
Public Utility Commission 
550 Capitol Street NE, Suite 215 
Mailing Address: PO Box 2148 

Salem. OR 97308-2148 1-1 
Oregon 

Theodore R Kulongoskl, Governor 

June 22.2007 

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

Consumer Services 
1-800-522-2404 

Local: 503-378-6600 
JUL 1 2  2007 1 

Administrative Services 
503-373-7394 

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. 

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 12Ih 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.crav@state.or. us. 

Respectfully, 

u n  Cray, RSPF Program Manager 

CC: 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 lo, 01 COpiQS ra'd-.-- 

L~ist ARCQE __ - ~__-- ___-- 
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FIRST CLASS 



Complaint 
Date of 
Complaint 

06!19/OE 

06!23:OE 

O E . 2 a m  

C7'0810t 

07~28101 

o m 1  101 

07131,08 

- 
oa/o8io 

0 % l l i O  

08i21/0 

ppropiiate supewisor Supelvisor stated this agent had called 
her over 10 the station stating her hsadplece fell on the keyboard 
which caused her to lose the call. prior to the complaint coming ln. A 
folloiv up letter has been sent explaining problem Supervlsor stated 
that the agent was able to  explain the problem to the outbound party. 

feps an the line that told her that tne CA hung up 

ppeared t c ~  hang uc 

08121106 

I caik Sent a letter to customer to  follow u? 

T Y  custrxner called to  state that sihe seemed to be disconnected I 0812410qApolog1zed to customer follow up requested 

IO TL with instructions to coach the CA on proper procedures when 
dialing a wrong number such as immediate credit Followed up wlth 
customer via letter 

Apologized lo  customer Follow up requested Thls agent 15 no long€ 
employed with the relay sewice Followed up wlth customer and 
explained that this agent 1s no  longer employed therefore further 
investigation 1; impossible Customer was satisfied wlth response 

I I I 
~~. ~ 

y the agept while tal%mg with hdher  mother an the phone 

T Y  customer stated that she gave tne agent her calling card 800 
lumber and PIN to get the balance of her calling card minutes She 
taied the agenl d1o nothing and then hung up on her 

T Y  customer stated the agenf hung up on her 

T Y  customer called to complained that agent dialed the wrong 
umber 

T Y  c ~ s t o ~ r e r  cornplaned that agent dialed the wrong number 
,poiogised lo cu;:otne~ Folloiv up requested 

0811 1/06 Apologized to customer Follow up requested via TTY Coached 
agent on call procedures Followed up with tuStorner on 811 1106 

08/22/06 Apologized to customer Follow up requested Coached agent on Call 
procedures and followed up with customer on 8122106 

TV ~ u s t o r n e i  stated that during a b-1Slness call the operator made 
, mistake a m  hung up Customer stared this operator needed 
8dditional training 

I 
0713110 Apologized to customer. follow up requested Discussed the 

comdaint with and coached operator on procedures. and followed u; 
with customer 

0713110~A~oloq~zed to customer Follow up requested Fowarded complalnt 



the number to the called party Apologized to the customer and 
turned in a trouble ticket. Customer wanted follow up by the account 
manager. Trouble ticket was closed after the problem had been 
resolved. Left a voice maii letting customer know that the issue had 
been resolved and to contact if there are additional problems 

not accept her call 

09/29/06 

1 0102106 

09104106 Voice cailer Stated his wife is having a great deal of garbiing On her 
VCO Ameriphone. Agent attempted to rule out easy fixes for the 
garbling problem. Caller would like a voice-to-voice call back to 
troubleshoot the problem extensively If the problem Cannot be fixed 
the caller would like Information on how to proceed. 

hung up on the outbound answering machine recording during a call 
on 9/612@06. 

09107:06 OR TTY user complained that agent did not follow instructions and 

09/07/06 OR TTY user complained that agent typed entire answering machine 
recording instead of hanging up on the recording as requested. 

0911 5/06 TTY customer stated that agent did not follow his instructions to not 
type out the outbound answering machine message. The Instruction! 
were that if the agent reached an answering machine, topst hang 
up, but the relay agent typed the entire message 

TTY caller stated that while trying to access information about a 800 
calling card number. the agent was rude, kept interrupting the 
customer. and didn't type out the recording. 

TTY Caller stated that agent did not follow rnstructions to hang up if 
an answering machine was reached on the call. Agent instead typed 

09129106 Agent was coached by TL on the proper procedures for :allowing 
cu5tomer instructions and keeping the customer Infcimed, not 
interrupting CUStDmer. and being friendlier Customer did not request 
a follow up 

following customer instructions Pgent understood No fo l low~up was 
101021@6 Apologized to customer. Discussed with agent the 2rocedures for 

Attempted to reach customer on i0-02-C5, 10-04-GE 10-i8-05 
Complaint IS closed due to inability to reach the customer 

10/17106 TTY Customer said she had four agents during the duration of her 
Call 

stated customer requested a hang up after answerlng machine 
message was already finished. Agent does know the importance of 

follow customer instructions Agent understood 

10/18/0 Apologized to CUstOmel FCC requlres that an agent be on a Ca l l  !Or 

at least 10 minutes before it IS  taken o ~ e r  FCC regu8rernents 'were 

09115106 Apologized no follow up requested Supermor  coached agent to 
foilow customer instructions Agent understood 

10124106 

met No follau. up requested 

this call and would never hang up on a customer f igen '  
demonstrated knmvledge of the lmponance of not disconnecting calls 
and is aware of  the Consequences of doing s o  No follew up 
requested 

TTY caller believes agent hung up on himiher Customer called the 
same outbound number four times in a row and then asked the agent 
to continue dialing After ringing for a while the call was 
disconnected 

10124106 Apologized Supewlsor met with the agent who did 101 remember 

ans. mach message, I lrequesled. 
1 0105106~OR T Y  caller called to cOmDlain that agent disconnected without I 10113106(Apolagired; no follow up requested 

lplacing the call. I I 
l o l l  31061When TTY user called relay. the first three numbers were typed to I 1011610~Apoiog~zed and reassured customer that agent 'would be coached 



agent to ensure propef prmeduefs were followed. 
rator was gone. 

Apologized for inconvenience No folio 

message regarding this informallon, Customer did not respond back 





ate Of 
mplaint  

03i06107 

03108107 

- 
placed around 7 45pm P S I  

03:1 1iO:IVoiie customer called in to  customer sewice and !t came ~n on the 

Nature of Complaint 

7TY customer Stated that he called Oregon Relay a couple of days 
ago and the operator told hlm that he remembered customer from a 
previous call and that he could no! place prank calls Customer he 
aid not know what operator was ieieiring to and asked to  speak to 
s ~ p e w i ~ o r ' w h e n  SupewIsOr by the name of Abe came on the line, h 
too told t u ~ t o m e i  m a t  he could not be placing prank calls CUStome: 
stated that he uses relay to call Deaf friends and knows what he 1s 
dorng r regaras to tne use of Relay 

OR VCO customer called l o  complaln that when she placed a phone 
call and ,wanted to  leave a message. the agent did not let her know I 
the messme had been left Caller stated that the phon? call was 

mY tine The system did not detect ASCII so !t automatically 
swlched to  the >m:e line RCS answered the call and the person 
shared tnp problems experienced with the Oregon Relay Center He 
staled that ever9 IITD he calls 71 1 With h x  cell phone he gets the 
Oregcn Relay Center but he pets put on the TTY Ihne and the syster 
swI;hes him 10 the voice line. the opefators do not give the greeting 
for a \101ce #user - they jus1 har.3 up He has spol(en lo supeNlsars 

and the s c p e ~ ( s o r s  he has spoken w t h  are rude 
abo'dt this and t h e y  dld not hclp  hlm H e  stated that the Operators 

0311 3/07 

04110107 

typed wlhout spaces, was inaCCUrate, and misspelled words. Caller 
comrnente~ that both oanies were not getting the full conversatlon. 
voice zustomer also stated that the agent  dld no1 ask for  a slower 
pac? when ~ x s t i o n e d  i f  there was a problem, and responded with i 
negative l one  When inaccurate typmg continued, both customers 
asked agenl !i t h e y  could have another agent and were then placed 
on io ic  

forwarded to center handling call. Met with agent, who did remembel 
a VCO call bn which the VCO was complaining of bad typlng. Agent 
said typing was clear on her screen and VCO must have been 
getting garbling. This was witnessed by another supewlsor Voice 
customer then informed agent that she was going to hang up and 
redial Agent appeared lo have followed procedures 

Apologized for incidence and thanked Customer for the feedback ani 
Said that information would be shared with approprlate captioning 
sewice staff for follow up Suggested customer document the date. 
time and CA number for more specific follow up 

Apologized for inconvenience. customer requested follow up ASAP 
Contacted customer at 3'30 pm with no response Contacted 
customer again on 31301 07 at 9.00 am, $12107 at 11 12 am an4 
4110107 at 5.30 pm Complaint closed due to  lack of customer 
response. 

03:13,117 

people cou,o not hear her voice but had no Problem With incoming 

CapTel user compla~ned about the accuracy of captions 

mail to the customer that  due to the lack 07 necessary miormallon to 
track the call (no age"! ID) or datesltirnes b e  were unable to take 
further action Advised the customer to note agent ID and dates and 
times of calls ~n the fu ture  so that we can assist him with hls 
concerns Closed due to  lack of information 

far the Oregon Relay Center but he did not %ant 11 n Orme 
customer that the complaint would be logged and asked I f  he wanlei 

ressarch without this lniorrnatlon 
to have a follow up ne decllned No agent ID provided Unable I O  



0311 910 

03Q7.10 

0312310 

0312810 

0312010 

0410510 CO customer called to complain that he is not being heard by 
itbound panies when he calls via relay He has to call back to be 
!aid ?he last time this happened was 415 at 0 a m PDT 

Called customer again and informed him that this issue will be 

five or S I X  p m the bug has been scheduled for release Contacted Customer to 

ake an International call to directory assistance 

to her long distance provider Customer refused to leave a follow up 
contact. therefore this complaint has been close0 

Resolution E Apologized for ir,,zonvenience Opened a tmuS1e ticket FoIIol~.~up 
pending and 
will be 
resolved the summer 
within lhe 
requlred 180 
days. 

requested. Met with customer on A;27:07 to expmn tnat the system 
was being worked on and a resolution is s c h e d ~ l e b  tc be released ir. 

" _  
stance ?he last call was approximately 12 15 p m on 3,29107 issue Trouble t t c ~ e t  could not reproduce the problem and advised 

the customer that more mformation I S  needed regardi-9 the ndmber 
calling from dialed to in order ' 0  research the problem Cus'a'ner 
agreed lo provide this nformatlon If this SCCUIS again 
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DOCKFT NO. 

DOCUMENT OFF-LINE 

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

o An oversize page or document (such as a map) which was too large to be 
scanned into the ECFS system. 

o Microfilm, microform, certain photographs or videotape. 

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

The actual document, page@) or materials may be reviewed (EXCLUDING 
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician atthe FCC 
Reference information Centers) at 445 12* Street, W, Washington, M). Room CY-A2!57. 
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 tho 
Information Technician 


