervisor approval.

03/21/05

Gustomer states that SRO [ine keeps GiSCONNecting - wanis it
fixed right away

03/22/05

RCS response: 1hanked the customer for
letting us know and assured that the complaint
would be sent in No call back requested

03/21/05

Customer states she's from PA and using SRO to make calls
to her Spanish-speaking relative. Customer explained that on
3/14 at 12:44 PM and again on 3/16 at 4:34 PM the phone
numbers she requested were never dialed. She was
disconnected. She explained that bilingual SRO calls tend to
disconnect. Apologized. No follow up.

03/21/05

All agents have been addressed that they need
to wait 3 minutes before requesting for a hang
up on an internet call. All agents are aware of
the severity of hanging up on a customer.

03/21/05

Customer states that SRO keeps disconnecting on their calls
with this agent and wants it fixed. Thanked the customer for
letting us know and assured that the complaint would be sent
in as stated No call back requested

03/21/05

Agent does not recall this call but is aware of
the consequences of not following procedures
regarding disconnects.

03/22/05

A SRO Customer called to say that she was disconnected on a
call without any warning. RCS: Apologized for the handling of
the call No contact requested

03/22/05

Operator spoken to about this call. Did not
remember it. Said he wouldn't hang up on
customers. QA will monitor this operator
frequently during the month. Operator was
reminded of the penalties of disconnecting any
call.

03/22/05

Customer Complaint: Reported that operator hung up on them
when they were calling a business. Customer Service
Response: Call taken by relief operator who apologized to the
caller and toid thern the report would be sent to the supervisor,
and supervisor would speak with the operator. No follow up
requested.

04/04/05

Met with CA. Was documented that caller had
CA to dial 800# 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 supervisor 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

03/23/05

SRO user complains agent did not enter information he
provided on voice prompting recording, there was an extremely
long pause with nothing and recording disconnected. Called
tried 2 more times got the same agent, who would not type any
recording information. Fourth time, he was successful in
complaeting his call with a different agent. Apologized for
problem, let him know | will inform the supervisor for follow up
with agent.

03/23/05

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.

03/23/05

Reported through SRO email to Customer Service that call 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. Foliow up requested, email contact
provided.

03/23/05

This is the second complaint 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 further incidents.

03/24/05

SRO caller is positive the agent disconnected the call and says
it is happening too often for it to be a technical error and would
like the CA's to receiving more training. Apologized. No follow-
up requested.

03/24/05

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
walch this issue to insure there is not some
technical problem as well as continue to
ensure this agent does a good job.

03/24/05

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 reguested

04/11/05

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.

03/24/05

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 voicemail.” Apologized to customer for inconvenience.
No follow-up requested.

03/24/03

Met w/agent. Agent did not recall incident.
Agent was coached on disconnect procedures.
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03125106 Customer Complaint: "CA insulted tmy party and told her itis 03/25/05 This agent denied that she said that it was a
fraudulent call. Cursing you and him " Customer Service "fraudulent® call. CA acknowiedged the
response: Apologized and told him the report would be sent to importance of maintaining transparency on all
the supervisor. Follow up requested at email address. calls. Trish-Customer Relation Manager was

notified. Sent the customer an e-mail stating
that all of our agents know the importance of
maintaining transparsncy on all ¢alls.

03/26/05 Customer Complaint: Caller requested a report be sent to 03/28/06 Agent did not write down information.
supervisor of the agent that handled his call to MasterCard. He Reviewed proper procedures with agent.
wants super. To check around the agent’s workstation to see if Disconnect sounds like technical problem.
she has written 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 write the acct. number down plus his
date of birth. He is very suspicious of identity theft, 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
permitted to write down call content. No follow up requested.

03/28/05 An SRO custorner called to report that the agent had trouble 03/28/05 Agent does not recall this call and is aware of
dialing the number. He waited for her to respond but after a the consequences of not following disconnect
long wait he hung up. He said this is not the first time this has procedures.
happened and suspects it is a technical issue. Apologized to
customer for inconvenience. No follow-up requested. _

03/29/05 The customer stated that s/he is experiencing a problem with 03/29/05 Apologized for the inconvenience and offered
Sprint Relay Online scroll function. The scroll function for the them customer service for a resolution.
operator section does not automatically 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. S/he felt
that it wasn't a user friendly and wanted to correct it.

03/29/05 Customer states he is unable to scroll down in the operator 03/29/05 Sent email to request mere information about
screen. He reports it is simple software fix that he wants computer system. 5/17/05 never received a
corrected. Apologized. Follow up requested. response from customer.

03/30/05 " Customer gave specific instructions to delete messages after 03/30/05 Coached agent on keeping caller informed and
relayed. Agent did not delete; redialed and typed out saved proper voice mall retrieval procedures.
messages again. Also agent failed to keep customer informed
when live person answered. Apologized for inconvenience;
thanked customer for feedback and educated customer that
relay must redial to delete messages. No call back needed.

03/30/05 A SRO customer called to say that the agent disconnected him 03/30/05 Agent coached on importance of not
right In the middle of his conversation. RCS: Apclogized for the disconnecting customers without supervisor
handling of the call. No contact requested approval.

03/31/05 Customer states that agent misdialed the number and then 03/31/05 Supervisor assisted with call. Coached agent
typed over what he was saying which seemed very rude. that even though it is possible o type at the
Thanked the customer for letting us know and assured that the same time as the SRO user, it's a good rule of
complaint would be sent in as stated No call back requested. thumb not to do this as conversations can

become extremely muddled due to lag time.
Treat SRO calls the same as regular state
relay TTY calls. Also coached agent on
importance of staying focused and dialing
correct numbers.

03/31/05 SRO user complains agent disconnected him after he said a 03/31/05 Agent did not remember the call. Agent
curse word. Caller asked if cursing was not allowed on relay. | demonstrated preper knowledge when
apologized, explaining when someone uses relay it is "their” supervisor reviewed procedures.
call and they can speak freely, that agent is not allowed an
opinion about the call. | let caller know | will inform the

_ supervisor to address it with the agent. _

03/31/05 SRO customer disconnected in middie of conversation 04/30/05 acknowledged and shared customer contact
{apologized for problem) Customer did not request contact with Business Development about SRO

disconnection

03/31/05 SRO customer disconnected in middle of call (apologized for 04/30/05 Acknowledged this customer contact and
problem experienced advised complaint would be forwarded to shared concern with Business Development
SRO Acct Mgr} Customer did not request contact about SRQ disconnection

04/04/05 An SRO customer called to complain that the operator hung up 04/04/05 Follow up e-mail sent by Relay Center CS
on her while she was making a call. She said she called back Point of Contact on 4/4/05
and talked to the supervisor 2600, who was "rude and not
heipful at all" when she reported the incident. Apologized for
disconnect and supervisor rudeness. Follow-up requested at
provided email address.
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‘T&AIMIGS

Customer reports the supervisor wasn't being honest with theem
when they asked that she check the agent's area to make surg
she didn't have any credit card information written down.
Customer suspects the supervisor and agent are lying.
Customer wants SRO authorities to know that he/she 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 follow

up.

|

Q4I04105

L was the supervisor who assisted on the call |
told the inbound SRO user that the agent did
not have a pen or paper at their station and
nothing was written down. | told them there
was nothing there and asked if there was
anything else | could assist with. They said
they thought | was a liar and asked for both my
1.D and the agents 1.D. | provided that
information and the inbound caller ended the
call by saying "get a life bitch" and hung up.
Both the CA and | followed relay procedure.

04/04/05

Customer suspected agent wrote down personal credit card
information. Customer wants SRO authorities to know that they
will sue if unauthorized charges appear on their credit card
statement. The call ended with customer caliing Customer
Service representative stupid for explaining policy. Explained
our commitment to corfidentiality. No follow up.

04/04/05

There is no follow up needed.

04/04/05

Customer states that when calling a business and getting a
recorded message this agent only typed the beginning of the
recording and then typed (waiting for live representative) 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 letting us know and assured that the
complaint would be sent in as stated. No calil back requesled.

04/11/05

Met with agent, she stated that while typing the
recording, the caller interrupted by typing "wait.
Wait". So 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
doing the something else that the caller did not
request.

04/04/05

An SRO customer called to complain that the agent was "being
rude. He disconnected me on purpose.” Apologized to
customer. No follow-up requested.

04/04/05

04/04/05

Customer stated that this agent hung up on him. Thanked
customer for letting us know and that we would speak with the
agent regarding this issue. No follow-up requested.

04/04/05

Reviewed proper call processing with the
agent including the correct protocol when
disconnecting a customer. The agent
understands. The agent also understands the
conseguences of not following the disconnect
procedures provided by Sprint.

04/05/05

Customer explained that his party hung up and he asked the
CA why. The CA told the caller what the voice person had said.
The customer contends since the CA knew the words voiced,
she should have typed them verbatim. After the customer
questioned the CA, he requested another number to call. The
CA did not process the call; she disconnected the line.
Apologized. No follow up.

04/08/05

Talked with Agent, did not remember
disconnecting the call. Was coached on the
importance of following customer’s
Instructions. Agent Is aware that disciplinary
action will be taken if disconnect customer. No
follow up necessary.

04/06/05

Customer states the agent dialed using the wrong area code.
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. Apclogized for the problem. No follow

up.

04/06/05

Unable to resolve complain, when looking for
agent, it showed this number has not been
assigned to an agent for over a month.

04/06/05

Customer asked agent if she had left a message as requested,
agent did not type a response then hung up on caller.

04/06/05

Agent does not remember a call with this
description, but is aware of proper procedures
for leaving msg and keeping customers
informed.

04/06/05

An SRO caller staled that agent disconnected him after his
caller hung up. Calier stated that operator said due to caller
hanging up | do too and disconnected. Apologized for problem

04/06/05

Reviewed proper disconnect procedures with
the agent. The agent understands. The agent
was also reminded of the conseguences of
purposely disconnecting customers.

04/07/05

Customer states that while making a call through SRO the fine
was disconnected 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
investigated further. No call back requested.

06/09/05

Agent does not recall this call but is aware of
the consequences of not following procedure
regarding disconnects.

04/07/05

Cuslomer Complaint: Caller asked operator to dial a number
and operator did not dial number requested then hung up on
caller. Apologized to caller and thanked her for letting us know,
No follow up requested

04/07105

Met with CA. who does not remember call. CA
feels it may have been a call that dropped off
the screen, CA verbalized knowledge and
understanding of protocol regarding hang-ups.

04/07/05

Customer states that while making a call through SRO the line
was disconnected 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
investigated further. No call back requested

04/16/05

Reviewed procedures with agent. Reminded
agent to ring for supervisor if necessary.
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An SRO customer called to complain that the agent

disconnected the call before the customer was finished. The
customer says they had finished making one call and was
about to type ancther number to dial when they gol the
message that the line had been disconnected. Apologized to
customer. No follow-up requested.

04/07/05

Reviewed proper pracedures with agent.

04/07/05

An SRO customer called to complain that the agent
disconnected him in the middie of the call. He suspects it was
because he used foul language and the agent did not like it.
According to his friend, whom he was speaking with at the
time, the agent sounded "disgusted.” Apologized to customer.
Follow-up requested at number given.

04/071056

Talked with agent. Agent does not remember
call. Coached agent on the consequences of
disconnecting customers intentionally.
Attempted to call customer back on 4/13/05 at
2:50 pm and 3:45 pm and on 4/14 at 3:30 pm.
Each time was a recording with no TTY user.

04/10/05

Customer states CA did not respond/answer when the
customer causing customer to waste time for a business call.
RCS apologized to customer. Customer requests a follow up
from Supervisor,

04/10/05

Message left on answering machine 4/11/05
thanking customer for info. Apologized and
informed him that QPR will be coached.

04/10/05

SRO customer called in stating that the CA said she was going
to ruin her identity and steal her name so it will look like she
has bad credit. RCS apologized to customer and offered for
someone to call back to follow up on this issue. Customer
adamantly declined a foltow up.

04/10/05

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

04/40/05

An SRO customer called in to complain that the agent
disconnected the caller while he was trying to call a store.
Apologized to customer. Foliow-up requested at number given
above.

04/10/05

Forwarded complaint to tearn leader for
coaching and follow up. Agent does not
remember this specific call, however,
understands policy on releasing calls only with
supervisor assistance. Reviewed
consequences of intentionally releasing a call
with agent. Called customer to inform them on
outcome of follow up with agent.

04/11/05

The Supervisor was argumentative and did not help the
situation at all with agent 7928 when the caller instructions
were not followed. Apologized. No follow-up requested.

04/11105

There is no supervisor name mentioned in this
contact, therefore it is not possible to resolve
the issue with a supervisor.

04/11/05

Agent is not complying with my instructions, to let the phone
ring 3 times and only 3 times. She let the phone ring S or 6
times and lel the answering machine pick up. | didn't ask her to
let the phone ring more than 3 times. Apologized. No follow-up
required.

04/11/05

Coached agent on the importance of following
customer instructions. The agent understands.
The agent was also reminded to get a
supervisor if they encounter problems with a
customer or if they have trouble understanding
customer instructions.

04/11/05

Customer asked the agent not to type out the options upon
reaching the number dialed to a company but to instead simply
ask for a certain department. At first the agent did follow
instructions but then went on to type out all the options and
couldn't keep up with the recorded message. There were so
many typoes that the customer couldn't tell which extension
number to press. Finally upon reaching a live person we were
disconnected. This happened twice and was very frustrating.
RCS response: Apologized for the problem and assured that
the complaint would be sent in as stated. No call back
requested

04/12/05

CA said she followed the Inbound instructions
and did not type out the recorded message;
however, the recording went info an answering
machine so she typed the answering machine
message. On the second attempt a voice
person answered and the person hung up as
soon as the operator started to announce the
Intemet call. Coached CA on following
customer instructions and typing carefully.

04/12/05

An SRO customer called to complain that the agent did not
follow customer instructions regarding answering machine
procedure. Apologized to customer. No follow-up requested.

04/12/05

Agent id 1626 currently has not been
assigned. Unable to follow up.

04/12/05

An SRO caller called to complain that agent was very short-
tempered with the voice person that he was calling and also
that the agent hung up on him. Apoiogized for the problem.
Customer does not wish follow up.

04/12/05

Forwarded complaint to agent supervisor for
coaching and follow up. Supervisor spoke with
agent. Agent didn't remember this particular
call. Agent was coached on the repercussions
of disconnecting calls and remembering to use
appropriate procedures in handling customers.

04/12/05

Reporting garbling on SRO. The call to humber was garbled
with numbers and letters. Opened TT 1002489228 for
resolution.

04/12/05

04/12/05 13:15:12 (NEM8485): A fiber cut
occurred Monday between Phoenix and
Tucson. This fiber cut-affected all
communications into and out of New Mexico
and Hawaii TRS centers for the rest of Manday
and part of Tuesday. All voice communications
were experiencing extreme echoing and TTY
resulted in garbiing. This could also be
affecting SRO. Fiber cut has now been
repaired, and echoing and garbling have
ceased.
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