NEW MEXICO COMMISSION FOR DEAF AND
HARD OF HEARING PERSONS

P.O. Box 5138, Santa Fe, New Mexico 87502
Administration-Santa Fe: 505.827.7269 Voice/TTY* 505827.7273 Fax
Albuguerque: 1.800.489.8536 or 505.881.8824 Voice/TTY* 505.881.8831 Fax
NMCDHHA@doh.state.nm. us

Commissioners

Bill Richardson Ms. Christine Buckhol=, Chgir
Governor Mr. Luke Walker Mr. Ron Stern
Th J Dillon. IiI Ms. J!{dy LeJeune Mr. Raul Rodrigues :
Ef:ﬁm I)::ec::: M. Kfmberb’ Stha Mr. Damian Rome RECENED &. ImPECT[U 1‘
JUL 1 - 2005 \

June 29, 2005 FCC - MAILROOM \
Ms. Marlene H. Dortch, Office of the Secretary
Federal Communication Commission
445 12" Street SW Room TW-B204
Washington, DC 20554
Dear Commissioners: DOCKET FILE COPY DRIGINAL

Greetings from the State of New Mexico!

In compliance with CG Docket 03-123, enclosed you will find one original and four
coptes of three complaint log documents:

1. Annual Complaint Log includes number of complaints received that allege a
violation of federal TRS minimum standards, the date of the complaint, the nature
of the complaint, the date of its resolution and an explanation of the resolution.

2. Annual Summary includes total outbound calls, total complaints for the reporting
period June 2004-May 2005, and percentage of complaints to total outbound calls
information. ‘

3. Annual Tally Report will be total complaints by category.

Also enclosed is a standard 3.5 diskette with electronic copies recorded.

Our agency (Commission for Deaf and Hard of Hearing Persons) is responsible for
monitoring the quality of services for Telecommunications Relay Services and for
receiving internally unresolved complaints. It is a significant fact that no complaints
were escalated to the state level.

Please contact me directly at (505) 827-77269 or tom.dillon@state.nm.us should vou

have further questions regarding our submission.
Mo. of Capiss rec'd ( 2
List ARDE
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New Mexico Relay and CapTel Complaints Log = June 2004 - May 2005

Date of
Compl.

‘Nature of Complaint

Date of

Rosolution

T
Explanation of Resolution

06/01/04

Customer complained that the CA spoke with such an
accent that she could not understand her. Also
comptained that the CA said she couldn't understand the
message typed so didn't relay it. Said her CA number
was muffled and the 2nd time left a message didn't give
a number at all. Apologized many times work the

PR

06/02/04

Agent ID # is invalid. Unable to follow up with the agent.
No customer follow up requested.

06/19/04

Voice caller complained that the CA didn't report what
the CA relayed but kept typing and the voice caller
couldn't hear what the CA said. CA didn't get supervisor
on the line when asked. Voice caller felt the CA was
rude. Rep apolegized to the caller and informed that a
complaint would be sent in . Caller didn't want contact
back. Caller was thanked for their time.

06/23/04

CA ID identified is not assigned to any employee. While
date and time was provided additional info is required
for further investigation. Caller didn't provide contact
info. No further action is possible.

07/02/04

Customer said that they had the same operator five
times. Each time the operator said "are you deaf or
dumb?" stuff it up your ass and go to hell, then hung up.
Customer was trying to call mother in hospital. Thanked
customer for feedback.

07/02/04 |Faxed complaint to NM and notified the Center

Manager. No further contact is required.

07/04/04

TTY caller stated they attempted to retrieve answering
machine messages. The CA said it was answered by
beeping and then the CA hung up on them. 1 apologized
for any inconvenience and asked if they'd like a call back|
regarding this matter. They declined. | lst them know the
CA will be coached and thanked them for their time.

07/25/04

CA has been coached on proper procedure on
answering machine retrieval calls.

07/22/04

VCO user requested VCO-TTY customer notes state to
use frequent dialed numbers for VCO to TTY, CA send
customer was upset that the CA did not read customer
notes. An apology was given to the customer.

08/02/04

CA was coached on proper procedure, and to follow
fcustomer notes.

07/30/04

9/30/2004
CapTel

10/04/04

Customer was upset because their call was not
accurately typed, and could have caused a lot of trouble.
It was a recording that was reached customer redialed to
listen to the message again, but there were slight
changes , but could tell it was the same message the
customer redialed again reached another agent and
confirmed the message was the same as the second
agent. Customer is upset with the rules and procedures
for and wishes to be contacted. Customer was

08/02/04

All agents advised to type recordings verbatim.
Received no area code for contact number. Contact not
possible.

— N
Dual Tone Multi-Frequency Tone Interference

9/30/2004

Fech support adjusted Dual Tone Multi-Frequency
interferance with customer's voice mail system.
Immediate resclution provided.

Extremely rude- had two agents who refused to hold
when asked to. The second agent was so rude it made
him lose his customer. Did not ask for call back. Left
msg on receptionists phone.

10/05/04

Complaint noted - No CA numbers given.

10/04/04

Customer stated that CA kept typing "SK" at the end of
lsach transmission and that finally the voice user hung
up, the customer was still talking ( they stated). The
customer asked why they hung up and CA kept saying
the party disconnected. Apologized for the
inconvenience.

10/05/04 IUnabIe to resolve due to agent number not assigned or

active.

10/23/04

TTY Customer comments; "| gave operator a number 1o
dial. He didn't respond. | typed, "Are you there.” | got no

raznnnes Than mu ~nnneetinn te ralav wae hrnkan ™

1112104

Page 1

Agent doesn't recall sp;ﬁcally what occurred. He was
coached. We e-mailed the customer on 11/14/04.
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CSR: "My apologies. Would you like Relay

| Administration to call you? Karen said she would iike a
follow up at her e-mail address JOOKX. | assured her the

agent's supervisor will be advised and the agent will be
coached on these procedures.”

was so poorly typed it was difficult to understand the
Jactual content of message. Apologized to customer.

10/29/04 [Customer complained that the refay does not do enough |  11/18/04  |Complaint noted.
to keep voice callers on the line and that it is
discriminatory to relay users. The customer did not want
to file a complaint regarding a specific CA, but indicated
that the entire relay needed education and discipline. |
apologized to the customer numerous times and
expressed concern for further training of employees.
11/3/2004 [Disconnect/Reconnect during calls 11/5/2004 Explained the difference between a traditional phone
CapTel and the CapTel. Explained to customer why
disconnect/reconnect might be occurring and sent letter
in the mail with tips to reduce their occurrence.
Customer will try using a different jack in the home and
also obtain a new "y" jack to see if experience improves.
After phone company checked the quality of customer's
phone line in home, the ocourrence of
disconnect/reconnect rarely happens. Customer
Jsatisﬂed.
111/2004 JAccuracy of Captions 11/10/2004 [Oifficulty during call brought to attention of Call Center
CapTel Director. CA notes there was a technical difficulty, which
was resolved during course of call. Apologized to
customer for this incidence.
11/18/2004 Biling Issue-Collect Calls 1171972004 |Explained billing situation to customer.
CapTel
11/18/04 |Voice caller reported a call to her daughter with very bad| 11/22/04  JCalled voice user 11/22/04 to advise that only recourse
words being relayed and they wanted to know who called would be to have outbound number blocked.
then and used that bad language. | told calter | was sorry,
but Relay kept no records of calls, all calls are
confidential. | gave caller the number to customer
service for more detailed info on how Relay works and
caller wants to be contacted.
12/13/2004 JDual Tone Multi—Frequencﬁone Interference 12/13/2004 Trech Support made an adjustment to address Dual
CapTel Tone Multi-Frequency tone pass through. Immediate
Iresolution provided.
12H4/04 |TTY user received message on answering machine, that] 12/15/04 JCA coached.

02/10/05

[Customer requested redial and CA disconnected the
call.

02/10/05

Met with CA and she mentioned periodic dropped calls,
however, with no specific time mentioned, she couldn't
remember any customer requesting a redial followed by
a possible dropped call. CA is well aware of proper
procedures.

02/11/05 IVCO customer said that he was calling New Mexico

I T T

02/11/05 ICoached CA on correct handﬁng for this request. | also

Page 2
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Regional Relay Center to speak with an Agent. When
the number answered the operator disconnected and
told him that it was answered by a Relay Center and she

could not relay and asked for another number to digl.
The humber calied was to area code 505. | apologized
for the inconvenience and told him that | would follow up
with the operator and coach her an the correct
procedure. He said this happens often when he calls to
the Regional Center and the operators think its to
another relay center and disconnect the call. He said thisf
may be a training item for ali CAs.

told her that Relay Centers are always Toll free numbersﬁ
land that when an Area Code other than toll free is given

it would be a place of business and not another refay
operator,

and interpreter for deaf coworker customer needed to
Jout agent on hold while interpreting the call to the
coworker each time voice customer came back to the
phone and ready to respond the agent started relaying
the call again agent said Relay will begin now customer
is very familiar with Retay and has taken many Relay
calls and reporting the incorrect processing of call
(apologized to customer for problem encountered)

it j t I t

2/14/2005 [Inability for CapTleI unit to reach data toll free # due to 2/14/2005 [Contacted foll free network managers and they resoived

tall free network routing problem the problem at their end. Customer service
representative confirmed with customer that they are
able to make calls.

02/23/05  [Waited for CA to connect TTY-TTY but naver did. GA 02/23/05 JCA coached on proper procedure.
took too long.

03/20/05 [CA typed out answering machine against customer note | 05/18/05 JCA coached regarding reading customer notes before
instructions. Inbound was not able to leave a msg with proceeding with calls.
this CA.

03/28/05 [Voice customer states the agent was taiking too fast, 03/28/05 _ [Customer contacted, apologized for the inconvenience.
and the voice person asked the operator to please Was unable to determine CA who processed the call, as
repeat what she just said and the operator statad number given had not been assigned to a CA within the
"operator is not allowed to be part of the call” and would Center. Customer did not wish further contact.
not repeat what was said, therefore this employer was
unable to find out what their employee was trying to
convey to him/her. The operator's tone was very rude
and unprofessional. The customer did not want the
operator to be part of the call but to make the message
clear, that the caller was trying to say. This employer
gets many calls through the relay and is familiar with the

Irelax. AEoIogized. Follow-uE reguested.
04/14/05 [Voice customer received call via Relay customer is voice] 04/14/05 [CA number given in complaint not issued to a CA.

Customer did not with contact, so further investigation
not possible. Closing ticket.

4/20/05 |Echo Sounds; Scund quality-static 4/20/2005 |Echo cancellation software provided over the wire.

CapTel Replacement handset provided. Customer will contact
tocal telephone company for line check. Customer will
report if these steps do not resolve complaints.

4/28/2005 ]Duai Tone Multi-Frﬂquency:T one Interference; Sound 5/3/2005  |Tech support made an adjustment to address Dual Tone
Quality-static Mulii-Frequency interference. Immediate resolution

provided. Customer contacting local telephone
company for line check in regards to static on the line.

[~ 5/3/2005 Caller ID shows number but not name 5/3/2005 JOur technicians have reported this problem to the IXC
network managers for correction.

[~ 5/6/2005 Dropped Characters 5/6/2005 Suggested customer have their phone company check
the quality of their phone line to make sure it can handle
data transmission capabilities.

[~ 5/6/2005  [DisconnectReconnect during calls; Incoming 5/6/2005 |Sent customer information explaining the difference

Connection-Captioned Calls between a CapTel phone and a traditional phone.
Explained to customer why disconnect/reconnect might
be occurring and sent emait with tips to reduce their
occurrence. Confirmed disconnect/reconnect happens
very rarely. Tech support identified and remedied the
circumstances of false time aut with a system change
on 5/25/05. Customer states all is wel.




05/08/05

A voice customer called to report that he called 711 to
reach NM relay five times from his land line and each
time the agent could not hear him. He tried again on his

calt phone and relay could haar him but he said fhay
sounded like they were "in a tunnel.” The outbound party

could not hear relay either. Apologized for trouble. Follow

up requested.

05/08/05

IAM review the case and tried to contact the customer.
The AM left a message on his voice mail to call back if

problem persist. Case closed.

05/13/05

IVCO customer using star 82 with the relay number and it

is not working, the caller ID is blocked. Apologized, TT
was entered. Follow-up requested.

05/13/05

Contacted the customer to let her know that we are
working on the Caller ID problem. AM will keep her
posted.

05/14/05

Qwest operator called with Voice customer on the line
who is unable to reach a VCO customer via the relay
due to getting a recording stating "this number does not
accept blocked calls". Apologized, TT was entered.
|Follow up requested.

05/14/05

Sprint Account Manager contacted the customer and
notified him that the problem is resolved. If any issues
|arise, he will contact the AM. He was pleased with the
followed up phone call. Case Closed.

5/20/2005

|Disconrnect/Reconnect during calls

5/20/2005

Sent customer infarmation explaining the difierence
between a CapTel phone and a traditional phone.
Explained to customer why disconnect/reconnect might
be occurring and sent letter with tips to reduce their
loccurrence.

Page 4
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New Mexico Relay and CapTel Complaints Log = June 2004 - May 2005

Date of \Natme of c°mplamt - Dateof - -\Expla‘nation‘-of Resolution-
Compl. Resolution’
06/01/04 [Customer complained that the CA spoke with such an 06/02/04 [JAgent ID # is invalid. Unable to follow up with the agent.
accent that she could not understand her. Also No customer follow up requested.
complained that the CA said she couldn't understand the
meassage typed so didn't relay it. Said her CA number
was muffled and the 2nd time left a message didn't give
a number at all. Apologlzed many times work the
06/19/04 [Voice caller complained that the CA didn't report what 06/23/08 JCA ID Wentified is not assigned to any employee. While
the CA relayed but kept typing and the voice caller date and time was provided additional info is required
couldn't hear what the CA said. CA didn't get supervisor for further investigation. Caller didn't provide contact
on the line when asked. Voice caller felt the CA was Jinfo. N further action is possible.
rude. Rep apologized to the caller and informed that a
complaint would be sent in . Caller didn't want contact
back. Caller was thanked for their time.
07/02/04 |Customer said that they had the same operator five 07/02/04 |Faxed complaint to NM and notiied the Center
times. Each time the operator said "are you deaf or Manager. No further contact is required.
dumb?* stuff it up your ass and go to hell, then hung up.
Customer was trying to call mother in hospital. Thanked
customer for feadback.
07/04/04 |TTY caller stated they attempted to retrieve answering 07/25/04 ICA has been coached on proper procedure on
machine messages. The CA said It was answered by answaring machine retrieval calls.
beeping and then the CA hung up on them. | apologized
for any inconvenience and asked If they'd like a call back
regarding this matter. They declined. i let them know the
CA will be coached and thanked them for their time.
07122104 |VCO user requested VCO-TTY customer notes state to 08/02/04 |CA was coached on proper procedure, and to follow
use frequent dialed numbers for VCO to TTY, CA send customer notes.
customer was upset that the CA did not read customer
notes. An apology was given to the customer.
T 07/30/04  |Customer was upset because their call was not 08/02/04 JAIl agents advised to type recordings verbatim.
accurately typed, and could have caused a lot of frouble. Received no area code for contact number. Contact not
It was a recording that was reached customer redialed to possible.
listen to the message again, but there were slight
changes , but could tell it was the same message the
customer redialed again reached another agent and
confirmed the message was the same as the second
agent. Customer is upset with the rules and procedures
for and wishes to be conlacted Customer was
9/30/2004 |Duai Tone Multi- Frequency Tone Interference 9/30/2004 Fech support adjusted DuaIﬁT one Multi-Ere_quency
CapTel interference with customer's voice mail system.
Immediate resolution provided.
10/04/04 |Extremely rude- had two agents who refused to hold 10/05/04 |Complaint noted - No CA numbers given.
when asked to. The second agent was so rude it made
him lose his customer. Did not ask for call back. Left
msg on receptionists phone.
10/04/04 JCustomer stated that CA kept typing "SK" at the end of 10/05/04 [Unable to resolve due to agent number not assigned or
sach transmission and that finally the voice user hung active.
up, the customer was still talking ( they stated). The
customer asked why they hung up and CA kept saying
the party disconnected. Apologized for the
inconvenience.
10/23/04 {TTY Customer comments; "I gave operator a number to 11112104 | Agent doesn't recall specifically what occurred. He was
dial. He didn't respond. | typed, “Are you there.” | got no coached. We e-mailed the customer on 11/14/04.

reennnes Than my rannectinn ta relaw wae hrnken ”

Page 1




IUQPUHBG. 1Lugn III)’ LU Sl W ITiay YYED WIVUNGIL.
CSR: "My apologies. Would you like Relay
| Administration to cail you? Karen said she would like a

follow up at her e-mail address, XXXX. ! assured her the

agent's supervisor will be advised and the agent will be
coached on these procedures.”

10/20/04 [Customer complained that the reiay does not do enough |  11/18/04  [Compfaint noted.
to keep voice callers on the line and that it is
discriminatory to relay users. The customer did not want
to file a complaint regarding a specific CA, but indicated
that the entire relay needed education and discipline. |
apologized to the customer numerous times and
expressed concern for further training of employees.
11/3/2004 |Disconnect/Recannect during calls 11/5/2004 Explained the difference between a traditional phone
CapTel and the CapTel. Explained to customer why
disconnect/reconnect might be occurring and sent letter
in the mail with tips to reduce their occurrence.
Customer will try using a different jack in the home and
also obtain a new "y" jack to see if experience improves.
After phone company checked the quality of customer's
‘phone line in home, the occurrence of
disconnect/reconnect rarely happens. Customer
saﬁsﬁed.
11/1/2004 |JAccuracy of Captions 11/10/2004 |Difficulty during call brought to attention of Call Center
CapTel |Director. CA notes there was a technical difficulty, which

was rasolved during course of call. Apologized to
customer for this incidence.

11/18/2004 |Billing Issue-Collect Calls

11/18/2004 {Explained bimng situation to customer.

call.

CapTel
11/18/04 [Voice caller reported a call to her daughter with very bad 11/22/04 _ |Called voice user 11/22/04 to advise that only recourse
words being relayed and they wanted to know who called would be to have outbound number blocked.
then and used that bad language. | told calfer | was sorry,
but Relay kept no records of calls, all calls are
confidential. | gave caller the number to customer
sarvice for more detailed info on how Relay works and
caller wants to be contacted.
12/13/2004 |Dual Tone MuIti—Frequencﬁone Interference 12/13/2004 [Tech Support made an adjustment to address Dual
CapTel Tone Multi-Frequency tone pass through. Immediate
resolution provided.
12/14/04 |TTY user received message on answering machine, that| 12/15/04 JCA coached.
was so poorly typed it was difficult to understand the
actual content of message. Apologized to customer.
02/10/05 |Customer requested redial and CA disconnected the 02/10/05 [Met with CA and she menticned periodic dropped calls,

however, with no specific time mentioned, she couldn't
remember any customer requesting a redial followed by
a possible dropped call. CA is well aware of proper
procedures.

02/11/05 IVCO customer said that he was calling New Mexico

02/11/05 |Coached CA on correct handling for this request. | also

[
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Regional Relay Center to speak with an Agent. When
the number answered the operator disconnected and

told him that it was answered by a Relay Center and she

could not relay and asked for another number to dial.

The numbaer called was to area code 505, 1 apologized
for the inconvenience and told kim that 1 would follow up
with the operator and coach her on the correct
procedure. He said this happens often when he calls to
the Regional Center and the operalors think its to
anocther relay center and disconnect the call. He said this
may be & training item for all CAs.

toid her that Relay Centers are always Toll free numbers
and that when an Area Code other than toll free is given,
it would be a place of business and not another relay

operator,

JConnectiun-Captioned Calls

2/14/2005 [inability for CapTel unit to reach data toll free # due to 2/14/2005 [Contacted toll free network managers and they resolved

toll free network routing problem the problem at their end. Customer service
representative confirmed with customer that they are
able to make calls.

02/23/05 [Waited for CA to connect TTY-TTY but never did. CA 02/23/05 JCA coached on proper procedure.
took too long.

03/20/05 [CA typed out answering machine against customer note { 05/18/05  JCA coached regarding reading customer notes before

Iinstructions. Inbound was not able to leave a msg with proceading with calls.
this CA.

03/28/05 [Voice customer states the agent was talking too fast, 03/28/05 [Customer contacted, apologized for the inconvenience.
and the voice person asked the operator to please Was unable to determine CA who processed the call, as
repeat what she just said and the operator stated number given had not been assigned to a CA within the
"operator is not allowed to be part of the cail* and would Center. Customer did not wish further contact.
not repeat what was said, therefore this employer was
unable to find out what their employee was trying to
convey to him/her. The operator's tone was very rude
and unprofessional. The customer did not want the
operator to be part of the call but to make the message
clear, that the caller was trying to say. This employer
gets many calls through the relay and is familiar with the
relay. Apologized. Follow-up requested.

04/14/05 [Voice customer received call via Relay customer is voice] 04/14/05 |CA number given in complaint not issued to a CA.
and interpreter for deaf coworker customer needed to Customer did not with contact, so further investigation
put agent on hold while interpreting the call to the not possible. Closing ticket.
coworker each time voice customer came back to the
phone and ready to respond the agent started relaying
the call again agent said Relay will begin now customer
is very familiar with Relay and has taken many Relay
calls and reporting the incorrect processing of call
(apologized to customer for problem encountered)

tomer di uest contact —
4/20/05 [Echo Sounds; Sound quality-static 4/20/2005 [Echo cancellation software provided over the wire.
CapTel Replacement handset provided. Customer will contact
local telephone company for line check. Customer will
report if these steps do not resalve complaints.

4/28/2005 [Cuat Tone Multi-Frequency Tone Interference; Sound 5/3/2005 |Tech support made an adjustment to address Dual ToneJ

Quality-static Multi-Frequency interference. Immediate resolution
provided. Customer contacting local telephone
company for line check in regards to static on the line.

513/2005  [Calier ID shows number but not name 51372005 [Qur technicians have reported this problem to the IXC
network managers for correction.

5/6/2005 Bropped Characters 5/6/2005 Suggested customer have their phone company check
the guality of their phone line to make sure it can handle
data transmission capabilities.

5/6/2005  |DisconnectReconnect during calls; Incoming 5/6/2005 [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
occurrence. Confirmed disconnect/reconnect happens
very rarely. Tech support identified and remedied the
circumstances of false time out with a system change
on 5/25/05. Customer states all is well.

Paged



05/08/05 A voice customer calied to report that he called 711 to 05/08/05 JAM review the case and tried to contact the customer.
reach NM relay five times from his land line and each The AM left a message on his voice mail to cail back if
time the agent could not hear him. He tried again on his problem persist. Case closed.
cell phone and relay could hear him but he said they
sounded like they were “in a tunne!” The outbound party
could not hear relay either. Apologized for trouble. Follow]
up requested.

05/13/05 [VCO customer using star 82 with the relay number and it] 05/13/05 JContacted the customer to let her know that we are
is not warking, the caller |D is blocked. Apolagized, TT working on the Caller (D problem. AM will keep her
was entered. Follow-up requested. Jposted.

05/14/05 |Qwest operator called with Voice customer on the line 05/14/05 Sprint Account Manager contacted the customer and
who is unable to reach a VCO customer via the relay notified him that the problem is resolved. If any issues
due to getting a recording stating "this number does not arise, he will contact the AM. He was pleased with the
accept blocked calls”. Apologized, TT was entered. followsd up phone cail. Case Closed.

Follow up requested.
[ 572072005 |DisconnectReconnect during calls 5/20/2005 |Sent customer information explaining the difference

betwsen a CapTel phone and a traditional phone.
Explained to customer why disconnect/reconnect might
be occurring and sent letter with tips to reduce their
occurrence.
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New Mexico Relay and CapTel Complaints Log = June 2004 - May 2005

‘Data’of

‘Dateof . |Explanation of Resolution

the CA relayed but kept typing and the voice caller
couldn't hear what the CA said. CA didn't get supervisor
on the line when asked. Voice caller felt the CA was
rude. Rep apologized to the caller and informed that a
complaint would be sent in . Caller didn't want contact
back. Cailer was thanked for their time.

Compl. Resoluiion -

06/01/04 Customer complained that the CA spoke with such an 06/02/04 [JAgentID#is in\falid. Unable to follow up with the agent.
accent that she could not understand her. Also No customer follow up requested.
complained that the CA said she couldn't understand the
message typed so didn't relay it. Said her CA number
was muffled and the 2nd time left a message didn't give
a number at all. Apologized many times work the

06/19/04 [Voice caller complained that the CA didn't report what 06/23/04 JCA ID identified is not assigned to any employee. While

date and time was provided additional info is required
for further investigation. Caller didn't provide contact
finfo. No further action is possible.

dial. He didn't respond. | typed, "Are you there.” 1 got no

reenmnea Than mu ronnactinn tn ralav wae hralean *

07/02/04 [Custormer said that they had the same operator five 07/02/04 [Faxed complaint to NM and notified the Center
times. Each time the operator said "are you deaf or Manager. No further contact is required.
dumb?" stuff it up your ass and go to heli, then hung up.
Customer was trying to call mother in hospital. Thanked
customer for feedback.

07/04/04 |[TTY caller stated they attempted to retrieve answering 07/25/04 |CA has been coached on proper procedure on
machine messages. The CA said it was answered by answering machine retrieval calls.
beeping and then the CA hung up on them. | apolagized
for any inconvenience and asked if they'd like a call back
regarding this matter. They declined. | let them know the
CA will be coached and thanked them for their time.

[ o7/22/04 VGO user requested VCO-TTY customer notes state to 08/02/04 |CA was coached on proper procedure, and lo follow

use fraquent dialed numbers for VCO to TTY, CA send customer notes.
customer was upset that the CA did not read customer
notes. An apology was given to the customar.

07/30/04 |Customer was upset because their call was not 08/02/04  JAll agents advised to type recordings verbatim.
accurately typed, and could have caused a lot of trouble. Received no area code for contact number. Contact not
It was a recording that was reached customer redialed to possible.
listen to the message again, but there were slight
changes , but could tell it was the same message the
customer redialed again reached another agent and
confirmed the message was the same as the second
agent. Customer is upset with the rules and procedures
for and wishes to be contacted, Customer was

[~ 9/30/2008 JDual Tone Mulﬁ-r-:requency Tone Interference 9/30/2004 | Tech support adjusted Dual Tone Multi-Frequency
CapTel interference with customer’s voice mail system,
Immediate resolution provided.

10/04/04  |Extremely rude- had two agents who refused to hold 10/05/04 Complaint noted - No CA numbers given.
when asked to. The second agent was so rude it made
him lose his customer. Did not ask for call back. Left
msg on receptionists phone,

10/04/04 [Customer stated that CA kept typing "SK" at the end of 10/05/04 [Unable to resolve due lo agent number not assigned or
each transmission and that finally the voice user hung active.
up, the customer was still talking ( they stated). The
customer asked why they hung up and CA kept saying
the party disconnected. Apologized for the
inconvenience.

10/23/04 |TTY Customer comments; "l gave operator a number lo TN2I08 Agent doesn't recall specifically what occurred. He was

coached. We e-mailed the customer on 11/14/04.
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N GIPFUIDT. LIS BEY GG LT 1ZIAY ¥Wag wiuvnoil.
CSR: "My apologies. Wouid you like Relay
IAdministration to call you? Karen said she would like a

follow up at her e-mail address, XXXX. | assured her the

agent's supervisor will be advised and the agent will be
coached on these procedures”

words being relayed and they wanted to know who called
then and used that bad language. | told caller | was sorry
but Relay kept no records of calls, all calls are
confidential. | gave caller the number to customer
service for more detailed info on how Relay works and
caller wants to be contacted.

10/29/04 [Customer complained that the relay does not do enough | 11/18/04  {Complaint noted.
to keep voice callers on the line and that it is
discriminatory to relay users. The customer did not want
to file a complaint regarding a specific CA, but indicated
that the entire relay needed education and discipline. |
apologized to the customer numerous times and
expressed concern for further training of employees.
11/3/2004 If)isconnectfReconnect during calls 11/5/2004 |Explained the difference between a traditional phone
CapTel and the CapTel. Explained to customer why
disconnect/reconnact might be occurring and sent letter
in the mail with tips to reduce their occurrence.
Customer will try using a different jack in the home and
akso obtain a new "y" jack to see if experience improves.
After phone company checked the quality of customer's
phone line in home, the occurrence of
disconnect/reconnect rarely happens, Customer
11/1/2004 JAccuracy of Captions 11/10/2004 |Difficulty during call brought to attention of Call Center
CapTel Director. CA notes there was a technicat difficulty, which
was resolved during course of call. Apologized to
customer for this incidence.
11/18/2004 |[Billing Issue-Collect Calls 11/19/2004 |Explained billing situation to customer.
CapTel
11/18/04  [Voice caller reported a call to her daughter with very badf 11/22/04 |Called voice user 11/22/04 to advise that only recourse

would be to have outbound number blocked.

12/13/2004

Dual Tone Multi-ﬁequency Tone Interference

12/13/2004 |Tech Support made an adjustment to address Dual

02/11/05 iVCO customer said that he wasamng New Mexico

call.

CapTel Tone Multi-Frequency tone pass through. Immediate
resolution provided.
12/14/04 |TTY user received message on answering machine, that] 12/15/04 JCA coached.
was 50 poorly typed it was difficult to understand the
Jactual content of message. Apologized to customer.
02/10/05  |Customer requested redial and CA disconnected the 02/10/05 [Met with CA and she mentioned periodic dropped calls,

however, with no specific time mentioned, she couldn't
remember any customer requesting a redial followed by
a possible dropped call. CA is well aware of proper
procedures.

02111105 |Ccached CA on correct handling for this request. | also
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Regional Relay Center to speak with an Agent. When
the number answered the operator disconnected and
told him that it was answered by a Relay Center and she

could not reiay and asked for another number to dial.

The number catled was to area code 505. 1 apologized
for the inconvaenience and told him that | would follow up
with the operator and coach her on the correct

procedure. He said this happens often when he calls to
the Regional Center and the cperators think its to

another relay center and disconnect the call. He said thi51
may be a {raining item for all CAs.

told her that Relay Centers are always Toll free numbers|
and that when an Area Code other than toll free is given
it would be a place of business and not another relay

operator.

and interpreter for deaf coworker customer needed to
put agent on hold while interpreting the call to the
coworker each time voice customer came back to the
phone and ready to respond the agent started relaying
the call again agent said Relay will begin now customer
is very familiar with Relay and has taken many Relay
calls and reporting the incorrect processing of call
(apologized to customer for problem encounterad)
ustomer did not request contact

2/14/2005 [Inability for CapTel unit to reach data tolf free # due to 211412005 |Contacted toll free network managers and they resolved

toli free network routing problem the problem at their end. Customer service
representative confirmed with customer that they are
able to make calls.

02/23/05 [Waited for CA to connect TTY-TTY but never did. CA 02/23/05 CA coached on proper procedure.
took too long.

03/20/05 JCA typed out answering machine against customer note | 05/18/05 1CA coached regarding reading customer notes hefore
instructions. Inbound was not able to leave a msg with proceeding with calls.
this CA.

03/28/05 |Voice customer states the agent was talking too fast, 03/28/05 [Customer contacted, apologized for the inconvenience.
and the voice person asked the operator to please Was unable to determine CA who processed the call, as
repeat what she just said and the operator stated number given had not been assigned to a CA within the
"operator is not allowed to be part of the call” and would Center. Customer did not wish further contact.
not repeat what was said, therefore this employer was
unable to find out what their employee was trying to
convey to him/her. The operator's tone was very rude
and unprofessional. The customer did not want the
operator to be part of the call but to make the message
clear, that the caller was trying to say. This employer
gets many cails through the relay and is familiar with the
relay. Apologized. Follow-up requasted.

04/14/05 [Voice customer received call via Relay cusiomer is voice] 04/14/05 JCA number given in complaint not issued to a CA.

Customer did not with contact, so further investigation
not possible. Closing ticket.

4/20/05
CapTel

Echo Sounds; Sound quality-static

Replacement handset provided. Customer will contact
ocal telephone company for line check. Customer will
report if these steps do not resolve complaints.

4/20/2005 IEcho cancellation software provided over the wire.
|

fr— - —
4/28/2005 |Dal Tone Multi-Frequency Tone Interference; Sound
Cluality-static

5/3/2005 "-I'ech support made an adjustment to address Dual Tong]
Multi-Frequency Iinterference. Immediate resolution
provided. Customer contacting local telephone
company for line check in regards to static on the line.

Cennection-Captioned Calls

5/3/2005 |Caller 1D shows number but not name 5/3/2005  JOur technicians have reported this problem to the IXC
network managers for correction.

5/6/2005 |Dropped Characters 5/6/2005 [Suggested customer have their phone company check
tha guality of their phone line to make sure it can handle
data transmission capabilities.

I s/6/2005 |Disconnect!ﬁeconnect during calls; Incoming 5/6/2005 |Sent customer information explaining the difference

between a CapTel phong and a traditional phone.
Explained to customer why disconnect/reconnect might
be occurring and sent email with tips to reduce their
occurrence. Confirmed disconnect/reconnect happens
very rarely. Tech support identified and remedied the
circumstances of false time out with a system change
on 5/25/05. Customer states all is weli.

Paoers



05/08/05 JA voice customer called to report that he called 711 to 05/08/05 [JAM review the case and tried to contact the customer.
reach NM relay five times from his land line and each The AM left a message on his voice mail to call back if
time the agent coufd not hear him. He tried again on his problem persist. Case closed.
ceft phone and retay could hear him but he said they
sounded like they were "in a tunnel” The outbound party
could not hear relay either. Apologized for trouble. Follow]

up requested.

05/13/05 [VCO customer using star 82 with the relay number and it{ 05/13/05 |Contacted the customer to let her know that we are
is not working, the caller 1D is blocked. Apologized, TT working on the Caller 1D problem. AM will keep her
was enterad. Follow-up requested. posted.

05/14/05 |Qwest operator called with Voice customer on the line 05/14/05 |Sprint Account Manager contacted the customer and
who is unable io reach a VCO customer via the refay notified him that the problem is resolved. If any issues
due to getting a recording stating “"this number does not arise, he will contact the AM. He was pleased with the
accept blocked calis”. Apologized, TT was entered, followed up phona call. Case Closed.

Follow up requested.
5/20/2005 |Disconnect/Reconnect during calls 5/20/2005 [Sent customer information explaining the difference

betwaen a CapTel phone and a traditional phone.
Explained to customar why disconnect/reconnect might
be accurring and sent letter with tips to reduce their
occurrence.
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Date of

New Mexico Relay and CapTel Complaints Log = June 2004 - May 2005

Mature of Complaint -

1: D"‘°°-’:TETP‘="ati6hiof Resoluion

dial. He didn't respond. | typed, "Are you there.” | got no

reenmnea Than my rannaction tr ralav wae hrokan ®
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Compl. 1 Resolution
06/01/04 [Customer complained that the CA spoke with such an 06/02/04 Agentw) # is invalid. Unable to follow up with the agent.
accent that she could not understand her. Also No customar follow up requested.
complained that the CA said she couldn't understand the
message typed so didn't relay it. Said her CA number
was mufflad and the 2nd time left a message didn't give
a number at all. Apologized many times work the
06/19/04 [Voice caller complained that the CA didn't report what 06/23/04 |CA ID identified is not assigned to any employee. While
the CA relayed but kept typing and the voice caller date and time was provided additional info is required
couldn't hear what the CA said. CA didn't get supervisor for further investigation. Caller didn't provide contact
on the line when asked. Voice caller felt the CA was info. No further zction is possible.
rude. Rep apoalogized to the caller and informed that a
complaint would be sent in . Calter didn't want contact
back. Caller was thanked for their time.
07/02/04 JCustomer said that they had the same operator five 07/02/04  |Faxed complaint to NM and notified the Center
times. Each time the operator said "are you deaf or JMarager. No further contact is required.
dumb?" stuff it up your ass and go to hell, then hung up.
Customer was trying to call mother in hospital. Thanked
customar for feedback.
07/04/04 [TTY caller stated they attempted to refrieve answering 07/25/04 |CA has been coached on proper procedure on
machine messages. The CA said it was answered by {answering machine retrieval cails.
beeping and then the CA hung up on them. | apologized
for any inconvenience and asked i they'd like a call back
regarding this matter. They declined. | let them know the
CA will be coached and thanked them for their time.
07/22/04 {VCO user requested VCO-TTY customer notes state to 08/02/04 FCA was coached on proper procedure, and to follow
use frequent dialed numbers for VCO to TTY, CA send customer notes.
customer was upset that the CA did not read customer
notes. An apology was given to the customer.
[ 07/30/04 |Customer was upset because their call was not 08/02/04 AN agents advised to type recordings verbatim,
accurately typed, and could have caused a lot of trouble. Received no area code for contact number. Contact not
It was a recording that was reached customer redialed to possible.
listen to the message again, but there were slight
changes , but could tell it was the same message the
customer redialed again reached another agent and
confirmed the message was the same as the second
agent. Customer is upset with the rules and procedures
for and wishes to be contacted. Customer was
9/30/2004 {Dual Tone Multi-FLrequency Tone Interference /3072004 [Tech support adjusted Dual Tone Mml-:requency
CapTel interference with customer's voice mail system.
Immediate resolution provided.
10/04/04 Exlramely rude- had two agents who refused to hold 10/05/04 [Complaint noted - No CA numbers given.
when asked to. The second agent was so rude it made
him lose his customer. Did not ask for call back. Left
msg on receptionists phone,
10/04/04 [Customer stated that CA kept typing "SK" at the end of 10/05/04 |Unable to resolve due to agent number not assigned or
each transmigsion and that finally the voice user hung active.
up, the customer was still tatking ( they stated}. The
customer asked why they hung up and CA kept saying
the party disconnected. Apologized for the
inconvenience.
10/23/04 [TTY Customer cammentﬁ gave operator a number to 1112/04 JAgent doesn't recall sp;ﬁcally what occurred, He was

coached. We e-mailed the customer on 11/14/04.
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CSR: "My apolegies. Would you like Relay
dministration to call you? Karen said she would like a

follow up at her e-maif address, XXXX. | assured her the

agent's supervisor will be advised and the agent will be
coached on these procedures.”
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10/29/04  [Customer complained that the relay does not do enough{ 11/18/04  JComplaint noted.
to keep voice callers on the line and that it is
discriminatory to relay users. The customer did not want
to file a complaint regarding a specific CA, but indicated
that the entire relay needed education and discipline. |
apelogized to the customer numerous times and
expressed concern for further training of employees.
11/3/2004  |DisconneclReconnect during calls 11/5/2004 |Explained the difference between a traditional phone
CapTel and tha CapTel. Explained to customer why
disconnect/reconnect might be occurring and sent letter
in the mait with tips to reduce their occurrence.
Customer will try using a different jack in the home and
also obtain a new "y" jack to see if experience improves.
After phone company checked the quality of customer's
phone line in home, the occurrence of
disconnect/reconnect rarely happens. Customer
sg&sﬂed.
11/1/2004 JAccuracy of Captions 11/10/2004 |Difficulty during call brought to attention of Cali Center
CapTel Director. CA notes there was a technical difficulty, which
was resolved during course of call. Apolegized to
customer for this incidence.
11/18/2004 JBiting Issue-Collect Calls 11/19/2004 IExTJIained billing situation to customer.
CapTel
11/18/04 [Voice caller reported a call to her daughter with very bad| 11/22/04  |Called voice user 11/22/04 to advise that only recourse
words being relayed and they wanted to know who called would be to have outbound number blocked.
then and used that bad language. | told caller | was sorry
but Relay kept no records of calls, all calls are
confidential, | gave caller the number {0 customer
service for more detailed info on how Relay works and
caller wants to be contacted.
12/13/2004 |Dual Tone Multi-Fraquency Tone Interference 12/13/2004 |Tech Support made an adjustment to address Dual
CapTel Tone Multi-Frequency tone pass through. Immediate
_nesolution provided.
12/14/04 |TTY User received message on answering machine, that| 12/15/04 JCA coached.
was s0 poorly typed it was difficult to understand the
actual content of message. Apologized to customer.
02/10/05 [Customer requested redial and CA disconnected the 02H0/05 {Met with CA and she mentioned periodic dropped calils,
call. however, with no specific time mentioned, she couldn't
remember any customer requesting a redial followed by
a possible dropped call. CA is well aware of proper
procadures.
02/11/05 [VCO customer said that he was calling New Mexico 02/11/05 |Coached CA on correct handling for this request. | also



Regional Relay Center to speak with an Agent. When
the humber answered the operator disconnected and
told him that it was answered by a Relay Center and she

could not relay and asked for another number to dial.
The number called was to area code 505. | apologized
for the Inconvenienca and told him that | would follow up
with the operator and coach her on the correct
procedure. He said this happens often when he calls to
the Regional Center and the operators think its to
another relay center and disconnect the call. He said thisw

jmay be a training item for all CAs.

told her that Relay Centers are always Toll free numbers
and that when an Area Code other than toll free is given,
it would be a place of business and not another refay

oparator.

Connection-Captioned Calls

[ 27/14/2005 lnabTitﬁor CapTel unit to reach data toll free # due to 21472005 |Contacted tail free network managers and they resolved
[toll free network routing problem the problem at their end. Customer service
representative confirmed with customer that they are
able to make calls.

02/23/05 {Waited for CA to connect TTY-TTY but never did. CA 02/23/05  |CA coached on proper procedure,
taok too long.

03/20/05 [CA typed out answering machine against customer note | 05/18/05  JCA coached regarding reading customer notes before

[instructions. Inbound was not able to leave a2 msg with Ipmceeding with calls.
this CA.

03/28/05 [Voice customer states the agent was talking too fast, 03/28/05  |Customer contacted, apologized for the inconvenience.
and the voice person asked the operator to please IWas unahle to determine CA who processed the call, as
repeat what she just said and the operator stated number given had not been assigned to a CA within the
"operator is not allowed to be part of the call™ and would Center. Customer did not wish further contact.
not repeat what was said, therefore this employer was
unable to find out what thair employse was trying to
convay to him/her. The operator's tone was very rude
and unprofessional. The customer did not want the
operator to be part of the call but to make the message
clear, that the caller was trying to say. This employer
gets many calls through the relay and is familiar with the
relay. Apologized. Follow-up requested.

04/14/05 [Voice customer received cail via Reiay customer is voicef 04/14/05 [CA number given in complaint not issued to a CA.
and interpreter for deaf coworker customer needed to Customer did not with contact, so further investigation
put agent on hold while interpreting the call to the not possible. Closing ticket.
coworker each time voice customer came back to the
phone and ready to respond the agent started relaying
the call again agent said Relay will begin now customer
is very familiar with Relay and has taken many Relay
calls and reporting the incorrect processing of call
(apologized to customer for problem encountered)

Customer did not request contact
4/20/05 [Echo Sounds; Sound quality-static 4/20/2005 JEcho cancellation software provided aver the wire.
CapTel Replacament handset provided. Customer will contact
local telephone company for line check. Customer will
report if these steps do not resolve complaints.

4/28/2005 |Dual Tene Multi-Frequency Tone nterference; Sound 5/3/2005 [Tech support made an adjustment to address Dual Ton

Quality-static Multi-Frequency interference. Immediate resolution
provided. Customer contacting local telephone
company for line check in regards to static on the line.

5/3/2005 JCaller I shows number but not name 5/3/2005 JOur technicians have reported this problem to the IXC
network managers for correction.

5/6/2005 rl:')ropped Characters 5/6/2005 JSuggested customer have their phone company check
the quality of their phone line to make sure it can handle
data transmission capabilities.

5i6/2005 [Disconnect/Reconnect during calls; Incoming 5/6/2005 [Sent customer information explaining the difference

between a CapTel phone and a traditional phone.
Explained to custamer why disconnect/reconnect might
be accurring and sent email with tips to reduce their
occurrence. Confirmed disconnect/raconnect happens
very rarely. Tech support identified and remedied the
circumstances of false time out with a system change
on 5/25/05. Customer states all is well.
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05/08/05 A voice customer called to report that he called 711 to 05/08/05 J2M review the case and Iried fo contact the customer.
reach NM relzy five timas from his land line and each The AM left a message on his voice mail to call back if
time the agent could not hear him. He tried again on his problem persist. Case closed.
cell phone and relay could hear him but he said they
sounded like they were "in a tunnel.” The outbound party
could not hear relay either. Apologized for trouble. Follow]
up requested.

05/13/08 [VCO customer using star 82 with the relay number and it] 05/13/05 [Contacted the customer to let her know that we are
is not working, the caller |D is blocked. Apologized, TT working on the Caller {D problem. AM will keep her
'was entered. Follow-up requested. posted.

05/14/05 |Qwest operator cailed with Voice customer on the line 05/14/05 |Sprint Account Manager contacted the customer and
who is unable to reach a VCO customer via the relay natified him that the problem is resolved. If any issues
due to getting a recording stating "this number does not |arise. he will contact the AM. He was pieased with the
accept blocked calls”. Apologized, TT was entered. foliowed up phone call. Case Closed.

Follow up raquested.
5/20/2005 |CisconnectReconnect during calls 5/20/2005 [Sent customer information explaining the difference

between a CapTel phone and a traditional phone.
Explained to custemer why disconnect/reconnect might
be occurring and sent letter with tips to reduce their
occurrence,
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=& Sprint New Mexico Relay
June 2004 - May 2005
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New Mexico Relay and CapTel Complaints Log = June 2004 - May 2005

07/04/04 [TTY caller stated they attempted to retrieve answering
machine messages. The CA said it was answered by
beeping and then the CA hung up on them. | apologized

for any inconvenience and asked if they'd like a call back
regarding this matter, They declined. | let them know the
CA will be coached and thanked them for their time.

ST \Namré-’cf(-‘_.umblﬁnt | Dateot '\Exmanationof Resolution
Compl. - Resolution }

06/01/04 JCustomer complained that the CA spoke with such an 06/02/04 JAgent ID # is invalid. Unable to follow up with the agent,
accent that she could not understand her. Also lNo customer follow up requested.
complained that the CA said she couldnt understand the
message typed so didn't relay it. Said her CA number
was muffled and the 2nd time left a message didn't give
a number at all. Apologized many times work the

06/19/04 ]Voeice caller complained that the CA didn't report what 06/23/04 |CA 1D identified is not assigned to any employee. While
the CA relayed but kept typing and the voice caller date and time was provided additional info is required
couldn't hear what the CA said. CA didn't get supervisor for further investigation. Caller didn't provide contact
on the line when asked. Voice caller felt the CA was linfo. No further action is possible.
rude. Rep apologized to the caller and informed that a
complaint would be sent in . Caller didn't want contact
back. Caller was thanked for their time.

07/02/04 [Customer said that they had the same operator five 07/02/04 |Faxed comptaint to NM and notified the Center
times. Each time the operator said “are you deaf or Manager. No further contact is required.
dumb?" stuff it up your ass and go to hell, then hung up.
Customer was trying to call mother in hospital. Thanked
customer for feedback.

07/25/04 |CA has been coached on proper procedure on

Janswering machine retrieval calls.

accurately typed, and could have caused a lot of frouble.
It was a recording that was reached customer redialed to
listen to the message again, but there were slight
changes , but could tell it was the same message the
customer redialed again reached ancther agent and
confirmed the message was the same as the second
agent. Customer is upset with the rules and procedures
Ifor and wishes to be contacted. Customer was

07/22/04 {vCO user requested VCO-TTY customer notes state fo 08/02/04 |CA was coached on proper pracedure, and to foliow
use frequent dialed numbers for VCO to TTY, CA send customer notes.
customer was upset that the CA did not read customer
notes. An apology was given to the customer.

07/30/04 [Customer was upset because their call was not 08/02/04 JAll agents advised to type recordings verbatim.

Received no area code for contact number. Contact not
possible.

dial. He didn't respond. | typed, "Are you there.” | got no

raennnea Than my rennactinn tn ralav was hrakan ®

QITIZOO'T Dual Tone Multi-Frequency Tone Interference 9/30/2004 Fech support adjusted Dual Tone Muiti-F?requency
CapTel interference with customer's voice mail system.
Immediate resolution provided.

10/04/04 |Extremely rude- had two agents who refused to hold 10/05/04 JComplaint noted - No CA numbers given,
when asked to. The second agent was so rude it made
him lose his customer. Did not ask for call back. Left
msg on receptionists phone.

10/04/04 |Customer stated that CA kept typing "SK" at the end of 10/05/04 [Unable to resoive due to agent number not assigned or
leach transmission and that finally the voice user hung lactive.
up, the customer was still talking ( they stated). The
customer asked why they hung up and CA kept saying
the party disconnected. Apologized for the
inconvenience.

10/23/04 |TTY Customer comments; "l gave operator a number to 11/12/04  JAgent doesn't recall specifically what occurred. He was

coached. We e-mailed the customer on 11/14/04,

Page 1



| SR IDT. 111G Y WJHEIGULH W TDiay Wad LHVRGHL
'CSR: "My apologies, Would you like Relay
IAdministration to call you? Karen said she would like a

follow up at her g-mail address, XXXX. | assured her the

agent's supervisor will be advised and the agent will be
coached on these procedures.”

call.

10/20/04  |Customer complained that the relay does not do enough{ 11/18/04  [Complaint noted.
to keep voice callers on the line and that itis
discriminatory to relay users. The customer did not want
to file a complaint regarding a specific CA, but indicated
that the entire relay needed education and discipline. |
apologized to the customer numerous times and
axpressed concern for further training of employees.
11/3/2004 Disconnch-R;cOnnect during calls 11/5/2004 |Explained the difference between a traditicnal phone
CapTel and the CapTel. Explained to customer why
disconnect/reconnect might be occurring and sent letter
in the mail with tips to reduce their cccurrence.
Customer will try using a different jack in the home and
also obtain a new "y" jack to see if experience improves.
After phone company checked the quality of customer's
thona ling in home, the cccurrence of
disconnect/reconnect rarely happens. Customer
satisfied.
11/1/2004 JAccuracy of Captions 11/10/2004 |Difficulty during call brought to attention of Call Center
CapTel Diractor. CA notes there was a technical difficulty, which
was resolved during course of call. Apologized to
customer for this incidence,
11/18/2004 ang Issue-Collect Calls 11/19/2004 E(plained billing situation to customer.
CapTel
11/18/04 [Voice caller reported a cail to her daughter with very bad 11/22/04  [Called voice user 11/22/04 to advisa that only recourse
words being relayed and they wanted to know who called would be to have cutbound number blocked.
then and used that bad language. | told caller | was sorry
but Relay kept no records of calls, all calls are
confidential. | gave caller the number to customer
service for more detailed info on how Relay works and
caller wants to be contacted.
12/13/2004 fDual Tone Multi-Frequencﬁ one Interference 12/13/2004 [Tach Support made an adjustment to address Dual
CapTel Tone Multi-Frequency tone pass through. Immediate
e —Iresolution provided,
12/14/04  JTTY user received message on answering machine, thatf 12/15/04 JCA coached.
was so paorly typed it was difficutt to understand the
actual content of message. Apologized to customer.
02/10/05 [Customer requested redial and CA disconnected the 02/10/05 _ [Met with CA and she mentioned periodic dropped calls,

however, with no specific time mentioned, she couldn't
remember any customer requesting a redial followed by
a possible dropped call. CA is well aware of proper
procedures.

02/11/05 IVCO customer said that he was caﬁng New Meaxico

02/11/05 |Coached CA on correct handling for this request. | also
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Regional Relay Center to speak with an Agent. When
the number answered the operator disconnected and
told him that it was answered by a Relay Center and she
could not relay and asked for another number to dial.
The number called was to area code 505. | apologized
for the inconvenience and told him that | would follow up
with the operator and coach her on the correct
procedure. He said this happens ofien when he calis to
the Regional Center and the operators think its to
another relay center and disconnect the call, He said this
may be a training item for ali CAs.

told her that Relay Centers are always Toll free numbers
land that when an Area Code other than toll free is given,
it would be a place of business and not another relay

operator,

CapTel

2/14/2005 [Inability for Capﬂl unit to reach data toll free # due to 2/14/2005 |Contacted toll free network managers and they resoived

toll free network routing problem the problem at their end. Customer service
representative confirmed with customer that they are
able to make calls.

02/23/05 [waited for CA to connect TTY-TTY but never did. CA 02/23/05 |CA coached on proper procedure.
took too long.

0:3/20/05 {CA typed out answering machine against customer note 05/18/05 |CA coached regarding reading customer notes before
instructions. Inbound was not able to leave a msg with proceeding with calls.
this CA.

03/28/05 [Vvoice customer states the agent was talking too fast, 03/28/05 JCustomer contacted, apologized for the inconvenience.
and the voice person asked the operator to please Was unable to determine CA who processed the cal, as
repeat what she just said and the operator stated number given had not been assigned to a CA within the
"operator is not allowed to be part of the call” and would Center. Customer did not wish further contact.
not repeat what was said, therefore this employsr was
unable to find out what their employes was trying to
convey to him/her. The operator's tone was very rude
and unprofessional. The customer did not want the
operator to be part of the call but to make the message
clear, that the caller was trying to say. This employer
gets many calls through the relay and is familiar with the
relay. Apologized. Follow-up requested. :

04/14/05 [Voice customer received call via Relay customer is voice] 04/14/05 JCA number given in complaint not issued to a CA.
and interpreter for deaf coworker customer needed to Customer did not with contact, so further investigation
put agent on hold while interpreting the call to the not possible. Closing ticket.
coworker each time voice customer came back to the
phone and ready to respond the agent started relaying
the call again agent said Relay will begin now customer
is very familiar with Relay and has taken many Relay
calls and reporting the incorrect processing of calt
(apologized to customer for problem encountered)

tomer did n st contact -
4/20/05  |Echo Sounds; Sound quality-static 4/20/2005 [Echo cancellation software provided over the wire.

Replacement handset provided. Customer will contact
Ilocal telephone company for line check. Customer will
report if these steps do not resolve complaints.

4/28/2005 [Dual Tone Multi-Frequency Tone Interference; Sound
Quality-static

5/3/2005

Tech support made an adjustment to address Dual Tong]
Multi-Frequency interference. Immediate resolution
Jprovided. Customer contacting local telephone
company for line check in regards to static on the line.

5/3/2005 rCaIler 10} shows number but not name 5/3/2005 [Our technicians have reported this problem to the IXC
network managers for comrection.

5/6/2005 |Dropped Characters 5/6/2005 [Suggested customer have their phone company check
the quality of their phone line to make sure it can handle
data transmission capabilities.

5/6/2005 |DisconnectReconnect during calls; Incoming 5/6/2005 [Sent customer information explaining the difference

Connection-Captioned Calls

between a CapTel phone and a traditional phone.
Explained to customer why disconnect/reconnect might
be occuming and sent email with tips to reduce their
occurrence. Confirmed disconnect/reconnect happens
very rarely. Tech support identified and remedied the
circumstances of false time out with a system change
on 5/25/05. Customer states all is well.
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05/08/05

A voice customer called to report that he called 711 to
reach NM relay five times from his land line and each

time the agent could not hear him. He fried again on his
cell phone and relay could hear him but he said they

sounded like they were "in a tunnel" The outbound party
could nct hear relay either. Apologized for trouble. Follow)

up requested.

05/08/05

IAM review the case and tried to contact the customer.
The AM left a message on his voice mail to call back if

problem persist. Case closed.

05/13/05

VCO customer using star 82 with the relay number and it
is not working, the caller ID is blocked. Apologized, TT
was entered. Follow-up requested.

05/13/05

Contacted the customer to let har know that we are
warking on the Caller 1D problem. AM will keep her
{posted.

05/14/05

Qiwest operator called with Voice customer on the line
who is unable to reach a VCO customer via the relay
due to getting a recording stating "this number does not
accept blocked calls®. Apologized, TT was entered.
Follow up requested.

05/14/05

Sprint Account Manager contacted the customer and
notified him that the problem is resoived. f any issues
arise, he will contact the AM. He was pleased with the
followed up phone call. Case Closed.

5/20/2005

DisconnectReconnect during calls

5/20/2005

Sent customer information explzining the difference
between a CapTel phone and a traditional phone.
Explained to customer why disconnect/reconnect might
be occurring and sent letter with tips to reduce thair
occurrence.
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