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Consumer Services

JUL 12 2007 1-800-522-2404
June 22, 2007 Local: 503-378-6600

OM Administrative Services
FCC - MAILRO 503-373-7394

Marlene H. Dortch
Office of the Secretary Fritesh 0o

LD I ‘ }| ) K
Federal Communications Commission - by ﬂl’f Unf’_‘f.‘ At
445 12" Street SW, Room TW-B204
Washington, DC 20554

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 Ms. Dortch,

The State of Oregon has enclosed materials to address the Federal Communications Commission (FCC)
mandate that an annual log of all consumer complaints that allege a violation of the federal minimum
standards for Telecommunications Relay Services be filed with the FCC.

e Enclosed is the 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.

An additional copy has been mailed to:

Pam Gregory

Federal Communications Commission
Consumer and Governmental Affairs Bureau
445 12" Street, SW, Room 3-C417
Washington, DC 20554,

If you have any questions or concerns, please contact me at 503-373-1400 or via e-mail at
jon.cray@state.or.us.

Respectfully,

d‘lf:ray RSPF Program Manager

Pam Gregory, FCC

Lee Beyer, PUC Commission Chairman

Ray Baum, PUC Commissioner

John Savage, PUC Commissioner

Rick Willis, PUC Executive Director

David Poston, PUC Central Services Division Administrator

Damara Paris, Sprint Nextel Relay Program Manager 0
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int Tracking for OR {06/01/2006-05/31/2007). Total Custo

mer C

ontacts: 64

Nature of Compiaint 8 [} AAtion of Reesition

G/061TTY Customer stated that on 6/17/06, s/he placed a call and agent 06/28/06lApoicgized to customer; no follow up requested. Team Leader (TL)
hung up after the third outbound ring. met with the agent, who does not remember the call. TL coached the

agent en proper call procedures.

3/06|1TY customer called stating that agent hung up and did not dial as 06/26/06}Spoke with the CA, who stated that he is seeing a lot mere calls that
requested. drop or disconnect with no apparent reason. Reminded the CA that if

he 'has calls that abruptly disconnact during the call or at the start of
the call, to inform a supervisor to check for possibie technical
problems. CA said he understands why he should contact supervisor
when this happens.

a/05]T 1Y customer stated that the CA connected het and typed an 05/28/06]Apoloaized for the inconvenience and stated this would be forwarded
explanation of how the person answered the phone, then there were to the appropriate supervisor. Supervisor stated this agent had called
beeps on the ling that told her that the CA hung up her over lo the station stating her haadpiece fell on the keyboard

which caused her to iose the call, prior to the complaint coming in. A
follow up letter has been sent explaining problem. Supervisor stated
that the agent was able 1o explain the problem to the outbound party.
8/06|Cn 07/06/05. TTY customer told agent to diai number, and the agent G7/08/088Apologized to customer. Foliow up was requested via mail,
typad bye SKSK Customer repeated the raguest, but the agent Forwarded complaint on to agent's supervisar. TL spoke with the
appeared to hang up agent about disconnecting the call. Agent does not remember the
call, but staies that he followed procedure when disconngcting all
calls. Sent a letter to customer to follow up

8/06|TTY customer called to state that s/he seemed to be disconnected 0B/24/06|Apologized to customer; follow up requested.
by the agent while talking with his/her mother on the phone.

1,064 T 1Y custamer called to complained that agent dialed the wrong 07/31/06]Apologized to customer; follow up requested. Discussed the
number complaint with and coached operatar on procedures, and followed up

with customer.

1 /06§TTY customer complamed that zgent dialed the wrong number. 07/31/06]Apologized to customer. Follow up requested. Forwarded complaint
Apologized 1o customer Follow up requested. 1o TL with instructions to coach the CA on proper protedures when

dialing a wrong number such as immediate credit. Followed up with
customer via letter.

8/06) T T7 customar stated that during a business cali, the operator made D8/21/06] Apoiogized to customer. Follow up requested. This agentis no longer
a mistake and hung up. Customer stated this operator needed employed with the relay service. Followed up with customer and
additional tramning explained that this agent is no longer employed, therefore, further

investigation is impossible. Customer was satisfied with response.

11,051 TTY customer stated that she gave the agent her calling card 800 08/11/06]Apologized to customer. Foliow up requested via TTY. Coached
number and PIN to get the balance of her calling card minutes. She zgent on call procedures. Foillowed up with custorner on 8/11/08.
stated the agent did nothing, and then hung up on her.

21/06]TTY customer stated the agent hung up on her 08/22/08]Apologized to customer. Follow up requested. Coached agent on call

procedures and followed up with customer on 8/22/06.
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ature of Complaint

titry o Ressliition

[3/21[06 CR voice customer could not get through to the number she is calling 08/21/06]Reviewed the database and found that there is permission to send
because of her number being blocked. The person she is calling will the number to the calied party. Apologized to the customer and
not accept her call turned in a trouble ticket. Customer wanted foliow up by the account

manager. Trouble ticket was closed after the problem had been
resalved, Left a voice mail letting customer know that the issue had
been resolved and to contact if there are additionat problems.

H0A/06 | Voice catler statad his wife is having a great deal of garbling on her 10/18/06]Attempted to reach customer on 10-02-08, 10-04-08, 18-18-06
VCO Ameriphone. Agent attempted to rule out easy fixes for the Complaint is closed due to inability to reach the customer.
garbling problem. Caller would like 2 voice-to-voice call back to '
troubteshoot the problem extensively. if the problem cannot be fixed
the calier would like information on how to proceed.

ID7/06 OR TTY user complained that agent did not follow instructions and 09/07/08] Apologized; no follow up requested. Supervisor met with agent, who
hung up on the outbound answering machine recording during a call stated customer requested a hang up after answering machine
on 9/6/2006. message was already finished. Agent does know the impartance of

following customers instructions.

)07 I0B|OR TTY user complained that agent typed entire answering maching 08/14/CEfApologized; no follow up reguested. Supervisor coached agent to
recording instead of hanging up on the recording as requested. follow customer instructions. Agent understood.

51BI0B[TTY customer stated that agent did not foliow his instructions to not 09/15/06lApologized; no follow up requested. Supervisor coached agent to
type out the outbound answering machine message. The instructions follow customer instructions. Agent understood
were that if the agent reached an answering machine, to just hang
up, but the relay agent typed the entire message

I9729f06 TTY caller stated that while trying to access information about a 800 09/22/06|Agent was coached by TL on the proper proceduras for following
calling card number. the agent was rude, kept interrupting the customer instructions and keeping the customer informed, not
customer. and didn* type out the recording. interrupting customet. and being frienditer. Customer did not request

a follow up.

V0Z/OBFTTY Caller stated that agent did not fellow instructions to hang up if 10/02/06{Apologized to customer. Discussed with agent the procedures for
an answering machine was reached on the call. Agent instead typed following customer instructions. Agent ynderstood. No follow-up was
ans. mach. message. requested.

ID/OSfDG OR TTY caller called to complain that agent disconnected withcout 10/13/06]Apclogized; no follow up requested
placing the call.

5713706 Jwhen TTY user calied relay, the first three numbers were typed to 10/16/06)Apologized and reassursd customer that agent wouid be coached.
the agent when the call was disconnectad. Agent was coached on appropriate call procedures

571 7i0B§ TTY Customer said she had four agents during the duration of her 10/18/06]Apologized to customer FCC requires that an agent be ¢n a call for
call. at teast 10 minutes before it is taken over. FCC reguirements were

met. No follow up reguestad.

37241064 TTY caller believes agent hung up on him/her. Customer called the 10/24/08}Apclogized. Supervisor met with the agent, wha did not remember

same outbound number four imes in a row and then asked the agent
to continue dialing. After ringing for a while, the call was
disconnected.

this call and would never hang up on a customer. Agent
demonstrated knowledge of the importance of not disconnecting calls
and is aware of the consequences of doing so. No follow up
requested.
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Nature of Complaint

247106

OR TTY customar complained that the agent disconnected him after
he made a call. He had paused to wrte down an extension number
for his own records. and when he came back, the operator was gone.
Apologized for inconvenience. No foliow-up requessted.

10/24/08|Apologized for inconvenience, No follow-up requeested. Spoke with

agent to ensure proper proceduers were foliowed.

2506

CapTel customer called to complain about an Account Login Faiiure.

10/25/06|Unit's account activated. Unit now operational and custorner is able

to use his phone.

01108

CapTel custorner called to share feedback on the accuracy of
captions during operator switches.

11/01/06kApologized for inconvenience and thanked for feedback. Passed the

feedback to the Captioning Staff Customer did not request a follow
up.

20/06

TTY Customer gave a calling carg number, PIN ang number to dial.
Agent did not respond and did not dial. Custorner clock said 8:35
whean she sent info. At 8:37 her TTY bzeped and showed that the CA
hung up. Customer would like the CA's supervisor to find out what
happened and send her a follow up letter,

12/06/08] Agent was coached by TL on the proper precadure for handiing

prepaid calling cards, Also coached on improperly disconnecting
callers and the ramifications involved. TL wrote a lstter on 12/06/06
with contact results.

101/06

TTY Customer said agent was not refaying what was typed but
relaying what she thought was said, and putting her words in place of
his. Customer said agent was making up stories and repeating wrong
things. When tha customner asked if agent was relaying the
conversation properly, the agent replied I'm on the clock until ten.
Custorner threatenad legal action,

01/18/07|Apologized; customer requested follow up. ID number does not

correspond to any agent currently working. Called custormer and left
message regarding this information. Customer did not respond back.

/05105

TTY Customer stated she gave the phong number to agent to make
a call, but agent typed sksk and then hung up on her.

12/22/06]Apoiogized and assured this would be forwarded to appropriate

supervisor. Discussed proper procedures with operator. Account
manager to follow up as requested.

126106

HCO customer unable to call long distance.

12/26/0688Apologized and opened a trouble ticket, Follow up requested.

Contacted customer through relay on 12/28/2006, Was unable to
carhmunicate effectively with the HCO user on the phone. Resumed
communication by e-mail pn 12/258/2006. Account manager asked for
clarification because it appeared the TTY was rnalfunctioning and
causing the probiems with long distane cals threugh the relay.
Continued communication on 1/2/07 and 1/12/07 with sugyestions to
contact the PUC for replacement 2quipment. Complaint closed due
to satisfactory foliow up.

1/05/07

Caller inquired as to why CAs were not given hearing tests before
being hired at relay and why relay hires people with deep accents.
She would like some answers, She was a part of the rally to get TRS
funding.

01/05/07|{Non-agent error. Letter was sent to customer per follow up request.

1/15/07

-

CapTel user callad tc complain about a general technical issue that

occurred during a CapTel call.

01/15/07]ldentified cause of incidence and further advised custemer on this

one time incidence. Customer satisfied with resclution.
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Nature: of Complaint

Explanationof Resolution

06/07T

ago and the operator told himn that he remembered customer from a
previous call and that he could not place prank calls Customer he
did not know what pperater was referring to and asked to speak to
supervisor: whean supervisor by the name of Abe came on the line, hej
too told customer that he could not be placing prank calls. Custorner
stated that he uses relay to call Deaf friends and knows what he is
doing in regards to the use of Relay

TTY customer stated that he called Oregon Relay a couple of days

03/06/07}Apslogized to customer and informed him that someone would be in

contact with him per his request. Relay Program Manager for
Oregon contacted customer by e-mail at 10:40 AM Specified in the e
mal! to the customer that due to the lack of necessary information to
track the call ino agent ID} or dates/times, we were unable to take
further action. Advised the customer to note agent 1D and dates and
times of calls in the future so that we can assist him with his
concerns. Closed due to lack of information

08/07

OR VCQ customer called to complain that when she placed a phone
call and wanted {0 lzave a message, the agent did not tet her know if
the mesasage had been left. Caller statad that the phone call was
placed around 7:45pm PST.

03/08/07|Apalogized for the inconvenience. Agent has been coached on

propar calling proceduras. No follow up was requested

11107

Voice customer called in o customer service and it came in on the
TTY iine. The system did not detect ASCIl so it automaticafly
switched to the voice line. RCS answered the call and the person
shared the problems experienced with the Oregon Relay Center. He
stated that every tmme he calls 711 with his cell phone. he gets the
Oregen Reiay Center but he gets put on the TTY line and the system
switches him to the voice hhe, the oparators do not give the greeting
for a voice user - they just harg up. He has spoken to supervisors
about this and they did not help him. He stated that the pperators
and the superviscrs he has spoken with are rude

03/11/07|Attempted to provide the person with 800 number for the voice users

for the Oregon Relay Center but he did not want it. Informed
customer that the complaint would be logged, and asked if he wanted
to have a foliow up; he declined. No agent 1D provided. Unable to
research without this informaticn.

1207

TTY calier said agent was very rude to him and his son.

03/12/07) Agent was coached on appropriate communication protocols

1307

Voice customer placing call ic VCO user reported that the agent
typed withoul spaces, was inaccurate, and misspelled words, Caller
commented that both parties were not getting the full conversation;
veice customar also stated that the agent did not ask for a slower
pace when questioned if there was a probtem, and responded with a
negative tone. \VWhen naccurate typing continued, both customers
asked agent if they could have another agent and were then placed
on hold

03/13/07

Apclogized and informed the customer that concemns will be
forwarded o center handling call. Met with agent, who did remember
a VCO call in which the VCO was complaining of bad typing. Agent
sald typing was ciear on her screen and VOO must have been
getting garbling. This was witnessed by another supervisor. Voice
customer then informed agent that she was going to hang up and
redial. Agent appeared to have followed procedures

307

CapTel user complained about the accuracy of captions

03713/07|Apologized for incidence and thanked customer for the feedback and

sad that information would be shared with appropriate captioning
service staff for follow up. Suggested customer document the date,
timg and CA number for more specific foliow up

13707

WO customer unable to make outgoing calls via OR Relay. Stated
people couid not bear her voice. but had no problem with incoming
cails.

04/10/07

Apologized for inconvenience, customer requested foflow up ASAP.
Contacted customer at 3:30 pm with no response Contacted
customer again on 3/30/ 07 at §:.00 am, 4/2/07 at 11:12 am and
4/10/07 at 5.30 pm. Complaint closed due to lack of customer
response.
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I Ntere of Complaint

g sfResalution

int. ‘Re
{15/07)OR VCO user had trouble connecting, and agents could not hear Res-alution is |Customer would not give informatian to establish a trouble ticket,
him. Issue cccurs frequently, with no specific times or dates given.  |pending and |saying the agents already have that. Apologized and explained that
will be technicians are aware of Issue and working to correct it. Provided
resotved VCO # and suggested also to have his 30-year-old TTY device
within the checked. Custemer requested follow up. Contacted customer, but
required 180 [the call was cut off in the middie of the conversation. After 30
days. minutes of redialing and receiving a busy signal. discontinued calling.
Cailed customer again and informed him that this issue will be
escalated to a technician.
719/G7|OR VCO customer called to complain that for the past month no one jResotution is jApologized; follow up requestsed. Trouble ticket states that the
she's calling has been able to hear her. The last incident was 3/18/07|pending and [platform for VOO has a voice degradation bug and a release to fix
at five or six pm will be the bug has been scheduled for release. Contacted customer 1o
resolved report the resolution on four cccasions-—3/22/07 at 4 pm, 3/30/07 at
within the 9:30 am,4/27/07 at 2 pm, and §/15/07 at 11:25 am. Unable tc reach
required 180 Jcustomer.
days.
/22/07 | TTY caller cormplained that agent said one moment please, and then 03/22/07] Thanked caller for the feedback and apologized for inconvenience S
hung up on both inbound and outbound callers. upervisor followed up on this incident with agent and coached on
proper call procedures, Customer did not request a foliow up
723707 [TTY Customer stated that agent dialed the call out and the phane 03/23/07]Apologized to custemer for the inconvenience. Unable to ccach the
rang, and then the agent disconnected the call. which was very agent without and agent iD number. No follow up requested
urgent,
728167 |OR VGO user very dispieased with service. Customer unable to 03/28/07 Apologized and explained international long distance is required for
make an International call ta directory assistance. any caller who makas International relay calls. and that DA calls
within U.S. is provided as courtesy through relay. Referred customer
to her long distance provider. Customer refused to teave a follow up
contact, therefore this comptaint has been closed
723/07 |OR VCO customer complained that when he dials cut through relay, 04/27/07)Apuiogized for inconvenignce. Openad trouble ticket. Follow-up
he is not getting information about whether the call is local or long requested. Followed up with Customer in person to discuss this
distance. The iast call was approximately 12:15 p.m. on 3/29/07. issue. Trouble ticket could not reproduce the problem and adwvised
' the custemer that more information is needed regarding the number
calling from, dialed ta in order to research the problem. Customer
agreed to provide this information if this occurs again
705/07] VCO customer called to complain that he is not being heard by Resolution is |Apclogized for inconvenience. Opened a trouble ticket. Follow-up

cutbound parties when he calls via relay. He has to call back to be
heard. The last time this happened was 4/5 at @ am. PDT.

pending and
will be
resolved
within the
required 180
days.

requested. Met with customer on 4/27/07 to explain that the system
was being werked on and a reseciution is scheduled te be released in
the summer.
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N&tire af Complaint

long distance is not raceived.

IFomSmBN OR VCGQ customer stated the macro that states if the call is locai or

FRESGIGon

05/02/073Apoicgized to customer. Trouble Ticket was closed after test calls

were made, The macre appears to be working. Customer did not give
contact information, and did not request a follow up.

05/25/Q7|TTY Custemer was frustrated about being unable to connect to a

Spanish operator. As soon as s/he is told s/he will be transferred,
the call disconnects. This was the 8th attempt.

08/07/07|This complaint was recorded at 3:38 pm on 5/25/07. Reopened and

forwarded to customer service for further information. Closed contact
after three unsuccessful attempts.

05/31/G7fTTY customer cannct make long distance calls using Comcast as

long distance.

06/02/07]Apaclogized for the probiem and opered Trouble Ticket Sent an e-

mail to custemer on 6/1/07 to gather more information. Comcast is
not on the appraved Carrier of Choice list. RPM will proceed with the
necessary paperwork 1o get the Carrier of Choice established.
Customer stated that she was pleased with the proposed solution
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DOCUMENT OFF-LINE

This page has been substituted for one of the foliowing:
o This document is confidential (NOT FOR PUBLIC INSPECTION)

- 0An oversize page or document (such as a map) whtch was 100 Iarge to be
scanned into the ECFS system

o Microfi lm mtcrofonn certain photographs or videatape

~ o Other rnatenals which, for one reason or another, could not be scanned _
into the ECFS system.

The actual document, page(s) or materials may be reviewed (EXCLUDING :
CONFIDENTIAL DOCUMENTS) by contactmg an Information Technician atthe FCC
Reference information Centers) at 445 12™ Street, SW, Washington, DC, Room CY-A257
Please note the applicable docket or rulemaking number, document type and any other

relevant information about the document in order to ensure speedy retrieval by the
Informatnon Technician



