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Dual Tone Multi-Frequency Tone interference 

Customerwas not Satisfied with the CAS Service. Customer 
state CA yawed audibly throughout the Cali. distracting 
her from the conversation. 

all. which frustrated. wanted to know 
She complained before. Customer 
andated and her notes specify not l o  

Customer interNpted several of supervisor attempi 

in that the 1st called 
a long delay with the 
ily connected in the 
nected the call. RCS 

curring and sent email with tips to reduce thei 
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1/13/04 

1/22/04 

1130104 

Customer called in an Sat at 4:08 PM stating that agent 
had very bad spelling and that it was definitely not 
computer error. 

Caller said when reaching an answering machine agent 
redialed back to number before she had typed her 
message and was having conversation Mth the people she 
was leaving the message for. Operator did not keep caller 
informed of call process. 

Customer was upset the agent would not respond to the 
customer when they gave then umber to dial, then 
disconnected 

11/15/04 

11/23/04 

Thanked the customer for letting us know and that a 
complaint would be sent in and that it would be 
investigated further. Met with agent. but she did not 
remember this specific call. Coached agent on the 
importance of correcting all typos and maintaining a speed 
of 60 wpm on every call. Agent passed the typing test 
given, meeting the typing speed and accuracy rate 
required by the FCC. 

Apologized to caller for the problem. Unable to resolve, 
because the agent assigned to this number was terminatec 
since 10/31/04. 

1130/04 

12106/04 

12/06/04 

'*/04 

06/01/05 

Apologized and informed customer will follow up with 
agent. Met with agent, and did remember the call in which 
they received the calling to number, followed but numerous 
CAS, and as agent was dialing Out the number the 
customer hung up. Coached agent on the seventy of 
disconnecting calls, which can lead to termination. 

This agent ID number is currently unassigned. The 
customer did not want follow up, therefore further 
investigation is not possible. 

Apologized and told customer. CA was following 
procedure, but should be more professional when 
redirecting concerns would be forwarded to WrreCt center. 
For follow up with CA. Customer doesn't want follow up. 
Agent was coached on behavior and remaining flexible anc 
patient. 

Tech Support adjusted Dual Tone Multi-Frequency tone 
pass through. Confirmed resolution was successful. 

Apologized to caller for the problem. 
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2/06/04 
Agent would not let customer give all info to use calling 
card. Agent was rude and hung up on customer. 
Apologized for inconvenience. No follow up needed. 

2/06104 

2/712004 
apTel 

2/07/04 

2120104 

1512005 

CA was very impatience, "1 wuldn't understand what 
person was saying (TTY user) and asked CA. She didnY 
answer me" When I kept addressing CA she said "FCC 
says I can't talk to you ... said you've used relay before." 

Dual Tone Multi-Frequency Tone Interference 

Caller said when reaching an answring machine agent 
rediaied back to number before she had typed her 
message and was having conversation with the people sht 
was leaving the message for. Operator did not keep caller 
informed of call process. 

Customer says agent did not hold when asked. She typed 
that she was only allowed to hold a couple of minutes and 
then hung up '"after a couple of minutes." She typed, 
"Please call back when the number is available. Relay hen 
only allowed to hold a couple of minutes. SK" then 
disconnected. Apologized to customer. Explained holding 
rule of three (not two) minutes 

The agent dialed the number and left the call hanging. She 
never informed me as to what was gong on. I finally hung 
UP. 

12120104 

1/1312005 

When spoke to agent said she always waits 3 minutes pel 
procedures. Reviewed procedures with agent. 

Agent did not work during the time of customer contact. 
Time of occurrence unknown 



Tech Support adjusted Dual Tone Multi-Frequency tone I pass thmugh. Confined resolution was successful. I (oual Tone Multi-Frequency Tone Interference 

~~ 

1/24/05 

2/2/05 

I 
~~ r -1 

~ ~~ ~ 

Explained to caller heavy call volume and weather-relatec 
stahing sholtage resulted in some delays. We apologized 
for this inconvenience. (Met answer time for day.) 

Assisted customer by email and phone with 
troubleshooting, Tech Support enabled Retrain prompt, lo  
erovide a visual indicator. 

JAmwer Time 

~ 

CA sent the 'person hung up" macro, before the TTY user 
had a chance to say goodbye. Later TTY user contacted 
the voice person again and the voice person said they had 
not hung up. Apologized for inconvenience said would 
send the complaint to the proper supervisor. No follow up 
needed. termination. Resolved on 02/18/05. 

Met with agent, but they did not remember this specific cal 
Agent did state that would not hang up an outbound line, 
unless agent gets message that the outbound party has 
disconnected, Still coached the agent on the severity of 
hanging up on a customer, which can lead up to 

02/10105 02/10105 

2/1/2005 DisconnecWReconnect during Calls 
ICapTeI I 

2/14/2005 
CapTel 

2/14/2005 
CapTel 

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

Contacted toil free network managers and they resolved 
the problem at their end. Customer service representative 
confirmed with customer that they are able to make calls. 

2/14/05 Inability for CapTel unit to reach data toll free #due to toll 
free network muting problem. 

2/14/05 
inability for CapTel unit to reach data toll free #due to toll 
free netwDrk routing problem. 

A CO TTY customer called to say that the agent skipped 
relay explanation put on hold and when someone answerel 
no his announcement in proper manner I mean ail basic 
things an agent should do. RCS: Apologized for the 
handling of the call No Contact requested 

02/23/05 

02/25/05 

02/08/05 

Customer stated the operator's errors on the evening of 
2/22 made it Impossible for her to understand the 
conversation. She stated her aunt was telling of a serious 
illness and upcoming treatment. Because of xxx's and 
typographical errors, she wants her long distance charges 
reversed. Apologized. Recommended Customer mail her 
phone bill to us when it arrives. No follow up. 

Customer was talking to aunt at 830 on 2/2/05 and the 
operator typed a lot garbling and many misspelled words to 
the TTY user thus causing confusion with the call. What 
was said to the customer: Apologized to the customer and 
gave assurance to the customer that an email will be sent 
following a meeting with the operator. 

CA received two complaints both are the same. This 
complaint is the second. TO review the written resolution 
please refer to tracking # numbers. 

02/23/05 

Coached CA to use one of our macros to 'unscramble' 
garbling when typing to the TTY user. It may be possible 
that the TTY user was using a Turbo-code type TTY 
machine which can easily cause garbling during an 
exchange of TTY transmissions between the TTY user anc 
relay operator, CA is fully aware of this. Followed up with 
customer via email. CA received two complaints both the 
same. 

03/03105 

3/9/2005 
CapTel captions; Connection cuts out. 

Sound Quality-Static; Captioning speed; Accuracy of After extensive troubleshooting customer advised to send 
unit to our national service center. 319105 

Contacted toil free network managers and they resolved I 2/16/05 I the problem at their end. Customer service representative 
confirmed with customer that they are able to make calls. 

2/15/2005 
ICapTel 

Inability for CapTel unit to reach data toll free #due to toll I free network routing problem. 

Tech Support adjusted Dual Tone Multi-Frequency tone 
pass through. This change provided immediate resoiution I 

~~ 

Multi-Frequency Tone Interference CapTel 
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1/22/05 

'/22/05 

'/25/05 

requests contact 

I 

Customer states the agent did not follow his instructions. I 
the beginning of the call he asked the agent to get a live 
rep on the line. it didn't happen. The customer also states 
his notes were not followed. He doesnl want the holding 
macro used. Apologized. Follow up requested. 

The customer stated the supervisor was argumentative 
and said their agent didn't have to follow his instructions. 
The customer encountered several problems with the 
agent, so he requested a supervisor. The supervisor 
attempted to justify the agent's handling of the call, even 
the hanging up after every option on the second call back. 
The supervisor's response to the problems addressed was 
unacceptable. Apologized. Follow up requested. 

Voke customer received Relay call from TTY user agent 
read very fast and spelled wordsinames very fast voice 
customer could not write fast enough to document info 
when voica customer asked agent to repeat the agent 
typed it back to customer who was totally confused by the 
request voice customer unable to help the caller due to 
agent reading so fast voice customer could not understan< 
what was needed customer also upset that agent typed 
that a supervisor was requested voice customer stated 
agent hung up on them (apolagized for problem advised 
ComDlaint would be forwarded to supervisor) Customer 

281*005 
3pTel 

Inability for CapTel users to reach the data toll free numbe 

03/22/05 

machine would 

TTY user reports agent dialed out and Sent ringing macro 

Customer requested supervisor and supervisor was trying 
to advise customer that CA was indeed following relay 
protocoi in not taking control of the call when CA did not 
randomly choose options to get live person. Customer 
would not accept supervisor's explanation and was 
insistent that CA should just choose any option to get live 
person as, according to customer. other agents have done 
this in the past. Customer asked to be transferred to 
customer service. See that customer contact for further 
information. 

Q3/22105 

03/25/05 

3'28/05 

Inbound instructions at the beginning of the call were to ge 
a live person. CA dialed out and there was no option for a 
live person, CA informed inbound of that and waited for 
further instruction. Inbound was upset stating other CA's 
just press buttons in an altempt to get a live person. 
Supervisor attempted to explain to inbound that relay 
procedure would be to inform no live option available and 
wait for further instructions from try user on what they 
would like to do. CA followed proper pmcedure for 
customer instructions. CA, however, did use the hold 
macro even though was requested not to ... supervisor 
apologized for that error. 

This agent said she did not hang up on the customer. She 
Said that TTY told her to hang up and she fallowed 
instructions. Coached agent on voicing and spelling at a 
pace that is easy to understand and to be careful not to 
read to quickly. Reviewed ability to repeat what was just 
voiced if customer asks for repeat. CA has wrrect 
understanding. 

Spoke to wnsumer; she vented and is now fine, 

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. 

04/0'105 
Supervisor spoke with CA regarding proper pmcedure. CA 
coached. 
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04'01'05 

AM contacted the customer and explained the relay 
procedures Relay Operators followed. Also, Calls from the 
Correction Department must be made wllect calls through 
relay. Shewas not happy with the procedure AM 
encouraged her to contact CO PUC for more support. 
Case is closed. 



05/18/05 
after 2 rings.the line was disconnected fmm Relay no 
further response (apologized for problem encountered) 
Customer requests contact 

04/05/05 ' I  
uperaror was sponen 10. ala nor rememoer me call. I ne 
penalties for disconnecting any customer were reviewed. 
Said the phone on the other end may have disconnected. 

04106105 34106/05 

At 950 am a customer stated that he called relay and had 
agent on his line and felt that this agent was rude for the 
following reasons:l-he asked for calling from number 2- 
Agent did not follow instruction to get to Live person-the 
prompt recording was typed in its entirely 3-Agent placed 
him on hold for 20 min after he requested a supervisor (in 
fact he was still on hold when this complaint was tiled) The 
customer felt that the service was extremely poor lately 
and is frustrated with the quality of service provided 
because it its making a impact on his work pelformance 
involving a lot of calls. Apologize to the customer for the 
customer for the inconvenience. Follow up needed 

Explained that we have been experiencing this problem 
this morning and agent was correct in requesting calling 
from number to place the call. (Enter trouble ticket) 
Assured him the this agent will be followed up on other 
issues. At this time our record indicates that we have not 
assigned 1215 to any of our agent. Suspected the 
possibility that the id being transposed, I checked with 
another relay center and they too did not have that numbe 
assigned as well. 

There is no agent number XXXT assigned at this time. 
Customer still needs follow up on their general concerns 
about relay. 

I tried to call consumer to conduct follow up. There is a 
recording saying this number does not work with this area 
code. Unable to call them back. Trich Shipley 

14/07/05 
Qwest made routing changes to correct the problem per VCO customer cannot dial to XXXXXXX with this agent but 

gets fast busy signal instead. COC is Q w s t  (0432) T.T. 
turned in trouble ticket. Call back requested 

04128105 SD Sprint tech. 

)4107105 

"1212005 3apTel lAccount Login Failure 

A WA voice customer trying to call her daughter in 
Colorado customer (who is a TTY user) thN the CO Relay 
service can not get thN. If they dial the nbr direct they can 
connect tine only thru the relay service can they not get 
thru. RCS Apologized for the problem and let them know 
that I would put in a Trouble Ticket. No contact requested 

I 4/12/05 1l)nit.s account activated. Customer now able to make calls 

O5Iio1O5 

U1912005 Sound Quality-Static CapTel I 

AM review the case and there was no TT issued and 
Customer does not want a follow up. Case closed. 

~ 

CO VCO user is unable to call LD to her daughter. She has 
no problem with other long distance calls but when calling 
her daughter the that says' 'Our be 
completed as dialed, plays but RCS was able to call the 
number direct and got through just fine. Apologized, TT 
was issued. Followup requested. 

)4111105 

I 

Qwest made routing changes to correct the problem. 
Account Manager contacted the customer and left the 
message. If any problem arise, they will contact us again. 
Customer seems to be satisfied. 4129130 TT tickets there 
issued and both are closed. 

0411 1105 

4119105 
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Discussed circumstance with customer. Problem present 
during one call. Customer will report if there are problems 
on any additional calls. Calls before or since have been 
reported Satisfactory. 

04/15/05 

Explained that agent did correctly followed the agent 
protocol of typing everything that is heard. Also explained 
the way she could do to contact relay supervisor during thi 
relay call or after the completion of a relay call. Forwarded 
this to appropriate Center for a follow up on disconnection. 

04/15/05 

The voice customer stated that she had just placed a relay 
call around 1130 am and was concerned the way the agent 
relayed the call. She asked for the Relay supervisor and 
requested the agent not to type the conversation between 
them two however supervisor never did appear on the line 
Then at the call closure the agent verbalized. "Caller is 
done ready to hang up"The voice person thought the Callf 
has actually disconnected and then asked for the 
supervisor however there was no supervisor and then the 
line got disconnected. Wanted to know proper procedure in 
requesting for relay supervisor since the customer is a 
mutual customer No follow up needed. 



[04/16/05 [ CA hung up on me just a minute ago. Thanked caller. No 
call back needed. 

04/16/05 Not an agent error- agent did not take a CO Cali all day. 

04/16/05 

04118/05 

04/18/05 

- . 
not RCS response Apolog zed for the pro0,em and I assxea that tne complainl woc. d be ILrneo n as stare0 

CA hung up on me. Thanked caller. No call back needed. 

Customer Complaint: Caller in Colorado complaining that 
each time he dials the CO Relay voice number, he reaches 
an operator that announces the call: "Oklahoma Relay". 
instead of "Colorado Relay". His concern was that he wouk 
be billed for long distance for calling to Oklahoma. He 
reported this had been happening all night long, and 
possibly for quite some time in the past. He provided one 
of the agent ID numbers so trouble ticket could be entered 
customer Service Response: I apologized for the 
inconvenience and told him the report would be sent to call 
center as well as a trouble ticket. Tr was entered 411 8/05. 
When i dialed CO if I also reached OK Relay. 

CO TTY customer states they were in hold for a couple 
minutes, got the answering machine and then got this 
agent and her typing was atrocious. Apologized. NO Follow. 

No call back requested 

Colorado inmate in Canon City trying to use Relay 
Colorado on 4/14/05. The Relay operator wu ld  not place 
the call collect for him because the computer is showing 
.L_ ._,, :_,___, -._ _..-.__. L _  : _ - _ & _  i _  _..__..: -_.. 

04121105 
Could not meet with Agent due to termination. No call back 
requested therefore no further investigation will be needed 

04/19/05 

Discussed complaint with the operator. She stated her 
nails were too long. bul she has since gotten them cut and 
that it's easier for her to type now. Suggested that she 

Discussed complaint with the operator. She stated her 
nails were too long, but she since cut them, and that it's 
easier for her to type now. 

i spoke with Tech on this issue. He mention that he had a 
bell and went to the station. The CAwas explaining that the 
customer was calling a number that wwld wntinue ringing. 
While it is ringing the customer was moaning as if he was 
masturbating. We asked for a number to call three times 
and got no response except for the moaning sound. 
Supervisor warn that we are ready to hang up but no 
response and then hung up. This was not the first time and 
had many calls doing the same thing over and over. He 
called again asking for a supervisor and stall yelling at 
him. Supervisor tried to explain our procedure but became 
upset. He does not recall making the comments that was 
documented 

keep them that way. as i f  she is unabi-to type properly 
with long nails, it is not acceptable. 

04/18/05 

04/19/05 

Customer states that this agent who is also known as 
Supervisor Corey was rude and told him to get off of the 
phone. Customer states that he was trying to make a call 
to someone when he was told that they were keeping 
records and files of his calls and that he was not calling to 
a try user or connecting to anyone so he should get off of 
the phone. Customer states that this supervisor was 
assumina that he was calling someone hearing and he was 

A call center agent is unable to unable to force the system 
to place a call collect that is identified currently identified b) 
the system as local. The error requires further investigation 
through the TT system and is referred back to the AM. 
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Using the information provided the tech was able to locate 
two calls placed from originating ANI of XYXWUOO( to 
dialed address of XYXUXX. These calls are not being 
given the proper infodigits by the Custnmerk service 
provider. The relay Service is receiving these Calls with an 
infcdigit of 20. For the relay service to pmcess these a i ls  
as a prisonlinmate call the correct info-digit would need to 
be 29. The calls are being handled PrOperly by the relay 
service based upon the calling information received from 
the service provider. AM contacted the customer and 
notified the resolution. The customer understands and will 
provide more information if it happens again. Case Closed. 

tne call IS IOMI. I ne numner me inmate IS attempting to 
call is -which is a Colorado Springs number an 
the inmate is in Canon City. They are in the Same LATA 
but the calls are not local. they are long distance. The 
Relay Operator told the inmate the Relay Computer says 
the number is lmal and does not let the operator Select 
wllect. The case manager said he was calling the 800 659 
2656 number to reach Co Relay. The inmate did not get 
the operator number. The account manager turned this in 
to customer service. 

14/21/05 

14/24/05 

Colorado inmate in Canon City trying to use the Relay 
Colorado number 1 800-659-2656. on 4-14-05. The Relay 
operator would not place the call wllect for him because 
the operator said it is local. The number the inmate is 
attempting to Cali is XYXXXXXX which is in Colorado 

04/21/05 

05/23/05 

05124105 

04/25/05 

04/25/05 

04/26/05 

AM contacted the customer explained that all local or long 
distance calls through the Correction Department must 
make a collect call. The Director of Telecommunication for 
Correction Department understands the p o k y  and was 
pleased with our follow ups. Case is closed. 

No contact taken; no follow up possible. 

AM reviewed the case, group manager coached the CA. 
and there is no follow up requested. Case closed. 

Coached CA to check dial out number against number 
given by the TTY customer and to ring bell for supervisor if 
any questions. 

Agent heard answering mach and hit his record button 
instead of keeping HCO open. Coached agent on HCO 
procedures. Agent knew exactly what he had done wmng. 

- 

14125/05 

TrY customer states when dialing aut this operator dialed 
the wong number causing customer to nave to repeat the 
number and dial again. RCS apologized for problem No 
follow up requested 

- 

)4/26'05 

15/03/05 

05/05/05 

05/05/05 

Customer tried to make an HCO call to a medical center. 
Agent refused to pay attention to anything customer typed 
and didn't do HCO. Wanted to leave message but Couldn't 
even hear answering rnach. Apologized for inconvenience 
and said would coach agent on HCO procedures. No call 
back needed. 

Agent was very rude and yelled at me and Barb the nurse 
and refused to give ID number when asked. Apologized 101 
problem encountered advised would forward complaint to 
appropriate center. Customer would like call back at 
number provided. 

Caller said agent did not complete call because the 
cmnection went dead. C.S. Response: Apologized to calif 
for the problem. No follow up contact required. 

Caller said agent did not follow customer note inStNCtionS 
not to type answering machine message. Agent instead 
typed out entire answering machine message. 

Page 7 

05/09/05 
Called at 12:OO noon on 5/9/05, Recording number dialed 
not a wohing number or must be dialed with correct area 
code, No further action possible. Agent number not valid. 

05105105 
Agent does not remember call. Reviewed pmper 
procedures with agent. 

05/05/05 
Spoke with agent and agent did not remember the call. 
Coached agent on importance of following directions. 



05/08/05 I 
05116/05 

05120105 - 
and the call still would not go through. Trouble ticket was l entered. Customer does want call back when the problem 

A voice customer called to complain that when she called 
relay Colorado the agent told her she couldn't call the 
number provided. The agent told her there was Some 
problem with the "number combination." Apologized for 
problem. Follow-up requested at number provided. 

Customer states the agent didn't keep her informed. She 
received a call from her daughter, but she didn't know her 
daughter had hung up. The daughter had said, "I have to 
go." but she didn't see any gad to ski, so she waited. The 
customer expressed frustration with the agent. Apologized 
~ol low up requested. 

Voice customer calling from cell phone and could not get 
through to her mother when using relay Service. When 
calling through agent the customer got the message sayin 
the party you are calling does not except blocked calls ant 
to call back after DreSSina star 82. The customer did this 

is fixed. 

VCO customer states the agent did not finish the call 
properly. At the end of the call. the voice person said "1 
love you grandma. bye sk" and the VCO person said, "I 
love you too, bye sk" and that was it. The operator never 
said "person hung up" and when the VCO user asked if 05120105 

05/08/05 

she had hung up there was no response. Apologized and 
thanked the customer for calling Follow-up requested. VC( 
user wants to know what they are doing wmng that their 
calls are not ending properly. 

AM reviewed the case and TT. The number went through 
but the customer was not able to provide the agent 
number. AM contacted the Customer and she is pleased 
with the follow up. Case closed. 

Agents are stopping in the middle of the sentence and 
saying the person hung up. My caller said, "llm heading to 
sign off now and thanks operator and the outbound hung 
up. The part that was typed to the VCO user was. "I'm 
head (person hung up). Also. the inbound VCO user 
(during call) asked agent to explain how the outbound 

call. Apologized and explained that it is possible the agent 
missed the last of the SentenCe and since the outbound 
had already hung up was unable to verify what was said 
therefore put person hung up. Advised inbound would havm 
to ask operator. because she is in charge of call. Follow-UI 

05/16/05 

to make a call from 11 25pm to 12 15am tney -re on holl 
lor 45 minutes p1.s for CO Relay and on nold for 10 
m nutes for Cmtomer Service Cdstomer ns,sted this was 

Agent did not remember the call. Reviewed proper 
pmcedures with agent. Called customer at 1:22 pm 511810 
with no answer. Called customer at 10 am 5/20105 with no 
answer. Customer called me on 5/20/05; I was unavailablt 
at the time, Returned call at 4:02 pm on 5120105 with no 
answer. 

an emergency Situation and that something is wrong with I the relay system. RCS apologized for the inconvenience 
wnt nLally and informed this cLstomer that tne Account 
Manager would contact tnem regaroing this issue RCS 
also opened T l  Accomt Manager follow up requested I 

I I 

VCO customer reports agent did not keep her informed 
-,,-,-..... ~ ... ̂_.̂  1.. ,," ,.-" ""~-"- ."-"" .."N"- 

further investigate. Forwarding to CO acct mgr. I 
l T h e r e  was no agent number provided, therefore, could not 

Account Manager contacted the customer and notified tha 
it has been fixed. Requested customer to call back if any 

Closed 

GroJp Manager wached the CA Accobnt Manager 

macheo The cstomer IS sat sfieo Case closed 

Customer 1s sat sfied fflth tne 10 low JP Case Closed 

T l  nas been resolved AM contacted the CUStomer and 
not fed her mat tne ticdet has been taken care of Sne HI 

closed. 

Page 8 



5/24/05 

5125/05 

cusiomer wanis IO Know wnen person nangs up ano cam 
said '"I will ask agent to let you know when I hang up" age 
typed the words but did not type the person hung up befo 
disconnecting call VCO asked agent if caller hung up but 
agent did not respond (apologized for problem encounterf 
advised complaint would be foruarded to supervisor) 
Customer requests contact 

Agent dialed wong number. Thanked caller for feedback. 
No call back needed. 

05/24/05 

05/25/05 

05/27/05 

Supervisor coached the CA. Account Manager wntacted 
the customer and explained that the CA was coached. The 
customer is satisfied. Case closed. 

invalid agent number. 

Reviewed proper procedures with agent. 
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j/25/05 

j/26/05 

5/26/05 

jn6105 

"i gave agent my number to dial and agent never 
responded.'' Thanked customer. Said Will follow up with 
agent. No call back needed. 

CO TTY user complains of garbling, agent not responding 
to his questions and hitting wrong keys. I apologized forth 
problem, let customer know I would inform the account 
manager. Customer disconnected before I could obtain 
required information to submit a trouble ticket. No contact 

CO TTY user complains supervisor assisting agent on 
garbling issue, ignored his complaint but offered to add a 
note. Customer feeis garbling is a relay issue. Apologized. 
referred to manufacturer and offered account manager 
contact. Customer disconnected. 

Customer was upset on his end when typing the calling to 
number he would get letters and numbers as if the agent 
were hitting keys. Also on our end all of the callers info wa 
garbled. Once the agent disabled turbo code all was ciear, 
Customer felt by not having turbo code on slows the 
transmission too much. Apologized to customer explained 
what I felt the problem was. Customer requested to be 
transferred to customer Service to file a complaint. 
Transferred as requested. No call back needed. 

05/26/05 

05/2W05 

~ 

Supervisor assisted on call. Agent disabled turbo code 
which cleared up the garble. Customer was not satisfied; 
thought transmission was too slow Without turbo code. 
Customer asked to be transferred to Customer service to 
file this complaint. Supervisor transferred. Garble was 
technical issue - customer did not want supervisor to 61e 
tmubie ticket. not agent error. 

Once agent disabled turbo code, garbling issues cleared 
up. Supervisor offered to enter in customer notes to turn off 
turbo code if experiencing garbling. Customer did not want 
to do that; customer thought transmission was too slow 
without turbo code. Supervisor offered to Mite up trouble 
ticket: customer refused service. Customer wanted transfer 
to customer service. Supervisor transferred. 


