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STATE OF CONNECTICUT 
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67 I’rorpecr Avcnue. 3rd Floor Hartford, C‘r 06106-2980 

I FCC - MALLROOM 
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Marlene H. Dortch 
Office of the Secretary 
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Services for Individuals with Hearing and SDeech Disabilities, CG Docket No. 03- 123 

Dear Ms. Dortch: 

Enclosed are the State of Connecticut’s Annual Telecommunications Relay Service 
Complaint Log and Tally Report. This submission fulfills the mandates established by 
the Federal Communications Commission. 

If you have any questions or require additional information, I can be reached at (860) 

Sincerely, 

In the Matter of Telecommunications Relay Services and Speech-to-Speech 

231-8756. 

Stacie J. Mawson 
Executive Director 
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omplaint 1 
'/tu05 CTVCOCu~tomercailadet10:52s(a~pCAwas 

presumptuous whk p-sing hercall. /\gentdialad out 
and reached B voice mal. agent dd not type the whola am 
mach recording. typed-ans Mach and you can voice after 
the GA.. Cusmmer did not say anymimg afterthe GA 
because she dd notwantto leave a MSG. Customer hung 
UP and waited a few moments and called back to relay and 
gotthe same agent Customerasked the agent ifshe was 
the agent she had ealliir and agent raid yes. Agent dklad 
out whi@ Customer was gbhg h s ~ c b o n r  Umt she dd not 
mntmleavea MSG.AgentGavecusmmermeGAm 
k v e  a MSG. She apobgbed and CUStOmWwants a f o l h  
"0 
VCO customer unabla m dial bcai phone caU via Relay duq 
to recoding head by Relay oper-phon0 EO equip busy 
now. c~stomeh husband able to pick up regular phone 
and make call wihout pmblem @&ked m cusmmerfor 
pmblam advised bouble 6cket and Complaintwould k 
entered a b  pmwided SRO webite for customerto 
hopsfu4r compW0 the wH) T.T. IC02378128 CuItDmer 
requests contan fmm a c d  managervhan &ketcbsed. 

U16m5 

:omplaint 

YlOlO5 ACTTIYusercaiMtosaymatmeagemcaled herKay 
which b not her name and K happens every6me she cak 
herhusband. RCS:/\pa~kedbrthehandihgofthecall. 
NO call back requested 
Customer Complaint The caller repwted 'she dmsn't knrr 
hOwmgetthaaherguyoffthelheatthesndofthecall. 
She needs machinp..The mnversabn had ended and th 
caller had tvped 'bye to sksk'. then they waited. Fhally the 
operator came back with 'he's still on the line: Cusmmer 
feeis il is mkys job to tell wmeone that sksk means they 
8'8 hanging up. Customer Service Response: &&gibed 
forme inconvenience and  to^ them me reportwould be 
senttothe talcente~wup~~liMT. Nofnihuprequepted. 

m customer received a mil fmm a voice cakr at 1049 
AM during call Relay ope, and auddsnb typed h e  voice 
perwn hung " p ~ ~ k ~ " s e ~ w ~ * u - t = " d - H " ' t  
respond when the voice callar called back B few m h h S  
laterdue to disconnec1yoke callerdelberatetywhen il ddr 
actuaw happen (apolog'bed to cakrfor pmblem 
Bxpehnced adv)Ped the voice callarcould have 
accklenially dwonnectad and Relayoperwould be 
required to type what was head). Cusmmer q u e &  cal 

311 1105 

3~9105 

k,*k 

Lesolution 

02/18/05 Agent remembers finger slipped on complete and knev 
customer was nottkiihed speaking. Agent does not 
lemembarthe restofthe call. Coached agent on pmw 
pmcedures. Callad customer on Ut8105 at 3:45 pm. 
Informed CUsmmerSUpewiwr had spoken to agent an, 
mached on pmper pmdures. Customerwas satkfe 

02/16/05 Conlacled the customer. She responded: 'Sony you 
had tmubla reaching me. I don't knw why Relay had 
boublacallinga numkrformeandwouldgetthis'aU 
phone lines are busy or some such response when m 
husband could pick up his phone and getthru wim no 
pmblem. I will report il me next time ii happens again. i 
sppreciate your help. Thank you? Cue.bmerwas 
sausfled. 

follow up needed. 



home. The p m n  started me w0 by repeating oayhg me 
cusfomds name and oaylng. ;can you hear me?' 'Are yor 
mere7.m~ CA reportedly pmvaed no explanawn and 
a l h d  the psmn to hang up. The customer wntends Un 
CA should have Ofbred me wlbrsome eduwban when it 
bewme ObVbYs mat she ddnt undenbnd VCO and Rela! 
pmcedun. b b g b e d .  NO fokw up. 

I 
lcusfomer states me CA needs addknal Wining on how tl MI13105 

lesolutin 

04104105 Met Wim agenf agent staled mal by the time She 
realed~at~ewllerwasunfamillarwiVl relay. #was 
toa hate and mey had hung up. Coached agent on 
always keeping me curfomarlnfomed. and ifa voice 
penon needs assbtance m explain relay. it Should be 
pmvlded. Also informed agent notto assumed mat 
every p m n  calling thmugh relay has used relay 
before 

M113R5 Spoke with ma agent and she stated mat when she fold 
me voice pemn mal the ny user was ready to hang up 
me voice pemn wntnued Wlking kwuw mey wre 
not nady IO cbw the call. The age111 was Yanned 
~(1veml h e a  and cbsed all wlls pmpe!fy. 

412712005 Th.0 has been resolved The w1cn was me c.lpn 
fw md and 1 was revseo and 1 I n w  uolx ng 

talked tame lach at Corncast It has been decided mal 
meComcasttech hasme numbersetupinwrrectlyand 
resolved. 

04JZW5 CA lyped mnienamn as head nurbana was 6 a p g  
'ca1.n- nslead of .Ca Ihng' and 'gon' mima0 of 'gomp . 
CA foL3-d a1 propel pmcedures in lypng evsxyhmg 
mat 9 nead II was not CA emr  

fmm tns CT law 920 nave mmpdated to me CT resy SYC 

us ng wm 8o(w and 71 1 A message nas been bn for 
me c-stomar .nfommg h m of me resub ana mqLesMQ 
nom IO pease pa= anomer cain to me relay MNCB 

M e l m  CA CAOLES notremsmbermscab CA 
aemonoWsd knowledge and unoemateno ng of pm- 
to no1 nanp UP on cusmmm CA k e a  may nave bwn a 
ampped w I CA md pay more almnmn to lp ng 
v e m m  and spa..ng 

04127I05 TTS2519988 TesIcaafmmme818areacWe m a  

04127105 





I 

occurring and sent email with tips to reduce their 

3/28/05 Inability for CapTel users 3/28/2005 Reported problem to toll free network provider. Problem 
to reach the data toll free 
number 

resolved the same morning. Customer service 
representative confirmed with customer that they are able 

- to make calls. 

occurrence. I 





I I I 
07MM4 Vare ~~~tomersla lad that me agent was rude by byng to 

Pace me customerand by sayno 'one moment please' 
when me TTY was lypin~ 

07103104 Coached me CA on remalnlng pol@ and pmfessmal 
Ihmwhoutmewu 

diren call. asking ma pemn to spBak d+to calkr. 
RehlsedtoglVn hsCAlD numberorwll6upewuwhen 
askdmanked customer, and spobgked forme way me 
call  as handled. Informed mat C& am to a h p  pmvae 
their ID numberwhen asked. ek. Explained mat wlout ID. 

the same Way. The 6mt problem she ddn't understand was 
3445 pound 0.3.90 Customer had to elabarala. hen she 
sad mere was no optbn. ek. I call miis business dl me 
time. I k n o w t h e m e n u . T h a n k a d c ~ ~ , ~ ~ ~ ~ .  









Complaint 
051t304 Reported by e-mail from Comast to AM 'Our c u s m r  

initiates a 71 1 call, the relay operator answers and 
terminates the call to any destination that is not back to the 
Comast voice switch in Bnstd, CT. But anyi im a call is 
made to the relay operator 

A v c b  custom states during a call this CA was wxiremely 
Nde to them and was not pleasant at all. aim told the 
Customer to repeat what she was saying over and over 
during the entire call. When the customer requested a 
Supervisor this CA mntinuously kept putting the customer 0, 
"hold" makina the customerwait lono mMds of time and 

05124105 

- ~ ~~ - .  
never oid get a SLprvisor. The same happened when this 
NSlOmer reqLested the CA's id numwr. ast-r mitwo 
and wailed and Slates mis CA wpt mMng back on the 'ne 
Say:ng 'Gmbye. Goodbye. Gocdby8' am men f d  y gave 
Ine cuslomer lneir CA 0 nbmber. RCS apaloglzed to th s 
CLStomr. FO low ~p rw~ested  by S U p e N i y ~  or Acmml 
Manger 

Resolution 
05113105 This issue has bean resolved. Comast changed a timing 

setting in their switch and it will now aCceDt all 71 1 local 
and LD calls. 

05124105 Customer Mntacted. Apologized for the problem. CA 
number unassigned, attempted to find out the CA number 
who pmcessed the call but was unable to find out using 
information provided by the customer. No fudher action 
possible. Customer did not wish further cantact and was 
thankful for being called back so fast. 



occurring and sent email with tips to reduce their 

3/28/05 
I I  

Inability for CapTel users 3/28/2005 
to reach the data toll free 
number 

Reported problem to toll free network provider. Problem 
resolved the same morning. Customer service 
representative confirmed with customer that they are able 
to make calls. 

occurrence. I I  
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iate of Nature of Complaint 
:omplaint 

U 1 m 5  CTVCO Customercallad at 1052 stahg CAwas 
PresYmphlous while p-raing her call. Agent dialed out 
and reached a voice mail, agent dd not tvpe me wh& ani 
mach recording. tvpsd *am MBCh and you can voice afber 
me GA- Customer dd not say anwing after me GA 
because she dd notwantm leave a MSG. Curmmar hung 
UP and waited a few moment6 and caw back m relay any 
got me same agent customer asked me ageenl H she was 
me agent &e had e a h r  and agent saa yes. Agent dialed 
out whib customer was giving hstruchr mat She dd wt 
wanttoleavea M S G . A ~ ~ ~ ~ G ~ V ~ C U S I W W ~ ~  G A ~ O  
leave a MSG. She apobaized and customerwBnt6 a f o b  

:ewIution 

02118R5 Agent remembers finger supped on Complete and knew 
cusmmer was not finkhed speaking. Agent dm6 not 
remember me rest of me -11. Coached agent on pmpei 
pmcsdures. CaMd Customeron 2116105 at 3:45 pm. 
Informed Cusmmer supervisor had spoken m agent and 
cwched on proper pmcedures. Customerwas p a W  

02116105 Contacted me customer. She responded: 'Somy you 
had bDuble reaching me. I don't know why Reley had 
ImublecallnganumberfarmeandMlvldgatmis'all 
phone lines am busf or m e  such respanre when m) 
husband coua pTk up his phone and get mm wim no 
pmblem. i vnii repl t  n me naxtws it happens again. I 
appmlete your help. Thank you: Customerwas 
pawed. 

blbw up needed. 



mere?. The CA reportedly pmvijed no explanaton and 
albwd the p m n  m hang up. The customercontends m, 
CA should have offered me caller some educatan whan 11 
became obviws mat she danY understand VCO and Reb 
pmc8dure. A p o h b e d .  NO f o b  up. 

at 6 e had already W sk, 

liW2501882. Customerrequesbcail back. 

Service rep dlalnd mmuah re iy  agent number3087 and 
got a recoming Stabng me can muid not be completed and 
me phone dlSCOnn6-3ed Tmubb bcketlW2505307 IVBS 
entered 

1127105 SBC tech gets fast busy men calling 11 via CTRS. but is 
ab le toconnectwhent i ia ( ing~ame#t i i rec ts~~fw 
Pmblem. btcustomerknovlwouldrubmitarequsstfw 
bchnkuns to check mi. Entered Tr 2519988 Would like 
to hearfmm technician wimfindings. 

CUPWmer said agent 1742M'dwsn'ttypewlr and had 
.many omissions and mistakes.' The cu$tomerah said 

COnversatan. Thanked c a b l  NO call back needed. 

1127105 

mat me c ~ d i ~ ~ o n n e c t e d  me call in ma middle ofma 

tW late and mey had hung up. Coached &ibn 
ahvsrj keeping me customerinformed. and ifa YO& 

p n o n  needs assbtance to explain relay, R ShwM be 
m idad .  &!s informed agemnotto assumed mat 
every wmon calling mmugh relay has used relay 
before. 

not ready m cbse h e  WII. The agent was scanned 
Several U r n 6  and cbsed ail cak prop*. 

Tho issue has been rerobed The switch was me cup" 
forthlmand i tW86reYi~Bndhi~nmvworking.  

4Q7QW5 

04iZOl05 Thm lssue has already been rewlted to CS. NY tech 
taknd to me bch at COmcast It has been decided mat 
me Comcast tech has me number set up incorrectly an< 
resolved. 

0412BM5 CA tvped wnvemtan as head. Husband was saying 
'Cain* instead Of 'calling. and 'goin. instead of 'going.' 
CA f o W d  BY pmper pmcedures in typing evenyihing 
mat is head. it WBO not CA B W  



Complaint 
05/13/05 

05/24/05 

the customer their CA id number. RCS apologized to ihis 
custom. Follow up requested by supelvisor or Acmunt I Ma" Oar. 

Resolution 
Reported by B-mail from Comast to AM: "Our customer 
initiates a 71 1 call. the relay operator answers and 
terminates the call to any destination that is not back to the 
Comcast voice switch in Bristol. CT. But anytime a dl is 
made to thw relay owator  

A voice customer slates during a call this CA was Bxtremely 
Nde to them and was not pleasant at all. also told the 
customer to repeat what she was saying over and mer 
during the entire call. When the customer requested a 
Supervisor this CA wntinuously kept putting the customr on 
"hold' making the customer wait long periods of time and 
never did get a supervisor. The same happened when this 
customer requested the CA's id number, customer waaed 
and waited and states this CA kept coming back on the line 
saying "Goodbye. Gmdbye, Goodbye" and then finally gave 

05/13/05 This issue has been resolved. Corncast changed a timing 
setling in their switch and it will now accept all 71 1 local 
and LD calls. 

05/24/05 Customer contacted. Apologized for the problem. CA 
number unassigned, attempted to find out the CA number 
who processed the call but was unable to find out using 
information provided by the customer. No further action 
possible. Customr did not wish further contact and was 

















occurring and sent email with tips to reduce their 

3/28/05 

occurrence. I 
Inability for CapTel users 3/28/2005 
to reach the data toll free 
number 

Reported problem to toll free network provider. Problem 
resolved the same morning. Customer service 
representative confirmed with customer that they are able 
to make calls. 











initiates a 71 1 call. the relay operator answem and 
terminates the call to any destination that is not back lo lhe 
Corncast voim switch in Brislol. CT. But anytime a call is 
made to me relay operator 

05124105 

Semg m their switch and 11 will nav accept all 71 1 local 
and LD calls 

A voice Customer states during a call this CA was extremely 
rude to them and was not pleasant at all, also told Ihe 

05/24/05 Customer mntaded. Apologized for lhe pmblem. CA 
number unassigned, attempted to find out lhe CA number 

- . 
SUWNiWr tn6 CA wnl ndousiy Kept pming Ihe customer on 
'hold' maong tne wslorrer want long -03s d bme and 
never aid get a s~perv'sw Tne same happened men lhls 
Customer requestea the CA's id number. custom~r wailed 
an0 walted ana states in s CA cept mmmg bam M ine Ine 
saylng 'Gooabye, Gmdnye. Gocabye' and tnen Bnally gave 
lhe CUSlOmer their CA 10 numOer. RCS apo.og!zeZ 10 this 
c d s t m .  Folw JP req~esled by supe~sor or ACmm 
Manger. 

I customer to repeat what she was saying over and over I durina the entire call. When the customer reauesled a 
~~ ~ ~ 

pw be. Cmomer d a no1 wsn fdnher mntact and was 
thandu, lor m n g  ca led D ~ C L  Y) lasi. 

I but was unable to find out using 
the customer. No furlher action 



Complaint 

3/15/05 

occurrence. l l  

Resolution 

DisconnecVReconnect 3/15/2005 Sent customer information explaining the difference 
during calls between a CapTel phone and a traditional phone. 

Explained to customer why disconnecffreconnect might be 
occurring and sent email with tips to reduce their 

3/28/05 Inability for CapTel users 3/28/2005 
to reach the data toll free 
number 

Reported problem to toll free network provider. Problem 
resolved the same morning. Customer service 
representative confirmed with customer that they are able 
to make calls. 
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