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Re: CG Docket No. 03-123 TRS Complaint Summary

Dear Ms. Dortch:

Enclosed is an original and four copies of Florida’s relay complaint summary for the period of
June 2006 through May 2007. Also enclosed is a compact disc containing the same complaint
summary.

Florida received 180 complaints about the various types of services including Captel. Each of
the complaints were resolved within the FCC’s time requirements.

If you have questions, please contact me at 850/413-6582 or rmoses/@pscistate.fl.us.
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Chief, Bureau of Telecommunications Service
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Florida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No. of Complaints - 180
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~ {Nature of Complaint - Date of " Explanation of Réspitton
int - ) L } Resolution | . - L ' -

Disconnect/Reconnect during calls 01/02/07 Sent customer information explaining the difference between 5 C:
a traditional phone. Explained to customer why disconnection/rec
might occur and sent email with tips to reduce occurrence. Advis
customer to try the phone on a different jack in the house.

Disconnect/Reconnect during calls 01/04/07  |Sent customer information explaining the difference between g Ci
phone and a traditional phone. Explained to customer why
disconnection/reconnection might occur and sent email with tips t
occurrence.

FL VCO customer stated when using a caliing card 01/03/07  |Apologized for the problem and turned in Trouble Ticket. Custom

through Relay s/he intermittently gets LD charges requests Account Manager and Technician to follow up. Forwardé

instead of charges being taken off from calling card. Sprint Tech. Non-agent error.

Disconnect/Reconnect during calls 01/04/07  |Sent customer information explaining the difference hetween g C:
phone and a traditional phone. Expiained to customer why
disconnection/reconnection might occur and sent email with tips t
pecurrence.

The voice customer stated that she received a relay 01/05/07  |Apologized; no follow up requested. CA remembered cail and sai

call. Customer stated when the call was identified as a customer gave no indication it was a switchboard until well intg ¢z

relay call, she informed the operator that she would she told customer she would have to ask IB to transfer and coyld
transfer to apprapriate personnel. However the that decision for caller. CA explained that she would have to type
operator would not allow her to transfer the call. caller and would let her know caller's response. Customer was up

Customer stated that she made it known that she is the did not want to wait for caller's response. Reviewed procedure to

switchboard operator and know to whom the call is when reaching a switchboard including proper phrasing.

going to but feft that operator was obstinate and refuse

to allow her to transfer the call. it was poor customer

service and that she handles a lot of call and couldn't

tied-tupthecattqueve:

VCOQO caller gave a call to number and nothing 01/08/07 |Agent didn't recall but knows not to hang up on customers.

happened. Eventually agent hung up on the inbound

VCO caller.

Service - General 01/12/07  |Inbound call technical problem reported at 8:15 am CT on 1/12/07
in increased queue times. The problem was completely resolved +
am CT by CapTel Technical Support.

Service - General 01/12/07  |Inbound call technical problem reported at 8:15 am CT on 1/12/07

in increased queue times. The problem was completely resolved :
am CT by CapTel Technical Support.




Florida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

f |Nature of Complaint Date of Explanation of Resolution
int _ Resolution | L

Captions - dropped characters/garbled text 01/16/07  |Sent letter explaining how the CapTel works and how the quality ¢
phone line or network affects the quality of the captions.

Technical - General 01/16/07 _ |Investigated incidence of customer not being able to dial "0"

Account Login Failure 01/19/07  |Unit’s account activated. Unit now operational. o

Disconnect/Reconnect during cails 01/23/07  |Explained to customer the difference between a regular phone an
traditional phone. Explained to customer why disconnection/recor
might be occurring.

Caller reported that he has not been able to get 01/24/07  |Apologized for the incident. Will look into this problem. When che

through to FL Relay this afternoon and just rings and traffic panel, screen showed that the FL JAX call center was i hoe

rings with no answer. He dials the toll free number 800- operators available. Time 1:35 - 1:40 pm CST. No follow up requs

955-8771.

Disconnect/Reconnect during calls 01/25/07  |Sent customer information explaining the difference between a C
a traditional phone. Explained to customer why disconnection/rec
might occur and sent email with tips to reduce occurrence.

Customer requested an OSD operator 3 times and 01/26/07 |Discussed call with Agent who did not recall this call but stated th:

agent refused to transfer. Agent was rude and hung up transfers all requests. Instructed her to get a supervisor if there ai

on custorner after a few minutes. problems with a call.

Agent disconnected call 4 times. (1/29/07  |Apologized to customer. No agent with this number. No action tak

Disconnect/Reconnect during calls 01/29/07  |Sent customer information explaining the difference between a Ci
phone and a traditional phone. Explained to customer why
disconnection/reconnection might aeeur and sent email with tips t
occurrence.

Disconnect/Reconnect during calls 01/31/07  |Sent customer information explaining the difference between a C:
phone and a traditional phone. Explained to customer why
disconnection/reconnection might occur and sent email with tips t

Dialing Issue - Unable to dial regional 800 number 01/30/07  |Technical Support made an adjustment so that CapTel user can
successfully make captioned call to regional 800 number.

Caller reported that he could not get through to the FL.  |02/07/07  |Asked the caller to hold while | placed test call from Customer Se

Speech to Speech number, 877-955-5334, from his
cell phone or from his work number and also had four
others in his building try to get through. None were able
to connect successfully; they only got ringing and

ringing.

phone to the number, call was answered in two rings with no prob
Apologized to the caller and said a Trouble Ticket would be enter
follow up requested. All test calls are completing. Problem not duj

tnternal Update Performed

Technician performed an upgrade with the Rockwell system and |
calls and was successful. Closed.

I
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June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

p n e
' INature of Complaint Date of Explanation of Resolution
nt Resolution
Agent was not polite and hung up on caller 02/12/07  |Agent did not recalt hanging up on a customer and stated thgt the
probably a wrong number (calling the food stamp office) and was
reached a wrong number.
FL VCO user's calls do not come in branded VCO 02/08/07  [Apologized, explained benefit of using the dedicated VCO tol| fre¢
when she uses 711 and she has to call back for Entered Trouble Ticket. No contact wanted. Technician resolved !
rebranding. Customer Service sent the VCQO material to the customer to nelp
set up branded VCO in the system properiy.
VCO customer very upset that Relay system has 06/10/07 |Apologized for problem and advised complaint would be entered |
changed within the last few days and she cannot management to call her back. Customer did not have operator 1D
connect properly with;, VGO system is inconsistent and dials via 711 RCS provided FL Relay dedicated line number.
when customer cannot make her calls via Relay. She requested. Called customer 3 different times and there was no ar
must resort to traveling to who she is trying to call and investigating this situation and anocther resolution will be provided
ieaving a note. Customer will go to higher authority if required 180 days.
this problem is not resolved.
N
Internal Update Performed
Technician with 2 LEC called to report that an 02/13/07  [Apologized for the inconvenience and told him a trouble ticket wo
employee who uses TTY FL Relay and dials to 711 entered. Ticket asked tech to contact the rep to do testing to reso
nas not been able to connect to any number since last issue. Follow up requested. Area code/ANI missing. Performed In
weekend (2/11). The system is dropping the first two Update.
digits of the area code, then showing 8 digits, then 90
in the info digits. (The 90 is the first part of the area
code). Caller was told that a new system had been
installed that may cause the problem.
S
Internal Update Performed
Agent took too long to take VCO caller's number. 02/15/07 [Forwarded on to correct center for follow up. Agent did not remen
Waited forever for relay to respond. sometimes has trouble setting up calls on the Phoenix system {ne
Understandsto-getsupervisor whenthere-areproblems:. —
From 8:00 to 9:30 and at 11:00 AM, customer was 02/15/07  |Forwarded on to correct center for foliow up. Attempted to contac
unable to get a relay operator. Tried several times and customer.. RNA on 2/19 @ 215p CT.
different numbers and was unable to get an operator.
VERY MAD with the company and demanded that we
have operators available anytime during the day or will
get her lawyer involved. Demanded a follow-up call on
this.
Disconnect/Reconnect during calls 02/21/07  |Advised customer to try the CapTel on a different jack in the hom!

Customer has since moved to her new residence and has not req
additional assistance.




Florida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

Nature of Complaint Date of Explanation of Resolution
Nt Resolution . _ L '

FL TTY customer not able to call through the relay to a {02/22/07  |Apologized and entered Trouble Ticket. From the IT department: !

cell phone. Customer is getting an error saying "Call test calls, investigating. 2/22 1530. Duplicated with Sage. Phoenix

can not be completed.” will not complete call to 305-316-1667. Escatated to development.
2/23 NXX 316 is new NXX, not recognized in VNH file. VNH file u]
production, tested. -

Internal Update Performed Called customer 3 different times via TTY and VRS, no answear n¢
answering machine come on.

Technical - General 02/26/07 {Technical support did an adjustment in the system to resolve othe
experience. Resolution provided.

Person was receiving multipie calls through the FL 03/07/07  linsufficient information from customer to take further action.

relay service. the calls included a lot of vulgarity. The

person dees not wish to receive any more relay calls.

Technical difficulties - takes 45 minus to get thru to 03/05/07  |Forwarded concern to TMCC for investigation. Not sure what time

relay. Also not getting the voice now message on her was made.

VCO phone. Could not get thru when she needed 911

service.

Disconnect/Reconnect during calls 03/05/07  |Sent customer information explaining the difference between g C¢
a traditional phone. Explained to customer why disconnection/rect
might occur and sent email with tips to reduce occurrence.

Disconnect/Reconnect during calls 03/05/07  |Sent customer information explaining the difference hetween a C¢
phone and a traditional phone. Explained to customer why
disconnection/reconnection might occur and sent email with tips €

. occurrence. .

Disconnect/Reconnect during calls 03/07/07 |Explained to customer why disconnection/recennection might oo
sent email with tips to reduce occurrence.

__|Agents were not responding and only sent grestings 3 {03/05/07Forwarded-on-to-custermer service for technicatassistance Thig 1+
times and hung up. They did not respond when technical issue that has been reported.

customer gave them a number to call. Customer is not

sure if it's the agent's fault as it's been happening over

the last 3 days. Feels it may be a service problem.

Many agents have done this so that's why it could be a

roblem with line.
Service - General 03/06/07  |Customer reported incidence that occurred on 3/5/07. Technical p

identified on 3/5/07. Resolution provided by network vendor on 3/£
1:30 PM Central Time.

—
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June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

e

| Nature of Complaint Date of Explanation of Resolution
nt Resolution

Accuracy of captions 03/07/07  |Customer shared feedback regarding accuracy of captions. CS R
apologized for incidence and thanked customer for the feedpack
informed them that information would be shared with appropriate:
service staff for follow up. Suggested customer document the dat
and CA number for more specific follow up.

Disconnect/Reconnect during calls 03/07/07  jAdvised customer to contact telephone company to check and po
upgrade phone line. Also advised customer to temporarily djscont
security system to determine if that device is interfering on phone

Disconnect/Reconnect during calls 03/07/07  [Sent customer information explaining the difference between a C:
phone and a traditional phone. Explained to customer why
disconnection/reconnection might occur and sent email with tips t
accurrence. -

Disconnect/Reconnect during calls 03/08/07  |Explained to customer difference between a CapTel phone and 2
phone. Explained to customer why disconnection/reconnection mi
occurring and recommended that they have their phone lines che

Dialing Issue - Unable to dial regional 800 number 03/08/07  [Technical Support made an adjustment allowing customer to reac
regional toll free number.

After CA greeting, customer typed number and GA but |03/10/07  [Spoke to CA who did not remember the call. Suspect it may have

no response from CA, then line hung up. Not sure if it dropped call or other technicat error, since the CA does not norm:

was an accident. recetve FL calls. Possible non-agent error. Sent email to cus tome
3/10/2007 explaining that we did in fact talk to the CA and that it n
been a technical issue that will be addressed.

Agent completed 1st call and when given another 03/12/07  [Coached CA on proper calling procedures.

number to call, agent disconnected. L

FL VCO user complained his callers get a "numberis  |03/12/07  [Apologized, and entered Trouble Ticket. Customer wants copytact

_ldi " i ing-him-via FL resolution—Could netdupticate "Out of Service" tonumberbotpy fro

Spanish Relay. Customer says there is not problem and through Phoenix desktop. Since ticket was opened, we have

with voice callers to his same number. Call Controllers and Phoenix software. 3/12/07: Called via Sp anis!
from 816-478-5465 and with CA, the call connected but customer
in. | tried to call again later same way with CA and got the recordi
Out of 8v. | called direct and the line connected fine.

Account Login Failure 03/13/07 __ |Unit’s account activated. Unit now operational.

Internal Update Performed 03/15/07 _ |Forwarded complaint to Team Leader for coaching.

e
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June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

Nature of Complaint - Date of Explanation of Resolution
nt _ . _ .| Resolution | L ' _

Transmission was terrible. Operator was not giving all Agent did not remember call, but felt really bad about it. Team Les

the information at the beginning. Caller was not getting coached CA on proper calling procedures.

responses from the operator and operator hung up on

the caller at the end. —

Accuracy of captions 03/15/07 Customer shared feedback regarding accuracy of captions. CS R
apologized for incidence and thanked customer for the feedback ¢
informed them that information would be shared with appropriate
service staff for follow up. Suggested customer document the date
and CA number for more specific follow up.

Customer said agent hung up on him/her, 03/16/07  |Supervisor met with agent and discussed appropriate call closing
procedures. Agent understood well. Not enough information is pro
further investigation.

Disconnect/Reconnect during calls 03/16/07  |Gave customer information explaining the difference between g C
a traditional phone. Explained to customer why disconnection/rect
might be occurring and gave tips to reduce their accurrence.

Agent did not respond when customer asked fo dial 04/03/07  |Agent number is not listed; nc phone number provided for further

number. investigation.

Agent didn"t respond when customer asked to dial 04/11/07  |Coached operator on the need to stay focused, respond to questic

number. Has happened more than once with this by customers and went over appropriate disconnect procedures, b

particular agent. number provided, therefore, further investigation is not possible,

Agent did not respond when customer asked to dial 04/12/07 |Agent did not remember this call, but has been coached on remair

number. focused on all calls and responding properly. Agent understood.

Agent did not respond when customer asked to dial out |04/19/07  |Supervisor met with agent regarding this issue. Agent has reporte

number. occurrences of calls dropping in and freezing on the screen. Wher
happens,-supervisor assistanceis Icqut:bl.cu torestart commputer;
known technical issue. Agent is aware to continue to call supervisc
assistance as needed.

Complained that agent took too long to place call and  [04/03/07  |Agent no longer here, unable to follow up.

refused to get supervisor after requested.

Took too long to place call and refused to get 04/12/07  |Supervisor met with agent and she is aware of the required dial ou

supervisor upon request. and to get g supervisor if she is having difficulty dialing out.

Disconnect/Reconnect during calls 03/21/07  |Explained to customer the differences between a CapTel phone ai

traditional phone and why disconnectionireconnection might be oc
Suggested tips to reduce their occurrence.




Fiorida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

r—— et

—— s

F - |Nature of Complaint - Dateof . Explanation of Resolution
nt L e Resolution 3 . - -

A FL voice customer (teenager) has been receiving 03/23/07  |Apologized and explained we can no longer block calls due to FC

harassing calls through Sprint IP Relay. Customer regulation and referred customer to local PD and FCC. No follow

wanted these calls blocked from her cell phone requested.

because she would have to pay the bill for minutes

used by receiving these calls.

Captions Lag too far behind voice 03/27/07  |Customer shared feedback regarding the lag in the captions. CS |
apoiogized for incidence and thanked customer for the feedback :
informed them that information would be shared with appropriate
service staff for follow up. Suggested customer document the date
and CA number for more specific follow up.

Asked agent for supervisor and then agent transferred {04/09/07  [Customer requested follow up via e-mail. Agent is no longer empl

call instead and the line disconnected.

Agent continuously is disconnecting caller. 03/28/07 |Forwarded to Florida Center Manager; Manager met with agent o
regarding this complaint. Explained the severe consequences of
disconnecting customers and agent understood. No phone numbe
provided, therefore, further investigation is not possible.

TTY customer said that the supervisor would not get  [03/30/07 Apologized. No follow-up requested. Met with Team Leader and ¢

them a agent, customer wanted a new agent because the importance of following customer instructions and good custor

the agent dialed the incorrect numbert. service. This supervisor understands.,

VCO Customer gave agent the number to dial and the [04/16/07  [Agent did not remember this particular call. Appears that this may

customer waited about 20 seconds, then agent typed been a technical difficulty and number did not come across screer

(no response) and hung up on customer. Supervisor went over appropriate call closing procedures and age|
understood well,

FL TTY user complained of getting extreme garbling,  [04/04/07  [Apologized, explained | would let the techs know the issue, and re

and her call disconnects before the relay greeting Ultratec for advice. Customer would appreciate contact from techn

completes. troubleshoating. Called customer twice and received the same rec
"TFhisnumber-has beendisconnected™
__|Internat Update Performed
Caller gave agent the number to dial and waited fora  [04/16/07  |Discussed with agent in reference to incident. Agent did not recall

response from agent - then heard a dial tone. Agent
disconnected caller.

disconnecting a call intentionally, however, supervisor went over g
call closing procedures. No phone number provided therefore, furt!
investigation is not possible.
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June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

nt |-

Nature of Complaint

Date of
Resolution

Explanation of Resolution

Though a Voice user, this caller said he tried to place
an Internet call but was disconnected by the operator,
who typed something to the effect of "l refuse to place
this call" {the caller didn't remember the operator's
exact wording).

04/20/07

The supervisor who took the call recorded the information and tol
caller that it would be forwarded to the proper personnel. Agent re
the call and had explained that Sprint IP policy does not offer Spe
translating services via Sprint IP. Caller seemed dissatisfied with
explanation. No phone number provided for further investigation ¢
termination.

Caller asked if there is a problem with Florida Relay
because lately for the first time in 10 years, the
operators wait for the typing to stop before they read.
This woman said she was an operator for FL relay and
her husband is deaf and she wants to know what is
with the delay all the time lately. Is there new Florida
training?

04/16/07

Follow up requested. Called customer and spoke with her for 10 1
Customer used to work for PRC and MClI as a CA. She and her h
usually hang up and wait to get a different CA and then the phone
progresses fine. Suggested to her that if it happened again, to ple
document the CA number and that we would coach that CA. Cusf
satisfied.

Internal Update Performed

e

Disconnect/Reconnect during calls

04/16/07

Sent customer information explaining the difference between g Cq
a traditional phone. Explained to customer why disconnection/rec
might be occurring and sent tips to reduce their occurrence.

Disconnect/Reconnect during calls

04/18/07

Sent customer information explaining the difference between a C:
a traditional phone. Explained to customer why disconnection/rec
might occur and sent email with tips to reduce occurrence.

at all hours of the day and night. It rings 3 times, then
hangs up. No answer, no "Hold for next available rep.”
Calling from two different numbers.

Customer calied FL. Relay multiple times since 4/16/07,

05/01/07

Cail controller was rebooted in Lemoore, CA. No further issues_

V/CO user stated he provided-operator with-calling

e

number and carrier of choice. The operator dialed the
incorrect number and would not repeat the number he
dialed. Also disconnected on VCO user.

Stpervisor metwith-agentandreviewed call proceduresAgent o

remember this call. Explained importance of responding to custor
correct info and went over appropriate call closing procedures.

Disconnect/Reconnect during calls

05/07/07

Sent customer information explaining the difference between a C:
a traditional phone. Explained to customer why disconnection/re ct
might occur and sent email with tips to reduce occurrence.




Florida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

~ [Nature of Complaint Date of Explanation of Resolution
nt { 2 _ . _ | Resolution _ . _ .
Customer said agent was very rude. Gave agent 05/15/07  [Team Leader met with this agent about proper disconnect proced
number to call, agent dialed and typed "Invalid number agent did not disconnect on purpose. There was no response afte
SKSKSKSK." Did not give customer chance to type or so the agent went thru the disconnect procedures properly. Could
request a different number. Agent just put "SK" 4-5 technical issue if the customer was typing and the agent was not
times and hung up. text. Trainer emailed the customer about the complaint on 5/ 5/0
FL TTY customer called to complain that he was 05/10/07  |Apologized for inconvenience. Opened Trouble Ticket. Follow up
receiving an error message: INVALID CARRIER IN Emailed customer with resolution and thanked him for bringing it
DIAL THRU NUMBER, PLS REPEAT when he called attention. Setup fite on customer TTY incorrect. This has been res
to relay service, even though custorner had not entered
a number to dial. He said this has been happening for
the past month or month and a half. The last time it
happened was approximately 11:30 5/10/07.
—
Customer said agent did not follow calling instructions [05/15/07  |Agent number is not listed, and no phone number available for fol
and hung up on caller. o
Customer called relay center's direct line and was very |05/16/07  |Customer wants follow up phone call. Center Manager observed t
angry, spoke to manager. Stated that his mother, who complaint and contacted the center manager in Sicux Falls inyme
is deaf, had called him approximately 11:32arm and Manager in Sioux Falls met with agent and discussed the sityatior
during the conversation, Agent 6219M started typing
profanity "[F... you" to his mother. His mother
responded "Why are you cursing at me?" Customer
replied that he was not and confusion occurred. Both
were very upset about the situation., .
During the call, the customer started talking directly to agent. Aftel
three attempts in redirecting the customer, who became upset wit
| agent-agentstartedretaying the commentsthatcustormer made—
mother had observed this part, which led to confusion. Agent was
processing the call correctly. Non-agent error.
Per follow-up request, customer was called by Center Manager Of
at 1:45 pm. No answer. Per follow-up request, customer was calle
Center Manager on 5/24/07 at 10:20. Customer answered and Ce
Manger explained situation. .
Disconnect/Reconnect during calls 05/16/07  |Explained to customer why disconnection/reconnection might e ¢

and gave tips to reduce their occurrence.
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June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

nt

Nature of Complaint

Date of
Resolution

e T

Explanation of Resolution

Customer stated that ageni hung up on her during the
middle of her call. Voice person had put customer on
hold and customer thinks that agent hung up the call.
She now feels bad that the voice person thinks she
hung up on them.

05/17/07

Team Leader talked with the agent approximately 5 minutes ofter
from this customer ended. The agent said that there had been no
disconnects that afternoon and at the time of the call, she was not
a Florida gated station. It is suspected that the customer wrote do
incorrect agent number. Non-agent error. No action taken.

Echo Sounds - CapTel user hears

05/17/07

Advised customer to make use of Volume and Tone settings to of
sound quality on CapTel phone. Advised customer how to proper!
handset for echo reduction. Customer subsequently sought exche
CapTel phone console.

FL TTY customer called to complain that her when her
boyfriend calis her from a prison TTY, the message is

always garbled. The last time was 5/18, approximately
7:45 p.m,

05/18/07

Apologized for inconvenience. Opened Trouble Ticket. Since she
boyfriend is the only one who calls her through relay, it is difficult t
the problem. 1 did call her back via relay and she had no probjems
me. Follow up requested. Suspect prison TTY. If customer calls b
notate agent ID and ' pull call logs. Also, make sure prison TTY |
‘auto’,

FL VCO customer called to complain that she is having
problems with agents whose number starts with 6. The
range of troubles includes agents seemingly not able to
hear her, incomplete relay greeting, words typed twice,
and numbers not being out-dialed.

05/21/07

Apologized for inconvenience. Opened Trouble Ticket. Follow up |
Resolution is pending and will be completed within the required 1€

Caller is upset because agent hung up on her two
times. After being hung up on the 1st time, customer
called back into relay and got the same agent and was
hung up on again!

06/11/07

No follow up requested. Agent did not recall this particular call; ho
supervisor went over appropriate closing procedures and agent ur
Agent is aware of the consequences of disconnecting customesrs.
number is provided; therefore, further investigation is not possible

| Customer was very upset that agent up on her/him.

06/11/07

noloaized fart N saoe A bl

Customer was very ASL and lots of garbling was on
the call in to Custormer service,

LERTS

=

Apologized-fort and-assured-thatthecomplaintwogld
as stated. Supervisor received call from customer service this san
the complaint and supervisor met with agent. Agent did not recall
unusual happening and went over the appropriate closing procedL
Agent understood the consequences of disconnecting customesrs.
number provided for further follow up.

10

S
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June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

Nature of Complaint Date of Explanation of Resolution
nt Resolution .

VCO customer having troubie reaching the relay 05/23/07 |Apologized and entered Trouble Ticket. Follow up requested. Re-

through both 711 and the toll free number. investigating this situation and another resolution will be provided
required 180 days. Pulled agent logs from machine. Agent could
customer, so disconnected call. Agent logs appear consistent witt
agent says. Customer called back, got same agent, and complete
fine.

FL TTY customer states during 2 conversations using [05/25/07  |Apologized and entered Trouble Ticket. No follow up requested. T

FL Relay the text from the operator just stopped tested the call and there was no problem with it.

coming across o him.

VCO customer could not be heard by the outbound 05/24/07  |Apologized for the technical problem. Service Ticket was opened

party. up. Resolution is pending and will be completed within the require
days.

Customer asked relay to diaf a number to leave a 06/07/07  |Agent number is not listed in our center. No phone number provid

message and agent disconnected call before message therefare, further investigation is not possible.

was left.

Disconnect/Reconnect during calls 05/30/07  |Sent customer information explaining the difference between g C:
a traditional phone. Explained to customer why disconnection/rec
might be occurring and gave tips to reduce their occurrence.

FL VCO customer stated her VCQ branding keeps 06/05/06 |Apologized. Unable to resclve complaint, since its a technical issu

falling off. She said she has to keep calling and having Trouble Ticket has already been opened.

the branding put back on every couple of weeks and

she's tired of it. When she came into customer service

her branding was there.

FL VCO customer stated her VCO branding keeps 06/27/06  |Apologized to the customer and turned in Trouble Ticket to Jack s

falling off every two weeks and she's tired of it. When Miami. Assigned to Sprint Tech.

she galled in to customer service her VCO branding

was there. _

Disconnect/Reconnect during calls 06/21/06  |Sent customer information explaining the difference between a C«

‘|phone and a traditional phone. Explained to customer why
disconnection/reconnection might be eccurring and sent letter weith
reduce their cccurrence.

Disconnect/Reconnect during calls 06/07/06  |Sent customer information explaining the difference between a Ce

phone and a traditional phone. Explained to customer why
disconnection/reconnection might occur and sent email with tips t¢
oCCurrence.
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Florida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No, of Complaints - 180

Nature of Complaint Date of Explanation of Resolution
nt Resolution .

Disconnect/Reconnect during calls 06/08/06 |Explained to customer why disconnection/reconnection might be ¢
and sent letter with tips to reduce their occurrence.,

TTY customer reported agent did not cooperate in 06/16/06  |Apologized, no follow up requested. Met with agent, who stated th

making call to insurance company; agent disconnected the outbound person that refused to take the relay call. That was |

call but did not provide details when requested. to the customer, but then customer hung up. He did not hang up ¢
customer. Coached agent on the importance of always keeping th
customer informed, and typing everything verbatim.

Caller said the Florida Spanish line (877 955 8773) has [06/13/06 |Apologized for the inconvenience.

long wait times to get a Spanish operator.

Disconnect/Reconnect during calls 06/14/06 [Seems customer has an amplified ringer plugged into second jac}
bottom of phone which may be causing disconnection during som
captioned calls. Aiso sent customer information explaining the diff
between a CapTel phone and a traditional phone

Disconnect/Reconnect during calls 07/06/06  [Apclogized for incidence and sent customer information explam
difference between a CapTel phone and a traditional phone. Exple
customer why disconnection/reconnection might occur and sent el
tips to reduce occurrence. L

Cannot connect to VCO number for FL, and customer [06/20/06  |Supervisor added customer database note instruction reading "do

stated this is not a technical problem, it is a people abbreviations." Supervisor completed trouble ticket for the connec

problem. Supervisor assisting calier tested FL VCOQ issue. Customer requested follow up from FL. account manager. A

number and was able to connect to the FL VCO Manager contacted the customer and reassured the customer thz

number. Customer also stated that agents abbreviate coach the agent to be sure not to use abbreviate words, Custome!
words that cannot be understood. satisfied.

Customer stated that they asked the operator to call 07/05/06 Met with agent, but did not remember the call. Coached agent on |

again and the agent would not help or redial. No fallow severity of hanging up calls.

up requested.

TTY customer typed "pls call the # but operator did not-[07/18/06 —Fellow-up-requested-Agentdid-notremember the caftAgent was

call for me. | asked are you there third time no answer." on the importance of dialing the number with in 3 seconds after the

Internal Update Performed

VCO caller stated that 9200 series operators always 07/18/06  |Apologized; no follow up requested. Advised all agents that not re <

transmit (Voice Now) but do not open the line to hear a customer was not acceptable. Also advised all agents of the

her speak. consequences of this type of action. We continue to follow up to
that all agents are responding and opening the bridge for all VCO «

TTY customer stated that this agent did not type the 06/23/06  |Apologized. No follow-up requested. Unable to follow up due to ag:

recording so they did not know what was going on.

active.
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Florida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

Nature of Complaint Date of Explanation of Resolution
nt Resolution .

Sound Quality - Buzzing 06/29/06 |Advised customer to seek replacement phone console through stz
agency.

Customer stated the operator was nasty and rude. 07/20/06  |Met with agent. She stated that she would never be rude to any c

When caller asked to speak to a supervisor, operator Coached agent on the consequences of being rude to a customer

said "where you are, toc bad!” and hung up. (Caller hanging up on a customer was not accepted. Will continue to follo

calling from correctional facility) agent.

This agent was rude to customer. He was mumbling 07/10/06 |Apologized to the customer and assured them that a supervisor v

and would not repeat what he said. : follow-up with the CA. Unable to resolve due t¢ inactive number.

Accuracy of captions 07/21/06  |Explained to customer how word errors may occur between words
sound alike and apologized for any inconvenience. -

Disconnect/Reconnect during calls 07/12/06  |Apologized for incidence and sent customer information explaining
difference between a CapTel phone and a traditional phone. Expla
customer why disconnection/reconnection might occur and sent ey
tips to reduce occurrence.

Accuracy of captions 07/14/06  |Customer shared feedback regarding accuracy of captions and ca
speed. CSR apologized for incidence and thanked customer for th
feedback and informed customer that the feedback would be share
appropriate captioning service staff.

Caller reported that when dialing the French Creole 07/18/06  |Apologized for inconvenience. Customer requests foliow up from £

number for FL Relay, they keep getting CA with ID Manager. AM contacted customer to apologize for this inconvenier

number beginning with 6 instead of 9. The CAs with #6 explained to the customer that it's the system that route to next av;
do not process the French Creole calls correctly, they agent. Also offered some different sofutions to bypass this problen-
cannot type in French. Caller makes relay calls to Haiti Customer is OK with the solutions.

to family and wants all calls to be handled by CA

beginning with #9 at that call center.

Customer was transferred from Florida relay service to 102/17/07  |Apologized and suggest that they get his TTY checked and if the D

| Customer Service and-the garbling was-so-bad-thathe
could not read the typing text and had to hang up and
redial direct to Customer service. The garbling then
stopped and he could read everything that was typed.
He reported that this is happening much more
frequently with Florida relay service even though he
has both Auto Id and Turbo Code turned off.

continte, customer wittget back tous o this.
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Florida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

nt

Nature of Complaint

Date of
Resolution

Explanation of Resolution

Customer stated he called into French Creole gate and
needed to place urgent call. Said the operator didn't
follow instructions. Said he asked to be transferred,
agent refused and toid him this is "damn bullshit." Said
he calls Miami center and gets agents whose ID's start
with 9 and never a problem. Caller asked for a
supervisor and the agent replied he is the supervisor
and there is no one here for the caller to speak to - just
him and he's in charge. Operator refused to transfer
and refused to give the toll free number for Florida
Relay. Customer requested follow up.

(8/06/06

Comp!éint handled by Center Manager. Agent no longer employec
up sent 8/2.

Customer called to complain that Operator did not
connect TTY to TTY. Instead operator transferred to
another department. Customer stated agent was rude.

08/13/06

Supervisor talked to agent about the call. She stated that she coul
what happened and she knows TTY to TTY call procedures and v
transfer to anyone.

FL VCO user called to report that she was
disconnected three times in a row right after the
greeting, and each time it was the same agent. She
suspected a technical problem, not agent fault,

07/25/06

Apclogized for the inconvenience. Follow up reguested. Troubie Ti
opened.

FL voice customer inquiring about our service and if it
is a scam. Customer Service apologized to the
customer. Customer does not need a follow up.

07/27/06

Customer Service educated the caller on the policies of relay.

Disconnect/Reconnect during calls

08/02/06

Provided some suggestions to resolve the disconnections but cust
needs assistance. Advised customer to contact issuing agency to ¢
home visit and set up her unit.

Annolooize . H

ast two
days when he calls the FL VCO and TTY numbers, he
gets "strange flashing lights™ on his TTY and only
reaches a busy signal.

Apologized-forinconvenienceOpened-Troubie Ticket Foltow up 1
Technician performed test call into center with Customer ANI, cam
with correct customer info. Have not received any reports of issues
in. Suspect LEC issue. Customer will call back if problem comes b.

Caller complained that the operator hung up on them.
Caller is unable to place calls through this operator -
they have had problems with the operator before and
would like the operator coached. No follow up
reguested.

08/13/06

Agent stated that he would not hang up on a caller and that the cq
up on him.

14



Fiorida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

Nature of Complaint - ‘Date of : Explanation of Resolution
nt] e Resolution | _ o L

VCO customer (branded) asked for frequently dialed  |08/10/06  [Thanked customer for feedback. Coached agent on the proper pr

number. Operator did not respond or dial out.

Customer then typed "did you understand what | said?"

but still got no response from operator. Customer

thought maybe operator was unfamiliar with "frequently

dialed numbers." _—

Customer called and stated when they were ona call = [08/26/06 |Operator no longer employed.

they think the agent made a mistake and hit the wrong

key and call disconnected. Stated not to fire operator -

just speak to him. '

Accuracy of captions 08/15/06  |Customer shared feedback regarding accuracy of captions and cz
speed. CSR apologized for incidence and thanked customer for tt
feedback and informed customer that the feedback would be shar
appropriate captioning service staff.

Disconnect/Reconnect during calls 08/15/06 |Apologized for incidence and sent customer information explainjnt
difference between a CapTel phone and a traditional phone. Expl
customer why disconnection/reconnection might occur and sent e
tips to reduce occurrence. o

Disconnect/Reconnect during calls 08/23/06  |Sent customer inforrmation explaining the difference between a Cz
phone and a traditional phone. Explained to customer why
disconnection/reconnection might occur.

FL voice customer called to report that his caller [Dis  [08/27/06 Apologized. Set caller ID to send in customer database. Custorm e

not sending when he calls his mother via relay, so he is
unable to connect to her.

back saying this didn't work. Opened Trouble Ticket. Follow up re
Tech test-called using customer's caller ID and it was passedon r
problems. AM communicated with the customer and customer will
to test his Caller ID and call us back if there's still a problem.

__{FL Voice i i le to reach his

mother and gets a recording which refuses blocked
calls,

08/28/06

s

Apologized andenteredTrouble Ticket-Customer does wantcon
contacted customer and resolved the technical issue with the LEC

FL voice customer called to complain that her caller iD
does not send when she calls her VCO sister, and her
VCO sister's caller ID does not send either, even
though both numbers are set to send caller ID. This

leaves them unable to reach each other.

(8/28/06

Apologized for inconvenience. Opened Trouble Ticket. Follow up r
Tech repaired CID issue and made several attempts {o contact cu
but na luck.
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Florida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

- |Nature of Complaint Date of Explanation of Resolution
nt}: _ e _ Resolution: . . o .

Disconnect/Reconnect during calls 08/29/06  [Sent customer information explaining the difference between a Ci
phone and a traditional phone. Explained to customer why
disconnection/reconnection might be accurring and sent letter witt
reduce their occurrence.

Accuracy of captions 08/31/06  [Customer shared feedback regarding accuracy of captions. CS R
apologized for incidence and thanked customer for the feedback
informed thern that information would be shared with appropriate
service staff for follow up.

Disconnect/Reconnect during calls 08/30/06  [Sent customer information explaining the difference between a C:
phone and a traditional phone. Explained to customer why
disconnection/reconnection might occur and sent email with tips t
occurrence.

Caller said agent disconnected his call and also 08/31/06  |Supervisor coached agent on proper call handling procedures. Ag

interrupted him while sfhe was typing. he understood.

The caller was trying to contact a customer who uses a [09/04/06  |Apologized for rudeness and failure to help place the call. Explair

TTY. She knows how fo use relay, but she has never caller how to place a call using relay. No follow up required. Supe

placed a call before (she's only received calls). When spoke to the operator about this call and advised to explain relay

she dialed into relay she was not familiar with what info voice customer if they are not familiar and also to use good custol
the operator needed, and the operator would not service skills. Advised it is never appropriate to be rude to a custo
explain to her how to place the call. The operator told

her to call Customer Service for instructions. The caller

also said the operator was very rude.

Captions - dropped characters/garbled text 09/13/06 _ |Recommended customer move CapTel phone off the splitter she

FL TTY customer stated agent did not dial the right 09/13/06  |No such agent with this number.

number, did not follow their instructions and then

disconnected their call

Disconnect/Reconnect during calls 09/14/068 |Sent customer letter explaining how to reduce occurrence of

disconnections. Recommended customer have phone company ¢
lines.

Caller requested male operator. Operator did not
respond. No holding macro and then disconnected the
call. No follow up requested.

Educated operator on proper procedures and to get a supervisor
necessary.
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Florida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

Nt

Nature of Complaint

. Dateof '}

Resolution

Explanation of Resolution

Customer stated that agent did not follow her
instructions to type "beep GA" upon receiving a voice
mail message. Instead the agent only typed "GA."
When questioned about it the agent told the customer
that this was standard procedure.

09/28/06

Thanked the customer for letting us know and assured that the ct
would be sent in as stated. Customer does want an email letting
how the public is to find out what is standard procedure and what
Agent was coached to always ask for clarification when unsure of
customer's request.

Customer stated that agent played games with his call
and the call could not be made.

09/25/06

Apologized for the problem and assured that the complaint would
as stated. No call back requested. Supervisor was present during
incident and stated a voice customer gave this agent a numiper to
when agent dialed the number a voice recording came on. T he &t
the customer it was a voice recording and he could hangup andr
number in order to leave a message. Supervisor stated customer
and hung up. Agent followed procedures.

Customer stated that agent played games with his call
and the call could not be made.

09/25/06

Supervisor was present during this incident and stated a voice cu
gave this agent a number to dial, when agent dialed the nunm ber &
recording came on. Agent told the customer it was a voice record
could hang up and redial the number in order to leave a mes sage
Supervisor stated customer got mad and hung up. Agent foll owec
procedures. No follow up requested.

Customer stated that agent played games with his call
and the call could not be made.

09/25/06

Supervisor was present during this incident, stated a voice custon
a couple of times before with the same number. Agent dialed the
voice recording picked up. Agent told the customer it was a v oice
and he could hang up and redial the number to leave a message.
the customer asked for a supervisor. Customer told supervis or th
persan stays there too and sometimes if you wait until the voice re
finishes, it will start sending TTY tones. Supervisor dialed the nun
him, TTY tones did come after voice recarding. Supervisor told cu

£ ) P
tetthe-agent-krow,or pessibly add this to-his notes so theagentt

this. No follow up requested.

Customer stated the operator disconnected the call.
The customer called back. The supervisor was
defensive.

09/24/06

Apologized for the problem. Follow up requested. Supervisor spol
operator and advised to always ask for supervisory assistance ift
any problems with a call. Follow up email sent 10/8.

Customer stated that agent 6033 dialed the first cail
but when given the 2nd number the agent did nothing
and the line disconnected. Apologized for the problem.
No follow up requested.

09/28/06

Trainer spoke with the agent and the agent stated that they did nc
disconnect the call. They remembered the call and their screen st
the inbound disconnected after the first call. Agent followed proce
agent error.
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Florida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

F |Nature of Complaint Date of Explanation of Resolution
int Resolution | _ _ '
Disconnect/Reconnect during calls 10/03/06  |Sent customer information explaining the difference between a C:
phone and a traditionat phone. Explained to customer why
disconnection/reconnection might occur and sent email with tins t
oceurrence,
Voice customer called in and said that the CA took her |10/15/06 |Apologized to the customer. Follow up requested. Contacted cust
time to answer the phone and was laughing as well. 10/17/06 @ 9:00 am stating this agent {D number is currently una
therefore further investigation is not possible. Customer understot
stated he would be sure to note the agent number because he re:
sure.
Voice customer called in to call a TTY number and 10/20/06  |Apologized to the customer. Follow up reguested. Met and coach
instructed the CA not to press any buttons and a TTY always follow customer's instructions. Followed up with the custor
would pick up. CA did not follow instructions. Asked the mentioned that the CA had been coached. | also addressed the is
CA to redial and stilf did not follow instructions. switching agents per customer's request. | explained to the custor
company's palicy, that we cannot switch agents. .
Asked for a supervisor to request an agency switch 10/20/06  |Apologized to the customer. Follow up requested. Met and coach:
due lo previous customer contact. When the always follow custorner's instructions. Followed up with the custor
supervisor came on the line, he felt that the supervisor mentioned that the CA had been coached. Also addressed the iss
appeared not to care about handling the problem. switching agents per customer's request. | explained to the custor
company's policy, that we cannot switch agents. L
Account Login Failure 10/17/06  |Unit's account activated. Unit now operationail.
Voice cell phone customer unable to dial TTY number |02/17/07  |Apologized and opened Trouble Ticket. Customer did not request
via Relay but able to dial direct; customer needed to Not a vatid AN Tried to contact the customer for correct ANl No
drive 60 miles to get a message to TTY customer and after several attempts from technician.
wants problem fixed immediately.
Customer complained that some operators (not the 10/20/06  [The complaint was not against operator, but other operators (calle
one handling the call) were putting her calls thru on have numbers). Non-agent error.
__1Sprint LD not Bellsouth {which-is-in-her notes}—offered
to transfer to customer service and she accepted.
Agent did not respond when customer gave number. 10/31/06  |Agent stated that she did not recall this situation and that she doe

Customer hung up and got same agent - agent did not
respond again - customer hung up and got an agent to
respond on 3rd call - very frustrated and annoyed

up on customers.
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Florida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

int

Nature of Complaint

Date of
Resolution

" Explanation of Resolution

Voice customer stated that this agent started out typing
quickly but then as the call went along the transmission
time became very slow, She also said this agent
spoke directly to her brother (who initiated the call) in
person mentioning his name. The caller didn't
appreciate the agent being this familiar with him like
she knew him. He hung up and tried calling back for a
different agent and got this same agent 3 times.

10/29/06

Let the customer know that we had been having problems with th
transmitting more slowing as the call goes along. Thanked thes cu
letting us know and assured the complaint would be sent in as stz
call back requested. Agent stated she didn't remember doing sot
confused - she states she thought part of CS| was using the part)
she wanted to. Educated that it was OK in the opening of the calll
speaking to a party directly during the conversation if that is what

Customer stated that agent did not redial when
requested. Customer stated that they waited for 5
minutes for agent to redial,

11/18/06

No follow up requested. Agent stated she did not recalt this call b
to follow customer instructions.

inbound VCO caller stated that he typed VCO GA and
the agent did not respond. Caller asked repeatedly for
VCO and the number he wanted to call, but the agent
didn't respond. Asked for supervisor but agent wouldn't
get one. Hung up and redialed relay and got the same
agent who made the same mistakes and wouldn't get a
supervisor,

11/03/06

Apologized to customer and had other agent piace the call. No fo
requested. Agent no longer employed.

Customer stated that she has been trying to reach her
party alt day that she has repeatedly gotten this agent
who is rude to her. She has wanted to complain but
agent kept changing his employee # and not telling
her his true #. When a female operator told this agent
that he could get into trouble doing that, he replied he
"didn't give a fuck, so fire me.” Customer heard this

ot et e don o o ol

11/10/06

Team Leader met with the operator regarding this situation and tt
remembered this call. Stated that this voice person calls often tO |
prank calls and operator recalls the greeting message on the ans
machine telling callers to stop leaving prank messages. Discusse
calt handling procedures and operator understood to bring it to su
attention when appropriate.

FICN = 4
exchange—GCustemerjust wanted-to feportineagent

FL TTY customer stated the relay operator made the
call successfully, but at the end of the call when the
customer typed that's all for now thanks bye sksk, the
operator did not type anything back. Customer said the
operator should type something like (your welcome)
sksk. The customer said the operator hung up without

saying anything.

11/07/06

Customer Service apologized to the customer. While typing to the
the line disconnected. Customer does not need follow up. Spoke
operator about the call. He stated that he would not hang up orn 2
intentionally and apologized for the problem.
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Florida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

leaking from inside.

f |Nature of Complaint Date of Explanation of Resclution
int Resolution

TTY customer had problem with her call being 11/02/06  (thanked the customer for letting us know and assured that the co.

disconnected in the middle of the call. She wasn't sure would be sent in as stated. No call back requested.

if it was agent error or relay computer error.

Internal Update Performed Forwarded to Technical with Trouble Ticket info.

Service - General 11/16/06  |Apologized to customer for brief difficulty trying to reach a CapTel
using the Spanish Capticning Service; suggested that the call be .
a short time later with positive results. Reported incident to Direct
Center.

Customer cailed into relay and asked agent to dial 01/18/07  |Coached operator on the proper phone etiquette, operator does n

number. Agent responded by asking customer what remember asking what the person looked like, but said will be car

s/he looked like. The customer became very upset and enunciate more clearly.

asked the agent to dial the number again and the

agent proceeded to ask "personal” questions and then

transferred the customer to customer service.

Wanted to know why CA hung up on the caller. The 11/24/06  |Supervisor discussed with CA. CA could not remember call but ki

caller will call customer service to find out why. to hang up on caller and stated it was probably a technical issue =
apologized.

Caller immediately requested a supervisor. Sup 2570F |11/27/06 |The caller demanded a call back as to why this operator is still em

came and greeted the caller. In her words: Person on Call-back requested. Operator no longer employed.

the line said he placed a call {or a call was placed to

him - he was very confused and unclear as to what

actually took place) and said Cperator 6944 wasn't

doing her job. He said he had spoken to Supervisor

1413, who outright said that Operator 6944 wasn't

doing her job, and they would discuss matters with her.

Accuracy-efcaptions +1/26/66—[Customer-shared-feedback regarding accuracy of captions. €S Re
apologized for incidence and thanked customer for the feedback
informed them that information would be shared with appropriate ¢
service staff for follow up. Suggested customer document the date
and CA number for more specific follow up.

Customer complained that operator hung up on 11/30/06  |Forwarded to correct center. Discussed problem with agent, who

him/her 5 times. Person was trying to dial into IP relay. understoed to not hang up on a customer and stated that she does
remember ever doing so. Apologized for the problem.

Customer having problems with phone. Battery acid 11/30/06  [Transferred customer to customer service for possible technical he

action taken. Non-agent error.
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Florida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

f |Nature of Complaint Date of Explanation of Resolution
int Resolution | -

Disconnect/Reconnect during calls 12/01/06 Explained to customer difference between a CapTel and a traditio
phone. Explained to customer why disconnect/reconnect might be
occurring. Explained how customer can toggle CAPTION button tc
establish connection with captioning center if there is a problem or

Customer complained the operator was rude. Operator |01/18/07  |Coached operator on redialing procedures, operator is aware that

placed call, customer wanted to call back, operator did customer is in control of call and operator is to redial or to follow ct

not respond. instructions.

Disconnect/Reconnect during calls 12/06/06  |Sent customer information explaining the difference between a Ca
phone and a traditional phone. Explained to customer why
disconnection/reconnection might occur and sent email with tips tc
occurrence.

Refused to get a LD operator by dialing 0. 12/10/06  |Team Leader coached CA regarding proper LD carrier procedures
12/11/20086.

Disconnect/Reconnect during calls 12/11/06  |Explained to customer difference between a CapTel phone and af
phone. Explained to customer why disconnection-reconnection mi
occurring and suggested tips to reduce their occurrence.

Disconnect/Recannect during calls 12/12/06  |Sent customer letter explaining why disconnections occur and sug
on reducing their occurrence.

)06|Accuracy of captions 12/12/2006;CS Rep apologized for incidence and thanked customer for the fee
Offered to contact caller's sister, the CapTel user. Suggested Cap’

document the date, time and CA number for more specific follow u

VCO typed "VCO PLS GA" several times but operator {02/17/07  |Operator did not remember this call and stated she would not disc

did not respond and then disconnected the caller. No
follow up requested.

caller. Operator understands to get a supervisor if any technical pr
come up.

Customer aid she cannotcall-her sen-throu

1244 9ina
& TOTotD

amrFad—farth

gl L}
Relay. Gets error message saying her phone
is blocked from calling her son's number.

T

Apotogized-for-the problerm-andopened Troubte Ticket Foifowup
for problem resolution. Tickel closed after several attempts to cont
customer to do the technical tests.

TTY customer reported operator did not respond to
question typed in parentheses during call. Operator
did not type tracking number correctly and when
customer tried to use tracking number was told it was
an invalid number TTY. Customer reported supervisor
did not respond to issue with operator.

12/19/06

Supervisor requested to assist customer, difficulty obtaining info fr
customer due to garbling. Customer requested contact ASAP. Trz
spoke with agent who advised there was garbling and could not re:
was being typed. The supervisor could not read it either. Could be
with TTY. No action taken. Nan-agent error, Will forward on to Spri
to follow up for possible problem with TTY.
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Florida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

f |Nature of Complaint Date of - Explanation of Resolution
int |- o " . . Resolution - . - = S : .

Disconnect/Reconnect during calls 12/19/06  [Sent customer information explaining the difference between a Cz
phone and a traditional phone. Explained to customer why
disconnection/reconnection might occur and sent email with tips tc
occurrence,

Accuracy of captions 12/20/06  |Customer shared feedback regarding accuracy of captions. CS R
apolegized for incidence and thanked customer for the feedback &
informed themn that information would be shared with appropriate ¢
service staff for follow up. Suggested customer document the date
and CA number for more specific follow up. Also explained the cay
process.

Accuracy of captions 12/21/06  |Customer shared feedback regarding accuracy of captions. CS Re
apologized for incidence and thanked customer for the feedback
informed them that information would be shared with appropriate ¢
service staff for follow up. Suggested customer document the date
and CA number for more specific follow up.

FL voice user complained caller ID does not display 12/20/06  |Apologized, explained relay is unable to guarantee caller ID will sh

when her VCO sister does not show causing her to numbers, as issues beyond our control can affect this. Customer ¢

miss calls. reguest contact. CID not showing this VCO customer dials 711 to «
sister through Florida relay.

FL TTY customer stated agent disconnected his call  |12/21/06  |Apologized for this incident. No follow up requested, Agent stated

when he requested the agent to repeat what was typed. would not hang up on anyone intentionally and it may have been a
Agent apologized for any errors.

Caller said that operator kept hanging up without 12/25/06  |Apologized to the caller and assured that this complaint would be f

placing any calls. Caller called the center three times o the appropriate parties. Discussed situation with operator. A

got the same operator who subsequently disconnected that corrective action would be taken if additional calls are disconn

the call without placing any calls.

Disconnect/Reconnect duringcalls 12126466 Explained-tocustomer difference betweena CapTet phone and at
phone. Explained to customer why disconnection/reconnection mig
oceurring- Advise customer that they can, as a 2-Line CapTel user
captions off and on again to reestablish captions on the second lin.

Disconnect/Reconnect during calls 12/27/06  |Sent customer information explaining the difference between a Ca

a fraditional phone. Explained to customer why disconnection/reco
might occur and sent email with tips to reduce occurrence.
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Florida Complaint Tracking Report

June 1, 2006 - May 31, 2007
Total No. of Complaints - 180

place calls using VCO but operator did not turn on
VCO when instructed.

f  [Nature of Complaint . Date of SR Explanation of Resolution
int ] e e Resolution} . PR -
Customer called and said agent kept hanging up. 12/29/06  |Apologized to customer. Agent was spoken to by Team Leader. A
stated that s/he did not hang up on custorner. When the call canme
disconnected automatically. Agent logged call on disconnect log. |
error. No action taken
Customer stated that s/he tried three different times to |01/11/07  |Apologized and informed caller that compiaint would be filed with

people. Discussed call and proper procedures with operator, who
understood.
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