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STATE OF NEW MEXICO 
COMMISSION FOR DEAF AND HARD OF HEARING PERSOPS ?Ut. ~ 

LLJ1j 

Bi l l  Richardson 
Governor 

.lune 28. 2007 
Thomas I. Dillon, 111 

Executive Director 

Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 

Washington. DC 20554 

Re: CG Docket No.  03-123 

Dear Commissioners: 

445 llLh Street SW Room 1'W-B204 I,. [;lJpf (jib. 

Greetings from the State of New Mexico! 

Enclosed you will find one original and four copies of three complaint log documents: 
I .  Annual complaint Log includes number of complaints received that allegc a 

violation of federal 1 R S  minimum standards. the date of the complaint. the nature 
ofrhe complaint. the date of its resolution and an explanation o t  thc resolutio!i. 

2. Annual Summary includes total outbound calls, total complaints for the reporting 
period June 2006-May 2007, and percentage of complaints to total outbound calls 
information. 

3.  Annual 'frilly Report will be total complaints by category. 

Also enclosed is a standard CD ROM with electronic copies recorded. 

Our agency (Commission for Deaf and Hard of [Hearing Persons) is responsible for 
monitoring the quality of servic,es for 'lelrcorniii~inications lielay Services and for 
receiving internally unresolved complaints. I am pleased to note that New Mexico's 
number o?coinplaints has decreased by 21% when compared to year 2001 -2002. ,21so 
ignificant is thc fact that no complaints were escalated to the slate level. 

l'l,:as? contact inc directly at (505) 827-7270 or tom.dillonlcLstate.iim.us should you havc 
further questions regarding out' submission. 

\'i.t'y truly yours, 

Mailing Address: P.O. Box 5138, Sanla Fe, New Mexico 87502-5138 
Phone: (505) 827-7269 VoiceflTY 

1-800-489-8536 
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solution 
06/27/06 

07/05/06 

10/10/06 

J 
@ w INature of Complaint 

laint Tracking for NM (06/01/2006-05/31/2007). Total Custc 

Advised customer to try hooking up the CapTel phone at a different 
phone jack which resolved the problem. Advised customer to have 
the phone jack checked. Test calls were made (inbound and 
outbound) successfully. 

Sent customer 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 their occurrence. 

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

repeatedly asked the operator to dial another number and received 

02/09/07 

12/29/06 

!r Contack: 18 
?de of IExplanation of Resolution I 

.~~ ~-~~ ~ ~ ~ 

that the problem still persisted. Customer asked to be informed of 
resolution by fax. Reviewed the Trouble Ticket file and found that the 
customer was using the same line for TlY and fax, which can cause 
garbled text Account Manager sent a fax to customer and 
encouraged him to have separate TlY and fax lines to avoid garbling 
problems. The technican conducted tests from Sprint call center sites 
and there were no problems. 

Customer was contacted to get more details about garbled text 
problem and to see if he was still experiencing that problem. 
Customer said that he had a b e s t  technican w m e  out, and it 
turned out that there was a problem with the line. Qwest fixed that 
problem, and customer hasn't had a problem since then. Customer is 
satisfied. 

Apologized to the customer and suggested that the customer 
document the date, time and operator (CA) number in the future for 

01/12/07 

01/12/07 

t ps to redxe their occ.rrence 

121061061AooI~1~ed to the customer an0 oeriormed a test call wnlcn showea 

. -  .. 
document the date, time and operator (CA) number in the future for 
more specific follow-up. 
Inbound call technical problem was reported at 8:15 a.m. CST on 
1/12/07, which resulted in increased queue waiting time. The 
problem was completely resolved at 1028 a.m. CST by CapTel 
Technical Support. 

Operator did not remember this case, but was coached on the 
imoortance of not diswnnectina calls and was advised of the 

more specific follow-hp 

0110510iiA~oloa.zed to !he customer ana SJggested that tne CuSlomer I 

- 
wnseauences of dong so 

03/05/0 Technical proolem foenlifieo ResoLrion prov oed Dy newora venoor 



Date of Nature of Complaint 
Complaint 

03i20i07 TTY user has been having trouble with NM Relay English operators 
and keeps getling Spanish operators at the English number. The 
latest problem happened at approximately 10 a.m. on 3l20107. 
Customer requested follow-up. 

03/23/07 Voice customer a u l d  not hear the VCO user through the relay. No 
follow-up needed. 

I I  

Date of Explanation of Resolution 
Resolution 

03/20/07 Apologized to customer and a Trouble Ticket was issued. Action 
taken on Checked Trouble Ticket file, and the problem could not be 
reproduced when testing the English toll-free relay number. Relay 
Program Manager called the customer to follow up and the customer 
stated that he wasn't having this problem anymore. 

Apologized to the customer and a Trouble Ticket was issued. 
Technicians are working on a resolution to the VCO voice 
degradation problem and the Relay Program Manager will follow up 

Resolution 
pending and 
will be 
resolved within next week to see if a resolution is in place. Resolution is pending and 
the required 

118Odays I will be resolved within the required 180 days 

04/11/07 

04/16/07 

04/24/07 

04/24/07 

04/26/07 

I I I 
0410210 TTY c,Stomer stale0 lhal while on hoo our ng a ca 

informed the customer lhal he CoJldn'I holo any longer and then 
Ine operalor 04112.0 Operator rememoered tn s case and slate0 that while on nold tne 

receptionist transferfed the ca, 10 another TTY and he bridged the 

CapTel customer complained about a technical problem with CapTel 
phone. 

CapTel customer called to report a DiswnnecUReconnect problem 
during calls 

04/11/07 Investigated the case and learned there was an accidental 
disconnection of the CapTel call. Apologized to customer for the 
incident. 

CapTel phone and a traditional phone. Explained to customer why 
disconnectionlreconnection might occur and Sent email with tips to 
reduce their occurrence. 

04/24/07 Apologized to the customer and later contacted the customer and 
apologized again for any inconvenience. Customer was satisfied. 
The operator remembered some details about this case and was 
coached on the proper responses for when information is asked to be 
repeated. 

04/16/07 Sent customer information explaining the difference between a 

Voice customer stated that when he made calls through this operator 
two times, the operator was rude. Customer asked operator to repeat 
information, and operator ignored request, simply typing the question 
to the caller without answering or saying anything. Customer asked 
many times and received no answer, and operator just kept typing. 
Operator read a phone number too fast and did not repeat when 
asked to and just typed the question to the TTY caller. Customer 
requested follow-up. 

n Y  customer stated that the operator kept asking for the number to 
dial afler the number had been repeatedly given by the customer. 

04/24/07 Apologized to the customer and told the customer that it may have 
been a technical problem. Operator recalled having several calls 
where the inbound caller didn't type a number lo  dial or the message 
was garbled Proper procedures were followed. 

wuld successfully make captioned calls to the regional 800 number. 
CapTel customer complained about a technical problem with their 
CapTel phone. 

04/26/07 Technical Support made adjustment so that the CapTel customer 

disconnected the call I I  I call. Operator was coached on the proper procedure of informing the 
inbound caller when a TTY has been reached before connecting 
them. Contacted the customer and apologized for the disconnection. I 
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\POCUMEN OFF-LINE \ u 
This page has been substituted for one of the following: 

o This document is confdential (NOT FOR PUBLIC INSPECTION) 

o An oversize page or document (such as a map) w h i i  was too large to be 

o Microfilm, microform, certain photographs or videotape. 

scanned into the ECFS system. 

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 at the FCC 
Reference Information Centers) at 445 12"' Street, W, Washington. DC, Room CY-AZ57. 
Please note the applicable docket or rulemaking number, document type and any other 
relevant information about the document m order to ensure speedy retrieval by tho 
Information Technician 


