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June 26,2007 

Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 12Lh Street, S.W., Room TW-B204 
Washington, DC 20554 

Dear Ms. Dortch: 

Re: CG Docket 03-123 

The New Jersey Board of Public Utilities did not receive any written or oral complaints during the 
period of June 1, 2006 through May 3 1, 2007, which alleged violations of FCC rules regarding Telephone Relay 
Service. The service provider, Sprint received directly, a total of one hundred eighteen complaints and their 
summary of these complaints as well as disk copies is included herewith as part of our response. 

Sincerely, 

Anthony Cenklla, Director 
Division of Telecommunications 

cc: Arlene Alexander 



Sprint Nextei C. Emma Danielson 
2055 W. Iies Avenue, Suite D 

(217) 698.4031 Voice 

Account Manager 
Sprint 

Together with NEXTEL Springfield. I L  62704 Ernail: ernrna.daniekon@sprint.com 

(877) 698.5520 l T  
(217) 698.3853 Fax 

June 14,2007 

Mr. Bruce Gallagher 
State of New Jersey 
Board of Public Utilities 
2 Gateway Center FI 8 
Newark NJ 07102-5003 

I JUL - 2 2007 I 
I FCC-MAILROOM I 

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

Dear Mr. Gallagher, 

Sprint has provided you the following information to support your filing with the FCC for the State of 
New Jersey: 

An annual Complaint Log which includes complaints received between June 1, 2006 and May 
31, 2007 with the date of complaint, the nature of the complaint, the date of its resolution, and 
an explanation of the resolution. 

As mandated by the Federal Communications Commission (FCC), Sprint has maintained a log of all 
consumer complaints that allege a violation of the federal minimum standards for Telecommunications 
Relay Services and is providing you with a summary to file with the FCC. You must reference to the 
CG Docket 03-123 in the subject line, as done above. 

In its Public Notice, the FCC requests information concerning the total number of interstate relay calls 
by type. This information is not currently required by the Rules, and the FCC cannot impose additional 
reporting requirements absent a rulemaking and absent approval from the Office of Management and 
Budget. In fact, the staff has informed Sprint that the provision of call volume data will be voluntary. 
Thus, you are not required to provide the number of relay calls with your reports and your submission 
will be considered to be in compliance with the Rules without such information. 

Sprint has decided to provide information to the FCC concerning the number of calls. However, Sprint 
will do so under seal since call volume information is proprietary and confidential. Sprint believes that 
the more relevant number for comparison with the total number of complaints is the total number of 
outbound calls. 

Please note that for your state you must send (1) an original and four copies of the printed report and 
(2) an electronic copy of the complaint log on a CD (formatted in an IBM compatible format using Word 
97 or compatible software) on or before Monday, July 2, 2007. These items should be sent to the 
Commission's Secretary (via US Postal Service, First Class Mail, Express Mail or Priority Mail): 



Marlene H. Dortch, 
Office of the Secretary 
Federal Communications Commission 
445 12Ih St., SW, Rm TW-B204 
Washington, DC 20554 

I””””””” 
JUL - 2 2007 

FCC - MAILROOM 

Please also note that your state is also encouraged to send an additional printed copy on or before July 
2, to the Consumer & Governmental Affairs Bureau of the FCC to: 

ATTN: Pam Gregory 
Federal Communications Commission 
Consumer & Governmental Affairs Bureau 
445 12th St., SW, Rm 3-C417 
Washington, DC 20554 

Should you have any questions concerning this report, please contact me. 

Sincerely, 

(’ 

C. Emma Danielson 
Program Manager 
Illinois Relay 

( /~.,. ,“.e. d.‘~(%N.<’!~’j~- 

Attachments: 
1) Log Sheets 
2) CD 



I JUI - 
Complaint Tracking for NJ (06/01/2006-05/31/2007). Total Customer Contacts: 118 

I 

05/24/07 

08/06/06 

the same I 

VCO customer reports that people cannot hear her 
voice via Relay (advised customer Trouble Ticket and 
complaint would be entered test call from RCS via 
Trouble Ticket to VCO made without volume problem) 

05/24/07 Opened Trouble Ticket; customer requested follow up. 

Resolution is pending and will be completed within the required 180 days. 

NJ voice customer called to complain that he has been 
unable to dial his VCO mother through relay. When 
relay dials her number, they get a recording: "Your call 
cannot be completed as dialed." He has tried calling 
through both 71 1 and the 800 number, and the result is 

05/24/07 Apologized for inconvenience and opened Trouble Ticket. Follow-up 
requested. Called three times, left messages, no reply. 

I I 
05/18/07 Customer stated that his voice is not being heard when 

using the NJ relay service. He has to practically shout 
into the mouthpiece for his voice to be heard by either 
the agents or the caller. He says this is happening on all 

05/22/07 Apologized for the problem. Call back requested. Opened Trouble Ticket 
and attempted to call customer several times: number was invalid. 

02/05/07 
of his calls. 
Customer asked first agent to look up the number to 
Dunkin Donuts. Agent didn't reply and hung up. 
Customer redialed the relay and asked the second 
agent the same question. The agent hung up on the 
customer without any reply. 

05/21/07 Customer was apologized to and requested follow up. Supervisor met wit1 
each individual agent. Went over proper call procedures and stressed the 
consequences of disconnecting callers. Both agents understood. 

Customer was contacted, asked if service was satisfactory or continued 11 
have problems. Customer said he was very happy with service and was 
pleased Sprint called back to keep him informed of outcome of reSOlUtiOn 

05/10/07 NJ VCO caller complained that when she received a call 
through the relay service and asked the agent why she 
did not announce the call or give agent ID number, 
agent argued that notes stated that the call was not to 
be announced. Caller stated that the only way she got 
the agent ID number was when the call was 

05/21/07 Apologized to Customer. No follow up was requested. 



05/21/07 Disconnect happened around 3:05 CST. Forwarding on the complaint to 
proper center; no followup requested.Operator did not remember this call, 
but was coached on the importance of not disconnecting calls. Also 
advised the operator of the consequences of doing so. 

05/01/07 VCO caller upset that they had to repeat number to diai 7- 

05/21/07 

05/17/07 

dialed long distance when number was local. Also gave 
CA different area code, but CA did not change area 
code. 

Customer complained that she was in the middle of a 
call with a store person and the agent hung up on her. 
Does not know why, but she had to call person back. 

NJ VCO customer stated the operator did not keep the 
customer informed while the recording was playing. 
Customer would like for the operator to use the holding 
macro when there is a long wait time. Customer also 
was upset that the operator was unable to get to the 
dept that was requested. Customer hung up and dialed 
back to relay and used a different opr who had no 

05/17/07 

- 
031 1/07 

05/03/07 

05/01/07 

04/20/07 

Apologized: no follow up needed. Followed up with the agent regarding 
this incident. According to the agent, agent encountered difficulty in the 
utilization of the macros while the call was in process. Supervisor 
assistance were requested at the time and were unable to make the 
macros work. Supervisor verify and confirmed that this was the case. This 
contact was attributed to technical dificulty. 

Apologized for inconvenience. Follow-up was requested. Operator did not 
remember this event, however the agent demonstrated knowledge of 
appropriate procedures to follow when handling a call of this nature, 
Operator was reminded of the importance of following VCO customers 
instructions.Account Manager discussed resolution with center manager 
and supervisor. Recommendations were made and relayed to consumer. 
Account Manager provided all information to consumer. 

Apologized to the customer. No follow up needed. 

Apologized for the inconvenience. Agent met with Team Leader and 
explained that the computer was very slow opening up the headset on the 
VCO end so the customer's numbers kept getting cut off. This is a 
technical issue and non agent error, No action taken. 

Customer requested response from supervisor. Met with agent who 
remembered this call. The phone number was dialed as given by Custom€ 
and supervisor had surveyed this call. Unsure of where the confusion 
occurred. Agent understands to get supervisor's assistance as needed. 
Attempted to contact customers several times: no success. 

I 

05/03/07 

! 

not send the greeting when her son called her via relay 
It looked like her son had called her directly via Trouble 
Ticket. She asked her sori to get the agent ID. 

NJ Trouble Ticket customer stated that the operator 
disconnected call. This caused the customer to be on 
very long hold times. Customer was annoyed over bein' 
on hold for a long time. Customer stated that they were 
disconnected 3 times. 



04/20/07 INJ VCO customer called to complain that when she I 04/20/07 I Apologized for inconvenience. Follow-up requested. Trouble Ticket 

03/27/07 

03/22/07 

01/01/07 

makes calls lately, the outbound party cannot hear her 
well, although the agents say they can hear her just fine. 
This last occurred at approximately 6:45 p.m. EST 
4/20/07. 

VCO customer received Sprint charges from time to 
time when Trouble Ticket was entered in her database 
profile. Customer has experienced same problem in 
past and wants problem fixed permanently. 

Account Login Failure 03/22/07 Unit's account activated. Unit now operational. 

Customer found agent listening while Privacy Feature 
was requested. 

04/05/07 Apologized. and confirmed Trouble Ticket was in database; customer 
requested follow up ASAP. Called customer service. they resolved the 
issue, credited money to consumer's account. Account Manager has also 
tried to contact cmsumer, no connection made. 

03/19/07 Supervisor sent a letter informing the customer that she has coached the 
CA on the privacy feature. Also met with the tech and training dept to 
make sure the feature was working correctly. 

closed, as technician was unable to reproduce problem. On- time 
occurrence. Follow up to consumer resulted in 3 calls, left messages and 
no replies. Consumer did not call back to make any further complaints. 

01/03/07 

03/15/07 

03/09/07 

03/03/07 

03/05/07 

03/05/07 

03/05/07 

03/05/07 

03/05/07 

Customer stated he requested privacy 
agent did not use that feature. He stated he was 
relaying confidential information. 

03/19/07 Supervisor apologized for inconvenience and assured this would be 
forwarded to appropriate supervisor. No follow up requested.Supervisor 
met with the CA and reviewed privacy feature procedure. Supervisor also 
met with tech and training dept to make sure the feature was working right 

I 

Echo Sounds - CapTel user hears 

Accuracy of captions 

03/15/07 

03/12/07 

Discussed tips to reduce the occurrence of echo such as how to properly 
hold handset for echo reduction. 
Apologized for incidence and thanked customer for the feedback. 
Suggested customer document the date, time and CA number and 
examples of inaccurate captions for more specific follow up. 

Sent customer information explaining the difference between a CapTel 
phone and a traditional phone. Explained to customer why 
disconnection/reconnection might occur and sent email with tips to reduce 
occurrence. Also discussed the option of turning off and then turning on 
the captions in 2 Line mode to reconnect. 

Technical problem identified. Resolution provided by network vendor. 

Txhnical problem identified. Resolution provided by network provider. 

Technical problem identified. Resolution provided by network provider. 

Technical problem identified. Resolution provided by network vendor. 

Technical problem identified. Resolution provided by network vendor. 

DisconnecVReconnect during calls 03/95/07 

Service - General 

Service - General 

Service - General 

Service - General 

Service - General 

03/05/07 

03/05/07 

03/05/07 

03/05/07 

03/05/07 



03/02/07 

02/05/07 

02/21/07 

- 
02/15/07 

02/15/07 

03/02/07 

02/22/07 

NJ voice customer called to complain that her branding 
has fallen off three times this month. Each time she 
calls to get it rebranded it falls off again within a couple 
of weeks. The last time this occurred was 3/2/07 at 6:3( 
p.m. 

TW user was concerned that operator did not follow 
instructions in customer notes. Operator typed out entir 
answering machine message when customer notes 
requested not to do so. Customer wanted to leave 
message on first dial out. When customer asked for 
supervisor, operator did not get supervisor. 

NJ VCO customer gave instructions to not type 
automated message out. Customer said the opr 
reached an automated system and proceeded to type 
out the automated message Customer typed several 
times to the opr "hang up hang up hang up" and 
operator finally hun3 up. The customer then gave the 
operator instructions, operator redialed and again 
started typing the automated system but then asked th! 
customer if they wanted the message typed out. 
Customer said the operator did a good job, but should 

Approximately 10:30am (central), Voice caller had an 
"unacraptahle experience" from agent, who was both 
rude and curt in his responses and when asked to 
repeat his agent number, gave it so quick the caller wa 
not sure what lis had said. After the agent dialed out. 
the caller heard 3 busy signal "of sorts" tut  nothing fror 
the agent. The asmt never did come back on the line 
and the caller had tc hang up and redial into relay to 
place the call. 

Customer reporteti receiving threatening calls via Sprin 
IP. Customer would like to block relay calls: she knows 
no deaf. 

,i.-.nc 

01/21 /07 

02/15/07 

02/15/07 

stomer has reported this problem several times. Apologized for 
:onvenience. Opened Trouble Ticket; follow up requested. Contacted 
stomer and got the VCO branding checked. VCO branding for mother's 
?is now removed. 

pervisor coached CA to be more patient and follow customer requests. 
i understood. 

Nologized to the customer and assured them this would be forwarded to 
? supervisor. No follow up needed.Agent is aware to follow customer's 
luestshotes. 

iologized to the caller and informed them that a supervisor would look 
o this and meet with the agent. The caller does not want a call back. At 
s time agent numbers are not assigned. 

iologized. Provided number to FCC. No follow up. Educated customer 
the value of Relay. Explained procedure. 



02/14/07 

02/07/07 

02/06/07 

02/01/07 

01/29/07 

01/29/07 

- 
01 /12/07 

Apologized to the customer and assured customer that a Trouble Ticket 
would be turned in. Also advised customer that I would suggestio the NJ 
center that the recording warn hearing callers that TW tones are coming. 
Customer does not need a follow up. Issue resolved with another ticket 
opened by same consumer. 

Employee recalled this incident and immediately tried to correct error but 
customer did not want to continue with call. Operator was reminded to wai 
on customer directions before dialing out and waiting for the "GA. 

Apologized to the customer and informed that a discussion would be held 
with the operator.Coached the agent on the importance of responding in a 
timely manner. Also advised the agent of the consequence of 
disconnecting calls. 

Advised customer to contact her phone company to ensure the line can 
support data transmissions. Also recommended trying the phone on a 
different jack in the house. Customer has not contacted customer service 
for further assistance. 

Assured the Customer the information would be forwarded to 
supervisor.No agent with this number. No action taken. 

Technical Support made adjustment so CapTel user could successfully 
make captioned call to regional 800 number. 

Apologized for inconvenience. Opened Trouble Ticket; follow up 
requested.Technician checked user's branding, he was branded TTY, not 
voice. Technician changed branding to voice and notified customer that 
branding had been repaired. 

02/14/07 

02/07/07 

02/06/07 

When NJ voice customer called into NJ Relay, slhe 
received a recording that said "All operators are busy 
please hold for the next available operator" then 
customer received TIY tones. Customer believes voia 
branding has fallen off. 

Caller reported that on a relay call at about 1240 CST, 
the CA took control of her call. Caller gave number to 
dial and instructions, the CA dialed. encountered some 
problem, then redialed a second time (without asking), 
and redialed a third time (again without asking). She 
"did not appreciate CA taking the control of the call 
away from her." 

Customer complained about agent, saying third time 
reporting on this agent. He kept hanging up when she 
requested a female operator. This last time, he asked 
customer to hold, then hung up. Customer said CA has 
been doing this for months. 

02/01/07 

01/29/07 

01/29/07 

01/11/07 

DisconnectIReconnect during calls 

Agent refused to spell a name and when asked for a 
supervisor. the agent refused. 

Dialing Issue - Unable to dial regional 800 number 

NJ voice customer called to complain that when he call! 
his VCO mother in NJ. he reaches T l Y  tones when 
dialing the voice NH number or 71 1. Customer was 
branded voice. 



01/09/07 

01/01/07 

12/31/06 

12/3 1/06 

12/31/06 

12/29/06 

Apologized to the customer and informed that the complaint would be 
forwarded to the agent's call center for immediate follow up. Follow up 
requested. Supervisor met with agent who stated she didn't remember thi: 
incident and demonstrated knowledge of the importance of speaking to 
customers in a professional manner. Attempted to contact customer and 
received a recording stating this number has been disconnected. 

Technical complaints followed up and addressed. No additional Complaint 
where made. 

Apologized to the customer. Agent was met regarding this incident, and 
stated that she initially adhered to the privacy feature guideline until one 
point in the call, voice person made comments that VCO has been 
receiving garbled text Upon that comment the agent then chose to turn 0 
privacy feature and from that point on there were no further comment on 
garbling until the agent has an agent switch. Agent acknowledged that the 
VCO should have been informed that privacy feature has been turned off 
due to garbling 

CA stated she was only on the call for less than one minute. She took OVE 

call from previous CA. Previous CA told her Privacy feature was not 
working so this CA asked for supervisor assistance. She informed 
customer she was asking for supervisor assistance. Customer was upset 
that was not told earlier that Privacy feature was not working. It is the 
opinion of this supervisor that customer contact should be based on first 
CA as this is when the malfunction occurred. This CA did inform customel 
that Privacy Feature was not working when she took over the call. 

Apologized to the customer. Met with CA and reviewed procedure for 
privacyfeature. Coached Ca on proper method of informing customer 
immediately when privacy feature is not engaged. 

Agent was spoken to by TL Chris D. on following customer instructions 
and asking for help if needed. Apologized for not followina customer 
instructions. Agent has since terminated 

01/09/07 

01/01/07 

12/31/06 

12/31/06 

12/31/06 

12/29/06 

Customer stated the operator was "very rude, nasty anc 
angry." Was using a cell phone and told the operator to 
use "override" because it's a cell phone. Customer 
stated that this is what a supervisor once said to do 
when calling relay. Operator sounded very angrj and 
said "1 know how to do it? Customer uses relay all the 
time and never had a problem like this before. 

Customer was unable to communicate verbally while 
recieving an agent's holding message during VCO calls 
Customer is responding to Supervisofs 
reccommendation advising Sprint that it is failing in its 
service obligations. 

VCO customer wanted the privacyfeature used when 
calling a number. Customer said at the beginning of the 
call, he asked the operator a question to test if privacy 
was turned on and there was not a response, showing 
that privacy was on. However the customer found out 
after the outbound hung up that the privacy feature 
stopped working during the call, but was not informed 01 
it right away. 

VCO customer wanted the privacy feature used when 
calling a number. And did not find out until after the 
outbound hung up that the privacyfeature stopped 
working during the call. Apologized to the customer. 

VCO customer wanted the privacy feature used when 
calling a number. Customer said that they asked the 
operator a question t3 make sure that the privacy 
feature was being used and that the operator answered 
the question, showing tha: privacy was not on. 

Caller instructed to hang up if answering picked up, but 
agent typed the whole message. 



i 



07/28/06 Customer could not get through to her sister or friend 
when using NJ relay service. She got a recorded 
message that her call is blocked. Caller ID send is on 
and working. Also garbling on the line so bad she could 
not read text. 

Voice caller has been unable to reach his VCO mo:her 
on weekends and afler 5 PM for 6 months. No one can 
call her, a recording interrupts saying call is out of area. 

12/10/06 

08/23/06 12/10/06 

Apologized and entered Trouble Ticket; Tech attempted to contact this 
customer three times but, no luck. 

Apologized and entered Trouble Ticket. Follow up requested. This iS a 
problem with Verizon LD. I attempted to contact them to discuss the 
problem and was directed to the local telephone division. LTD told me the! 
couldn't discuss the problem with me because I was not the account 
holder. The customer has tried contacting Verizon and has not been 
helped. They are going to contact the FCC to report the problem. The 
customer is aware that this is a problem with Verizon LD and must be fixe, 

- I "  

requentedTrouble Ticket Status: The customer's caller ID is not being 
blocked hero. Test calls are going right through. If these problems 
continue agent IDS would tell us where the problem was occurring. 

through fine from he; regular phone. Prcbiem oniy- 
happens wiih relay. 

I 

08/25/06 Customer cannot make ;oca1 12/10/06 
messaae savino he: call is k i n a  interceotcti. Call aoes 

RCS response: Apologized for the problem and assured that the complain 
would be sent in as stated. Trouble Ticket 2365036 No call back 

I 
IApoloyized and openeu Trouble Ticket; follow up requested. Left several 
lmessages for caller: ACCs were reboot so there should not be a problem 

12/10/06 08/29/06 

12/06/06 

12/06/06 

.-__ 
NJ VCO customer reported Caller ID problems 

VCO customer was concerned that agent was not 
following customer instructions. Customer gave number 
to dial and call was dialed out. Instructions were to hans 
up if an answering machine was reached. Customer 
said that after call was dialed out, all he received was a 
(ga) , Customer said he did not know if answering 
machine was reached or person was reached or what. 

VCO customer was concerned that agent did not keep 
customer informed when reaching answering machine. 
Instructions were to hang up if an answering machine 
was reached. Agent dialed out the correct number and 
then all agent received was a (ga) go ahead. Customer 
did not know if line disconnected, if answering machine 
was reached, or what happened. Customer repeated 
the same instructions and had the same results. - 

12/08/06 

anymore. 

I informed customer I would forward this information to appropriate 
supervisor. Instructed agent to keep customer informed (customer did not 
know the OB line was disconnected because of answering machine). 
Agent understood. 

12/08/06 Team Leader met with agent. Discussed proper call procedures and the 
importance of following customer insi:uctions and keeping the customer 
informed. Agent understood. 



12/07/06 .gent did not process VCO correctly. Call came in 
randed and agent continuously asked for nbr calling to 
!hen customer kept giving it each time. Afier becoming 
ustrated, customer asked for a supervisor and agent 

12/07/06 

12/07/06 Complaint was forwarded to agent's team leader for coaching. Team 
Leader met with this agent. Agent said she was having difficulty hearing 
person because there was a problem with the headset. When mstorner 
asked for supervisor. agent sent (ONE MOMENT PLS) and then customel 

12/07/06 

12/05/06 

12/07/06 

ung on on caller. 

TY caller wanted to leave a message on answering 
iachine withoct having to redial. Wanted a credit 
sued for the call, however caller hung up while the 
upervisor was talking with the Sprint operator issuing 
ie credit. 

.gent did not send "voice now." Just kept sending "nbr 
alling to?" for 5 minutes. 

:ustomer stated the supervisor 6248F hung up on him 
!hen he wasn't finished talking to her. 

12/07/06 

12/05/06 

'CO customer reported agent mangled her VCO call; 
ustomer provided number to doctor's office after 
olding for awhile the agent typed "hello G A  when VCO 
poke her response the agent typed back no response 
nd disconnected. Customer wants agent to be 
oached. 

12/04/06 

IJ VCO customer called to complain that one of the 
umbers on her FD list was not showing up to agents. 

12/01/06 

12/04/06 

hung up. Agent did not purposely hang up on customer. Agent now has a 
new headset. Team Leader will write a letter to customer explaining 
situation. 

Complaint was forwarded on to Team Leader for follow-up on processing 
answering machine information with message the first time. Team Leader 
spoke with this agent. who remembered the call and said that the 
answering machine message had already been typed out before the 
customer said he wanted to leave a message. Didn't even start to type 
message until recording was typed. Agent did nothing wrong and followed 
procedure. 

Team Leader coached this agent on the proper handling of VCO calk 
whether they are branded or non-branded. 

Apologized to the customer and told him this would be forwarded to 
appropriate supervisor. Follow up requested..The supervisor with this ID 
number has not worked for company for over 6 months. No other agent 
has ID number. Unknown if customer spoke to team leader or AIC. No 
action taken. 

Apologized and advised complaint would be forwarded to management. 
Customer did not request contact In talking with the agent, the agent did 
not remember any problems with VCO calls that day. Also did not 
remember any unresponsive VCO calls. Questioned agent about 
unresponsive TTY calls and the agent said yes, he did remember having i 
few unresponsive TTY calls. Went over correct unresponsive disconnect 
procedure and pointed out ways and signs to look for to know and 
determine if a T l Y  caller is actually a VCO caller. Agent now knows what 
other things to check for to see if unresponsive caller is actually using 
vco. 
Apologized. Tried to re-enter the number and the system did not register il 
Opened Trouble Ticket. Follow-up requested.Contacted consumer to 
infwm that issue has been worked on. 

12/0 1/06 



12/01/06 IDisconnectlReconnect during calls I 12/01/06 

turned off Turbo Code (agent had). The problem was 
with Trouble Ticket users Trouble Ticket. It was 
throwing random ga and sk's. It appeared that inboiind 
Trouble Ticket lost connection and disconnected. 

Sen! custmer information explaining the difference between a CapTel 
phone and a traditional phone. Explained to customer why disconnection/ 
rewnnection might occur and sent email with tips to reduce occurrence. 

11!30/06 Team Leader was present during this situation. Agent did not disconnect 
inbound caller and agent followed proper procedure. Non-agent error. 

11/30/06 Another agent took call (Voice-VCO); VCO asked for 
SuDervisor. Aaent asked oermission and inbound voim 

11/30/06 Supervisor spoke to this agent. No action taken. Non-agent error for 
disconnectian. Call timed out. 

11/30/06 

11/30/06 

11/30/06 

- 
person gave permission for outbound to speak to 
supervisor. Outbound complained in regards to agent. 
While taking complaint the inbound hung up. Supervisor 
informed VCO that line would disconnect and that agent 
would be spoken to. Line then timed out and outbound 
was disconnected. 

Customer complained that operator did nut follow 
instructions. Customer's '7y wes garbling. i l e  insisted . 
it was OUI fault. When Supervisor offered to transfer kix; 
to customer service he hucg up. 

Customer vey upset that he has nct been able to cali 
his VCO mother for past six months through NJ Relay. 
Gets a recording saying call is out of area. 

-~A-. ._ 
11/30/06 Non-agent error. T r fuse r  having problems with his TW NO action taken 

Non-agent error. i 

11/30/06 Apologized for the problem and opened Trouble Ticket. Follow up is 
necessary for problem resnlution. - Verizon called and said they feel the 
issue is resolved now. Informed customer that Verizon contacted me 
again. Consumer to contact the LEC Verizon to get this resolved as it 
appears to be a LEC issue. 

RCS apologized and turned in TT #3051901. Customer requests 
immediate follow up by account manager and technician. 

Tech's comments: This problem is on the receiving end. The call is being 
completed but there is dead air once the phone is answered. The result is 
the same when dialed from my desk phone on a Verizon circuit. 

_I 

NJ Voice customer stated when attempting to cantact 
mother, the line is ringing very quietly (hard to hear) and 
is only ringing 5 times theri there is silence/no answer. 
Customer attempted this without relay and their mother 
answered the phone on the first ring without incident. 
Customer dialed 71 1 and dedicated voice number and 
had the same problem with both numbers. 

11/30/06 

1 

- _  



11/15/06 

11/14/06 

11/10/06 

10/31/06 

VCO caller reported that his complaints are not being 
taken seriously regarding the Privacy feature for VCO 
customers. He has requested Privacy during several 
relay calls when personal ID information was to be 
provided. After each request, he begins to give info the1 
stops and asks, "Operator can you hear me?" upon 
which the CA replies by typing, "yes, I can hear you." St 
the feature is not working. Also the continuous problem 
with Turbocode feature not working is a big problem. HI 
will contact the FCC soon with these experiences with 
Sprint Relay. 

NJ VCO customer called to complain that she receives 
very garbled calls when she receives MN or NJ agents, 
but never has a problem with garbling through OH, SC 
or SD agents. She says this has been ongoing since 
February 2006. 

VCO Customer stated he gave the phone number to 
agent to make a call but the agent kept saying "Nbr you 
calling to please" 4 times. Customer stated he asked 
for a supelvisor and the agent hung up on him. 

Customer reached agent two times this evening and 
that the agent did not respond to her requests to dial a 
number. The customer tried voicing the number to dial 
and typing three times each, but agent still responded 
by requesting a number to dial. 

11/15/06 

11/14/06 

11/10/06 

10/31/06 

10/26/06 

Thanked him for calling and told him report would be sent to Account 
Manager for follow up and also file with FCC. Left messages for the 
customer at a machine three times and have not heard from him. 

Apologized for inconvenience. Opened Trouble Ticket. Follow-up 
Customer has not returned the calls after the techicians attempted to 
follow up three times. 

Apologized for the inconvenience and stated this would be forwarded to 
appropriate supervisor. Customer wants follow up to phone number 
provided. There is no operator with that number to coach. Sent customer I 
letter. 

Apologized to the customer for the difficulty she had placing the call. 
Confirmed to the customer that she is branded for VCO and that Turbo 
Code should be turned off. 

Agent said they remembered the caller because it was the same call that 
came in twice with similar problems. First time the call came in, the agent 
did not hear the VCO and the agent went through the normal call set up 
and ASCII search but got nothing from the caller. The second time the call 
came in, the agent could hear the VCO speaking but was unable to get thc 
dialing window to come up. Went over options with the agent to try to get 
the dialing window to come up; agent described all appropriate sets to pull 
up the dial out window. 
Apologized for the problem and assured that the complaint would be sent 
in as stated. No call back requested. Coached CA on proper calling card 
procedures. 

10/24/06 Customer stated that agent did not know how to place a 
long distance call using a calling card and needs more 
training. 



10/20/06 

10/20/06 

10/17/06 

10/06/06 
calls with TTY 

Customer complained agent was not relaying all info 
properly. Agent had turned off Turbo Code and slowed 
typing speed but customer felt agent was deliberateiy 
not relaying info. Asked to be transferred to cuA sew tc 
make a complaint. 

Customer said agent had not turned off Turbo Code as 
per instructions. 

NJ VCO customer said she has been having a lot of 
problems contacting her mother, a VCO user in MA. 
During their calls, the line disconnects, and the agents 
tell her they don't know what happened. The last agent 
was from SD (customer does not remember ID). This 
has been happening for the past couple of months. Hen 
mother has a new phone but she doesn't know the 
brand. 

Consumer called to complain difficulty with placing LD 

10/17/06 

- 
10/11106 

10/10/06 

-- 
10/09/06 

agent error. 

Apologized for inconvenience. Opened Trouble Ticket. Follow up 
requested. Tried to reach customer for more info several times; spoke to 
customer 10-26 11:30 AM, who said the problem started 2 months ago 
when her mom purchased a new VCO phone. I suggest she get it replace 
and see if a new one works better. She was ok with this  resolution^ 

Spoke to the customer's wife (hearing) who explained that her husband 
(TTY user) is having trouble placing TW long distance calls thru Sprint 
relay using Verizon as his LD carrier of choice. Whenever a call is placed, 
a recording comes on that says, "The number dialed cannot be accessed 
from your calling area." Tested the customer dial NJ's 1.800 relay number 
instead of 71 1 and see if the call would go thru. Asked technician to look 
into it, resolved issue. 

Apologized. No follow-up requested. Agent was coached by team leader 
on following customer instructions. Agent apologized. 

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

10/10/06 

10/08/06 

occurrence. 

TTY customer felt that the agent did not follow her 
instructions on a call to the doctor. She gave informatio 
and it was not relayed to the person called. 

DisconnecWReconnect during calls 



10/07/06 

10/01/06 

10/01/06 

09/29/06 

09/29/06 

09/29/06 

09/29/06 

! 

Customer reported agent dropped call. Requested 
Customer Service to investigate any records to find the 
agent's ID responsible for dropped call. 

10/07/06 Apologized for agenls actions and informed customer of call confidentialil 
and the absence of any records of any Customers call. Encouraged 
Customer to call back with agent identification number in the future. No 
agent number. Complaint closed and no action taken by Sioux Falls cente 

Told her to report when this happens. and that that particular agent will be 
refreshed on relay policy by their supervisor. Forwarding to correct center 
Duplicate complaint on same agent by same VCO user. Complaint taken 
care of on other complaint. No action taken with this complaint. 

I 
VCO user was confused because her profile said that 
she was a VCO user but agents still asked if she would 
like to voice or type now. She responds to them by 
saying "voice" and then the number, but the agent still 
asks for the number. She said one agent in particular is 
very rude to her and is discourteox. 

VCO user was confused that it took a long time for an 
agent to dial a number. She sei6 the asent was 
discwrteous and rude to her and that the agent was not 
helpful. 

Customer upset that his VCO outbound calls came in on 
wrong line and that he wasn't prompted to voice. 

10/01/06 

10/01/08 Complaint sent to agent's Team Leader for coaching on helping the 
customer, being courteous, and asking for help if they could not 
understand number on VCO calls. 

09/29/06 Explained branding and branded his number. Explained it would take 
about three days to take effect Non-agent error. No further action taken. 

Customer said that agent was not putting call through 
correctly because the recording said the number could 
not be reached. 

Agent originally dialed wrong number so VCO user 
asked her to repeat number before dialing again. Agent 
would not repeat number so VCO hung up. VCO called 
back and got the same agent and the agent hung up on 
her. Agent was very stubborn and impatient. 

DisconnecVReconnect during calls 

09/29/06 Agent did everything correctly. There seemed to be a problem with the 
phone company. Suggested that the customer contact his local phone 
company. Non-agent error. No further action taken. 

Apologized to customer and told her the complaint would be forwarded to 
agent's supervisor. This agent was not working this day. No further follow 
up needed. 

09/29/06 

09/29/06 Sent customer information explaining the difference between a CapTel 
phone and a traditional phone. Explained to customer why 
disconnectionlreconnection might occur and sent lelter with tips to reduce 

- occurrence. 



09/25/06 INJ VCO user calling through NJ relay and received a [ 09/25/06 IApologized to the customer and opened Trouble Ticket. Customer would 

09/24/06 

09/22/06 

recording that said "We are sorry we can not complete 
this call as dialed, please check the number and try your 
call again." Customer asked the CA to dial relay 
customer service and the received the same recording; 
had to transfer the customer to customer service. 

Customer reported garbling and occasional problems 
making long distance calls through relay. Identified 
technical problem with long distance. 

NJ VCO user complained that ca!ls to her niece and 
daughter in CA are being interruped by varied 
recordinas. oreventica her from callino them via relav. 

like follow up if it is needed. Root cause was the UUI config on one of the 
SP230 bearer cards. It is now resolved. 

09/24/06 Opened Trouble Ticket;Tech investigated, no further difficulty 
established.No follow up. 

Apologized, explained I would be sure to inform the technicians to 
research the problem. Customer did not request contact. This is an 
ongoing Verizon problem. Unable to contact this customer. This customer 

09/22/06 

09/12/06 VCO customer reported making call 9-6-06'requesting 09/16/06 
Privacy on VCO call. Customer spoke with supervisor to 
confirm how Privacy feature worked, and was 
transferred back to operator and requested Privacy. 
After giving sensitive information to credit card 
company, customer told credit card rep to hold on so 
that he could speak to the operator: the operator 
immediately responded via VCO. How was the operator 
able to hear if the privacy feature was on? Customer 
does not want to get operator in trouble but wants to 
make sure it was not deliberate to obtain credit info. 

NJ Trouble Ticket customer called to complain that the 
agent did a "terrible" job on her call. Customer used a 
calling card and the agent didn't know how to process 
this type of call. Customer asked for a supervisor and 
the agent refused to get one. 

09/14/06 09/14/06 

will have to contact Verizon LD to have this issue resolved. This is not a 
problem with Sprint Relay. 

Customer requested contact ASAP. CA was coached on proper 
procedures for Privacy Manager. CA was knowledgeable of the proper 
procedures to be followed when requested by Customers. Called on 9-14 
2006 left message. Called on Saturday 9-16-2006, spoke with customer 
on concerns. Assured him the CA had knowledge of the proedures to be 
followed when Privacy Manager was requested. 

Apologized for inconvenience. Follow-up requested. Agent was coached 
on the importance of following customer's instructions when processing 
calling card calls. Though the operator demonstrated knowledge of the 
correct procedures to process this type of call, the agent did remember 
this call and informed the caller of the recorded message when entering 
the calling card number. Agent stated supervisor was called over and the 
customer disconnected the call as the supervisor began to assist the 
caller. Supervisor was then questioned on this incident and knew the 
details and remembered the call disconnecting as she was to begin 
assisting them. The customer was contacted on 9/21/2006. 



09/09/06 

lnasty and would not give their name. 
ICaller reoorted that the CA did not sond the holdina 

- 
09/08/06 

Apologized; Trouble Ticket opened. Follow-up requested. 09/09/06 

09/08/06 

VCO customer stated she cannot recognize her calls 01 

her CID because they are not coming in properly. 

NJ Trouble Ticket customer stated she always gets the 
same agents and they are terrible. Customer asked 
supervisor questions like "can I have an old agent 
occasionally? Why am I stuck with all new ones it's 
terrible. They are all trained, but that does not make 
them aood" Customer also said the suvervisor was 

09/08/06 

09/08/06 

09/08/06 

08/27/06 

08/26/06 

Apologized to the customer. Customer would like a follow up from the 
account manager. Supervisor did recall this incident and stated they 
veHfied the customer note requests were followed and the agent 
demonstrated knowledge of the correct procedures to process customer 
notes. Customer disconnected before the Supervisor could finish typing 
message. 

Apologized for the inconvenience and told her the report would be Sent to 
the call center supervisor. No follow up requested. Team Leader met with 
agent, who remembered this call. Agent was holding for a live 
representative, and was coached on proper call procedures and the 
importance of keeping caller informed. 

Agent was coached by Team Leader on the proper procedure for handling 
"privacy requests" by the customer and instructed agent to call for help if i: 
was needed to process the call. Agent did remember call and apologized. 

Apologized for inconvenience. OpenQd Trouble Ticket; follow up 
requested.Tech said the customer is using frequently dialed numbers and 
they have been entered wrong on the list. The number 80447-3022 was 
supposed to be 817-447-3022. Dialing the 804 number leads to a 
recording saying the number is not valid. (This number has been updated 
in the records.) Caller ID is transmitting from this number. The dial strings 
are fine leaving the position. 

Apologized for the problem. Customer did not request follow up. Team 
leader went over the VCO leaving own message procedure with this 
agent and coached the agent on following customer instructions or ask 
help if didn't know how to process call. 

09/08/06 

08/27/06 

08/26/06 

- 
macro :o keep her informed of the long wait time. 

Agent did not use the privacy feature when requested 
by Customer. 

NJ VCO customer called to complain that she is having 
problems with her caller ID showing when she dials out, 
forcing her to repeat her name and number to the agenl 
over and over in order for her calls to be accepted by 
outbound parties. This has happened before and was 
resolved but the issue returned. 

NJ VCO user called to complain that when he asked the 
agent to let him leave a message on answering 
machine the first time, the agent told him that he 
needed to read the message and then asked if he 
wanted to place another call. 



08/21/06 kustomer stated that this agent didn't read her notes I 08/25/06 Ilt wa: explained to the customer that if Turbo Code is turned off on her 
and turn off Turbo Code. T l Y  it will not work from the relay side. Thanked the customer for letting 

us know and assured that the complaint would be sent in as stated. No CI 
back requested. Non agent error. No action taken. 

ticket 2320841 was opened. the customer's line/equipment. Customer requested follow up. 

owing customer requests. 



0811 1/06 

0811 1/06 

08/09/06 

08/08/06 

07/31/06 

07/28/06 

07/28/06 

Taken by relief agent at 550 a.m. and told caller that Turbo Code featuri 
would be turned off by adding note to database No follow up requested. 

Apologized and explained if he can make note of the ID numbers we can 
let the supervisor know to address it with each agent. Customer does not 
want contact. 

Told customer I understood his concern and would include his comments 
in the report to the supervisor. No follow up requested.Coached the 
operator on the importance of following the VCO user's instructions. Also 
coached to make sure the VCO bridge is open when processing this type 
of call. While the operator did not recall call. was reminded to contact 
supervisor for assistance if needed. 

Apologized. Suggested calling the manufacturer for help. She said she 
had done this and they told her it was a relay problem. Opened Trouble 
Ticket. Follow-up requested. The customer was having this problem with 
their old phone. When they got the new one the problem continued. I 
found out that when she switched phones she did not change the cables 
over that came with the new phone. I suggested she at least use the 
power adapter that came with the new phone: she will try. 
Apologized, Trouble Ticket was opened. Follow-up requested. Anemptec 
contact with this customer on 7/31/2006 and 6/1/2006. Tested this phone 
number for Caller ID transmission and it appears to be working. The 
customer probably has a faulty caller ID box or perhaps it is in need of a 
battery. 

Apologized to the customer, and advised her that the only way for us to 
help the situation is if the customer gives us the operators number. 
Customer does not want a follow up. Trainer spoke with agent about 
following proper procedure and if there were problems to contact 
supervisor. 

Apologized and gave account manager information. Customer will follow 
up with account manager.The agent did not remember an event of this 
nature, agent was coached on the procedures to be followed when 
handling this type of call. and was knowledgeable of the procedure prior. 

0811 1/06 

0811 1/06 

08/09/06 

08/08/06 

Caller reported that transmission is garbled and having 
difficulty with their calls. 

NJ VCO complained agents do not pay attention when 
he asks to hang up on answer machines: they type the 
entire messages to him. 

VCO caller reported that he has spoken with 
supervisors and account manager in the past and still is 
upset with continued garbled typing and the CA this 
time did not follow his request to retrieve the messages 
from his answering machine. There was a very long 
pause with no response from operator so he had to 
disconnect and call back to relay again. 

NJ VCO customer called to complain that when 
someone leaves a message on her VCO machine 
through relay, the answering machine disconnects whai 
the operator hangs up. 

07/28/06 

07/28/06 

NJ VCO customer stated the operator dialed the wrong 
number when customer wanted to call relay customer 
service. This customer stated she has had problems 
with her phone in the past. Customer was also not 
wanting the operator to get in trouble but said she 
constantly has trouble with the relay operators. 

NJ VCO customer complained that agent did not know 
how to do AMR and could not get a message from his 
answering machine. 



07/28/06 

I 

07/26/06 

07/24/06 

____ 
07/24/06 

07/16/06 

07/04/06 

07/03/06 

linstructions 
INJ VCO customer called to complain that his caller ID 07/24/06 

Apologized and gave account manager information. Customer will follow 
up with account manager.The agent did not remember an event of this 
nature, agent was coached on the procedures to be followed when 
handling this type of call, and was knowledgeable of the procedure prior. 

Apologized; Customer Database instructs agent to type (ans mach) when 
reaching answering machine. Customer did not request follow up. Agent 
was coached by Team Leader on following customer instructions and 
inbound notes. 

Apologized for inconvenience. Opened Trouble Ticket. Follow-up 
requested. There was a problem with the ani.dat file not updating 
customer profile Information; shows that Caller ID is now being sent. ani 
shows caller id pass and is being sent with caller id from the relay 
service.lssue resolved and relayed to consumer. 

Apologized for the inconvenience. Opened Trouble Ticket: customer 
requested follow up. Verizon has informed us that the customer must 
contact Verizon at 1-866-781-1297 ill order to get this issue resolved. The 
customer was instructed to contact Verizon in order to resolve the problem 
herself. 

Apologized for inconvenience. Opened Trouble Ticket. Follow-up 
requested. Tech Spoke with customer. Customer will work with the 
technicians in SD/MO in order to test the equipment. 

Will forward to technicans for further investigation; follow up requested. 
Entered Trouble Ticket on customek garbling and fowarded contact 
information to technician. Technician will contact customer on garbling 
issues. 

Apologized and opened Trouble Ticket. Follow up requested for resolution 
Unavailable unable to find issue with customer database information; 
waiting for customer callback at this time. 

07/28/06 

07/25/06 

NJ VCO user complained that agent hung up on him 
after requesting an AMR. 

--- 
Trouble Ticket customer reported agent did no! follow 
instructions when calling answering machine: agent 
typed "playing message'' and customer asked agent to 
stop immediately. Cust-mer expects all agents to follow 

07/24/06 

07/16/06 

07/04/06 

07/03/06 

was not showing up when he called his friend, calling 
the calls to be blocked 

NJ VCO customer cannot make a long distance call 
through NJ relay. Customer gets a recording that says 
"your call can not be completed from your calling area." 
The customers hearing wife can make the call with no 
problem. COC in database is Verizon. Operator said 
that the call will only go thru if she chooses "all others." 

A customer called to report he has been unable to react 
his VCO mother through relay the past six months after 
hours and on weekends when traffic is sent to SD and 
TX agents. Customer is very frustrated that technicians 
are not available on weekends. 
Customer said she is having a lot of trouble with 
garbling on calls placed through the relay service. She 
said this just started happening recently. but she usually 
has to call into relay four or five times before she is able 
to get a call through without garbling. 

NJ VCO customer stated random problems with cailer 
ID not showing, thus blocking his calls to individuals 
with a privacy manager type of device on their line. 
Customer stated he has never had caller ID blocked 
and is frustrated as this has been occurring the last 6 
months. 



06/30/06 

06/20/06 

- 
08/19/06 

06/16/06 

Coached operator on the procedures to be followed when handling this 
type of call. However the agent was knowledgeable of the procedure prior 
While the agent did not recall circumstances of this nature, the agent was 
reminded to report any technical difficulty that may result in disconnects 
and reminded of the consequences of disconnecting a call. 
Trouble ticket submitted to technician. 

Apologized for the inconvenience and thanked caller for providing the 
agent ID number so a new trouble ticket could be entered. No follow up 
requested. Tech double checked the customer3 profile and everything is 
setup for Caller ID. The customer needs to contact his local telephone 
company and have them check to see if they are setup for Caller ID. The 
privacy bit for this number may need to be changed by the LEC. 

Apologized for the occurrence and told her the report would be sent to the 
call center supervisor. No follow up required. Coached the agent on 
procedures to be followed when handling this type of call, however the 
agent was knowledgeable of the proper procedures prior. 

06/30/06 

folwarded to supervisor. Team Leader 
met with agent, who did not romember call. Agent was coached on proper 
call procedures. 

CA hung up after customer requested 2 line VCO 

06/20/06 

06/19/06 

06/16/06 

06/15/06 

Customer said he is having a problem with his number 
being blocked. He said he does not have caller ID bloc 
on his line and does not know why this is happening. H 
has Verizon for phone service and also called them an 
informed them of this problem. 

VCO caller reported that his caller ID is not transmittin( 
to his friends number who is on his frequently dialed 
list. This causes the call no2 to go through becauss !he 
friend has privacy manager feature. Simiiar problem 
occurred in April and trouble ticket was entered. 

Caller reported that when she forgot to tell the relay 
operator not to send her caller ID on a relay call to her 
sister, she quickly disconnected so the number would 
not transmit. She then called back to relay and got the 
same operator, at which time the operator asked her if 
she just placed a call a moment before. She replied th; 
yes she did, and the operator told her the person she 
called was very upset that she hung up on her. She 
thought this was very unprofessional. 

Customer stated operatar dialed out the call and then 
said a "person hung up." Customer wanted to know if 
male or female answered the phone or if the line just 
disconnected; the oparator typed sksk and 
disconnected his call. Customer was trying to reach 
family member and wanted to know if they had 
problems with answering machine not picking up. 



06/13/06 Assured Customer this information would be forwarded to operators 
immediate supervisor. Also informed the customer operators would lower 
the speed at his request. Customer did not want a call back. Forwarded 
complaint on to agent supervisor to coach on how to do immediate credit 
for the customer if asked to do so. Especially if the agent dialed the wrong 
number. 

06/13/06 

06/13/06 

06/05/06 

06/05/06 

06/03/06 

VCO customer stated the operator dialed the wrong 
Long Distance number and then did not give him credit 
on the wrong number dialed. He also stated most 
operators type too fast. 

Customer reported many disconnects when dialing NJ 
Relay @ 800-852-7899. 

-_ 
A voice customer, ciiliny her VCO mother, stated the 
operator had poor spelling througho'~it the call and then 
the messages were garbling and at the end of the call, 
the operator said "caller hung up.'' The voice customer 
said that her mother would not have hung up. The 
customer also stated her mother is very sick and she 
will continue to complain about operators since it is vey 
important she be able to communicate with her mother. 

Caller experiencing garbling problems. 

-- 
NJ hearing customer stated the operator had very poor 
spelling, and is also upset about the overall service of 
relay. Customer .;aid she calls her mother who is 
hearing impaired and the mother's part of the 
conversation is so garbled she can not understand whal 
is being said and hangs up. 

06/13/06 CS apolog zed for the problem and opened Trouble Tcket Fo low LP 
reaired for oroblem reso lrteon The onlv call not comoleted on 6/13 was 

- 
06/05/06 

06/05/06 

06/03/06 

.~~~ ~. 
placed through the Missouri system. The other 11 calls the customer madl 
were completed. This is more than most likely operator error as we have 
not gotten any other complaints on this matter and it only happened 1 time 
in 12 calls. 

Apologized for problem and said would forward her concern to the 
operator's supervisor. Operitor did not recall this call, however was 
coached on the importance of not disconnecting calls. Also advised the 
operator of the consequences of doing so and to contact supervisor if any 
technical difficulty that may result in a disconnect. 

Apologized for problem and opened Tr ID 1824598. Caller does want 
follow up from Account Manager via e-mail. Tech was unable to resolve 
the custome'rs garbling issue, and added the customer's number to the lis 
of numbers that are not routed to the Minnesota center. AM made three 
attempts to contact the customer last week without success. 

Apologized; requested follow up. Although the operator did not remember 
the event of this nature, the agent was reminded to report any technical 
difficulty that may result in disconnects. 



ate of Complaint 

05/24/07 

08/06/06 

05/18/07 

lof his calls. 
ICustomer asked first aaent to look UD the number to 02/05/07 

Nature of Complaint 

VCO customer reports that people cannot hear her 
voice via Relay (advised customer Trouble Ticket and 
complaint would be entered test call from RCS via 
Trouble Ticket to VCO made without volume problem) 

NJ voice customer called to complain that he has been 
unable to dial his VCO mother through relay. When 
relay dials her number, they get a recording: "Your call 
cannot be completed as dialed." He has tried calling 
through both 711 and the 800 number, and the result i! 
the same. 

Customer stated thst his voice is not being heard whei 
using the NJ relay service. He has to practically shout 
into the mouthpiece for his voice to be heard by e i k r  
the agents or the caller. He says this is happening on a 

05/10/07 

1 

disconnected. 

- 
Dunkin Donuts. Agent didn't reply and hung up. 
Customer redialed the relay and asked the second 
agent the same question. The agent hung up on the 
customer without any reply. 

NJ VCO caller complained that when she received a G 
through the relay service and asked the agent why she 
did not announce the call or give agent ID number, 
agent argued that notes stated that the call was not to 
be announced. Caller stated that the only way she got 
the aaent ID number was when the call was 

006-05/31/201 

late of Resolution 

05/24/07 

05/24/07 

05/22/07 

__-- 
05/21/07 

05/21/07 

II I1 - 
). Total Customer Contacts: 118 

lpened Trouble Ticket; customer requested follow up. 

:esolution is pending and will be completed within the required 180 days. 

pologized for inconvenience and opened Trouble Ticket. Follow-up 
?quested. Called three times, left messages, no reply. 

pologized for the problem. Call back requested. Opened Trouble Ticket 
nd attempted to call customer several times; number was invalid. 

~~ ~ 

ustomer was apologized to and requested follow up. Supervisor met witt 
ach individual agent. Went over proper call procedures and stressed the 
msequences of disconnecting callers. Both agents understood. 

,ustomer was contacted, asked if service was satisfactory or continued to 
ave problems. Customer said he was very happy with service and was 
leased Sprint called back to keep him informed of outcome of resolution. 

pologized to Customer. No follow up was requested. 



Customer would like for the operator to use the holding 
macro when there is a long wait time. Customer also 
was upset that the operator was unable to get to the 

disconnected 3 times. 

05/21/07 

05/17/07 

0511 1/07 

05/03/07 

05/01/07 

04/20/07 

Disconnect happened around 3:05 CST. Forwarding on the complaint to 
proper center; no followup requested.Operator did not remember this call 
but was coached on the importance of not disconnecting calls. Also 
advised the operator of the consequences of doing so. 

Apologized; no follow up needed. Followed up with the agent regarding 
this incident. According to the agent, agent encountered difficulty in the 
utilization of the macros while the call was in process. Supervisor 
assistance were requested at the time and were unable to make the 
macros work. Supervisor verify and confirmed that this was the case. This 
contact was attributed to technical difficulty. 

Apologized for inconvenience. Follow-up was requested. Operator did not 
remember this event, however the agent demonstrated knowledge of 
appropriate procedures to follow when handling a call of this nature, 
Operator was reminded of the importance of following VCO customers 
instNctions.Account Manager discussed resolution with Center manager 
and supervisor. Recommendations were made and relayed to consumer. 
Account Manager provided all information to consumer. 

Apologized to the customer. No follow up needed. 

Apologized for the inconvenience. Agent met with Team Leader and 
explained that the computer was very slow opening up the headset on the 
VCO end so the customer's numbers kept getting cut off This is a 
technical issue and non agent error. No action taken. 

Customer requested response from supervisor. Met with agent who 
remembered this call. The phone number was dialed as given by custome 
and supervisor had surveyed this call. Unsure of where the confusion 
occurred. Agent understands to get supervisor's assistance as needed. 
Attempted to contact customers several times: no success. 

05/01/07 VCO caller upset that they had to repeat number to dial 

03/08/07 Caller said agent did not follow instructions twice and 
dialed long distance when number was local. Also gave 
CA different area code, but CA did not change area 
code. 


