GENERAL EXCHANGE TARIFF

Cause No. PUD 200500042 3rd Revised Sheet 1
Ordar No, 508813 Raplating 2nd Revised Sheet 1
Tracking No, OK-07-1568

TELECOMMUNICATIONS RELAY SERVICE FEES LIST

Monthly fee per exchang® access ling or arangamant

Talecommunications Relay Servite FBE ...t s §0.04 (CR)

Issued: February 28, 2007 i

By, DONALD E. GAIN, President - Oklahoms

Southwestem Beli Telaphone L.P., db/a AT&T Oklaheme
Oklahoma Glty, Oklahoma
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Appendix U: Copies of Complaint Logs from 2002-2007
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Oklahoma TRS Complaint Log

June 2002 to May 2003
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June 2002
Tracking | Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. { Compl. Resolution

VCO being charged by Sprint for calls via OK
Relay. Customer requested AT&T on cuslomer
Database 2/49/02 but continuses to be charged
each month by Sprint. Apclogized for the
06/12/027 33 |problem advised calier to sand or fax telephone | 08/12/02
bills with Sprint charges and that Relay
Customer service would credit those calls and
contact when credils were sent to local
3080G iatephone co.

Upon receipi of billing statemants
Histing Sprint charges credit will be
issued to LEC and customer will be
contacted to varily credit,
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July 2002

Tracking | Date of | Cat. # Natyre of Complaint Date of Explanation of Resofution
# Compl. | Compl. Resclulion|
Agens was not at fayit. Aganl was
fallowing company policy. Supervisor
Customer called superviser over to complain that, explained this several limes 1o the
agant would not give him a number that was customer that we would not provide
7RItz 2 provided to him in a conversation on a gail that Grizzi0z the info requested now that the call
had just ended. was over. Customer was fruslrated
with superviscr explanation and hung
up.
§020X .
Customer suggestod we do a refresher on cell Supervisor apologized for the poor
07118021 21 iphanes for agents. He has been having trouble [ 07/19/02 [service and sald we would pass
galting his cell phone calis through relay. suggestion along.
016X
Tulsa 911 operator called in to complain that
ralay has the wrong smergency number
programmed onto the emergency database, 911
oparator has complained to several Relay
supervisor about this problem. Just 2 weeks ago Emailed this morning and than spoke
911 aperator complainad to acct manager of OK. with custemer at 2:30p. Afler walking
Q723102 29  |Since then nothing has been dona. Tulsa 811 is | 07/22/02 |through tha issue it sesmed Lo be
stilt getling emergency calls on their back up resolved. Customer to cali back if
[ohonas which are frequently naot staffed, problem persists.
Supervisor said ha would report prablam to CM
and tech in ordsr ta get problem corracled. No
call back needed. Tech submilled request for
E&11 change.
6022X
Customer was upset felt agent didn't foilow the
instructions in the customer notes. Agent aaid
¢id answer per instructions and OB was upsel
wa (relay) didn't say it was a relay cali. Customer Mot agent error, Agent followad
0702 2 ey agent didrt follow instructione agent i, BTS2 (i rictions per custormer fotes.
Apologized to customer updated customer nates
te say typing and per customer instructions to 1B
typa.
8035
Customner advised the oparator that she would
ba dialing a ragional 800 call. The relay operaior
didn't seemn o knaw what regional 800 call was.
The oparatar put the customer on hold for a
lengthy time while speaking with & supervisor. ACU assisted Ca with the call, CA
The customaer reparts that she began ber cal! at advised lo study reg 800 along with
a7 1 10:07a and was not finished until 11:25a for this o702 other call processes so to be familiar
one call. | apelogized for any inconvenience the with all of them.
customer experienced. | told her | would
idocument her compiaint and fwd it to the call
centar where the agant was located for follow up
with a supervisor. No follow up neadad.
3178G
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August 2002

Hature of Complaint

Date of
Resolutlon

Explanation of Regolution

Customar said she callad har mom this morning
an when her mom picked up the phena the
operator didn't say anything, She said sha had
the operator redlal tha number and her mom said
hallo 4x the operator still didn't say anything her
mam thought someone was plaving on the
phene and hung up. Apologized to the customer
for the inconvenience and informed her that the
agent would be addressed.

00/03/02

Mat with agant. Agent was
experiencing difficulties with her
headset which prevented the vaice
person from haaring her. Coached
agent on the imporiance of keeping
the custormer Infermed of technical
problems,

Customer called I stating thal on a coupie of
incoming cails today she is suddenly laft talking
to no one his calls are dropping in tha middle of
the conversation. Thanked the customer for
calling in and et her know that | would putin a
troubla tickel. TROUBLE TICKET 352981, Aisc
let her know Lo contact her aguipment
manufacture io make sure it is not something
with har equipment. Customar does want
confact.

08na/02

TROUBLE TICKET Results - With no
timas, technician can't be certain but
very probably due to T-1 bounces
experiented that same day. Beyond
tech’s scope. 8-27-02 Cailed
customear through VGO and axplainad
the T-1 bounce as a likely causa,

Tracking| Dateof | Cal #
# Compi, | Compl.
Jelo3nz 21
12663
08/18/02} 25
32020
08M802] &
12664

Customer comments: "l called a few minutes ago
-and | gave operator 9531M a phone numbar to
dlal. The number was dialed anc was waiting for
the operator {o respond however the cperator
hung up on me." Apologized to the customer for
tha Inconvenience and informed him that his
complaint would ba decumented. Customer does
not request fallow up.

08/18/02

Met with agenl. Coached en the
importance of nal disconnecting catls,
Also advised agent of the
consequéences of doihg so.
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September 2002

Tracking
#

Date of
Compl.

Cat. #
Compl.

Nature of Complaint

Dats of
Rasolution

Explanation of Resolution
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Oclober 2002

Tracking | Cate of | Cat. ¥
# Compt, { Compl.

Nature of Complaint

Data of Explanation of Resolutlon
Resolution

10/28/02

3033H

24

Customer states that when he makes calls
through cell phone using OK relay sve that he
gots a recorded message thal says “you have

iaccasgad Sprint network our records indicate

that you have not sstablished an account with
us. Please cal customer svc. Rep tried calling ko
try this call and got agent and first twe imes the
phone rang once and discobnacted and than on
the third try the message thal the customer
suggesied did coma th, Agent was unable lo
place tha callf Customer does retuest a call
back k when the problam is fixed.
TTHINN048I657

Irouble tickat results - With 1his call
being a ceil phanre call the info digits
on the call should have identified this.
The agents are instructed how to
handle cell phone caiis. Called the
customer back al the # provided to
follow up but got a recarding that the
numbsr is ne longer in service.

12/30/02
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November 2002

Nature of Complaint

Date of

Resolution

Explanation of Resolution

Cust placed a call 1o her husband and both
partias had Indicated they ware ready to hang up
and said by, The realy opr said that the tty user
had hung up s0 the cust iald her cellular phone
dowe for a few mins not realizing she hadn't
completaly disconnected the call she picked up
the celf phone aggain and piaced another call.
Lalar her husband showed her s tty print out of
the relay opr typing 1he sac non relay call to himn.
The cust i upset that the relay opr indicated that
the person hung up when he hadn' and that she
relayad the 2nd call to him. When customer was
told thef har husband had hung up sha indicaled
{o the reay opr that she was hanging up and
thankad the opr so expected that the opr would
discennect too. The custemer didn't realize that
she had not succassiully disconnacted the refay
call when she made the second call. | apologized
and told the customer | wid document her
complant and fwd It fo the call center whera the
agent Is located fr follow up with a supv.

11/06/03

met with agant. Coached agent on
proper precedures to follow when
ending a call. Also coached agent on
the imporlance of keeping the
custorner Informed.

Customer is concemed that he oflen reaches ok
spoach to speech after dialing 711 instead of a
regular opetator. | apologized to the customer
and sald we would research the probiem. The
customer wants somecre to contact him
ragarding the rasull. | confirmed with Sprint
Techs i this could be a Sprini related issue
before filing a troubte tigket> Sprint Tech said it
was pogsible. | then ieft message on customer
answering mach that Sprint is researching the
problem. TROUBLE TICKET 513743

12/130/02

TROUBLE TICKET results - Tickel
numbar not found in he system as of
12-30-02, Invalid ticket numbar.
Alternpled lo conlact cusiomer on 12.
30-02 n answer. Left message on
answering mach to call bagk if stil
having problems. Attempted o
contact customer again 1-3-G2 no
answar, left ancther message to
follow up.

Claims agenl is leaving death threats on
answering mach. Says if agent was reiaying rasl
massages would say who the message was
from. They want return call ASAP from Acct Mgr.
Apologized to the customer they want acct mgr
to contact them. Fael the agent s harassing
them and threzlened to sue company. Said
agent was relaying message as given.
Customers disagrees feels it being threatenad.

11126102

Talked o agent and agent doesn'l
remember isaving any dity messagas
to TTY from voice. Agent also sait he
would not cali any TTY person away
fram work area to leave difty
messages. Coached agani on
relaying everything verbatim sl to
add or take away from msg. Numbar
sustarner gave for foltow-up has been
disconnected.

Tracking | Date of | Cat. #
# Comgpl. [ Compl,
11/04/62 4

3058H
11/04i02] 24

4984
1724002 4

2264
2264 | 15424/02] 18
2264 | 11724021 A
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December 2002
Tracking | Dats of | Cat. # Nature of Complalnt Date of Explanation of Resolution
# Compl. | Compl, Resolutlon

The agent would not repeat how to spell the
email address when | asked her. Instead she
lyped it to the: TTY user. Explained to tha caller 12118002 Based on the information provided,
that the opserator has to typa averything that is propar procedures ware followad.
heard, Apologized to the customer and thanksd
har for taking the time to iet us know.

RM02( 21

3865
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January 2003
Nature of Complaint Date of Explanation of Resclution
Resofution

Tracking| Dateof | Cat #
# Cornpl, | Compi.

Child called in to complain that someone called
her the "F-word." “! want them fired. Do ith* Unable o follow up as no agent
0105703 i Supervisar explained that he would follow up 01/25/03 number was provided.

325X with egent. Customer hung up.

Volce persort said agent was rude because he

wouldn't have conversation with the voics
01/26/03 17 perscn. | explained that the agent was 01/28/03 |Not an agent arror.
maintaining transparency and calier control,

6356X

Relay Oklahoma FCC TRS Certification Renewal—Qctober 1, 2007 209



February 2003

Tracking [ Date of
# Compl.

Cat #
Compl.

Nature of Complatnt

Cats of Explanation of Resolutian
Resotution

02/03/03

3381H

Ibecause he did not know what was being said.

Customer al a bookslore received incoming call
and was nhot able to understand the CA
announcement at tha beginning of the call. Either
due to accent or annunclation of words the
customer didn't understand what he was saying.
The first customer that answered the call handed
tha phone off to anothar parson at the store

that second person was able to gef the CA
number but the customer hung up before ha
could get clariflcation of the call. { thanked the
customer for taking tme to lef us know and
apologizad for the Inconvenience. | told him tha
repori would be sent to call cenler supervisar,

Met with agent however she did not
ramember his particuiar call. Advised
the agent that when annauncing tha
02/11/03 |svc to make an exire affort ta slow
down and enunciate sach word.
Ageni was very receplive lo feedback
and was obsarved making an effort,

02/18/03

3905

Agent did nol nolify the person | was caliing that
it was relay svc. This informed parsan after
walting a few secends hung up on ma and the
operator did net tell me, | checked with the
persen | wanted 1e call and sha said sha did not
understand what was going on and apologized tof
me. | apologized to the customer and informed
her that unfortunately sometimes when we
anneunce relay the OB parson just hangs up not
giving the agent a chance 10 explain the service.
1 do not know this is what happenaed in this case
hut ant any rate the agent should have informed
the customer they hed hung up so they could
decide how they wanted it handied. | to/d the
customer that a copy of this complaint would be
given 10 the agents supervisor and this issue
would be discussed with the agent. | thanked her
for letiing us know.

Did nat recali call, GA was coached

02119103 v0n proper procadures,
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March 2003

Tracking} Dateof | Cal. # Nature of Complaint Date of Explanation of Resolution
# Gompl. | Campl. Resolution
Cuslemer was ugset gave agent instruclions
(person req and they are hard of hearing you wil :::2?;%:2?:, flgai:(?:gﬁéo furn
03/29/03 4 need to spaak up). OF was unable to hear rlelay 03/29/63 Jrespond and answer the 1B questicn
agent and hung up. |B asked what relay sakd st by saying relay announced
agent sent ALT 2. Apologized to customer said | customer unable to haar me
wauld speak tc the agent about this, '
B8437X
Me1 with agent regarding this
complainl, however she had no
TT¥ was disconnacted from persan he called recoﬁecﬂnn of this parlcular cal’
TTY then asked why thay were disconnected. '
0301703 4 ! 03/08/03 |Agent was coachied on the
Relay agant would not explain. Apologlzed to importance of keaping cusiomers
customer said agent wouid be coached. informed at all tima and the
seriousness ¢f discannecting a call.
402X
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April 2003

Tracking | Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
i Compl. | Compl. Resclutien
Team mgr met with agent after taking
the comglaint; agent did nat follow
praper procedures. She coached the
Customer stated agent Is slow in dlaling and agent on always foliowing cali
dicdn't give recording. Customer had to ask for it. procadures unless the cuslomer
Customer falt i} ok toe long 1o dlal the number, states otherwise. Agentwas also
04025163 ! Apologized to the customer and advised the 04126103 advised that leng dial out time would
incldent wouid be documantad and fwd to the not be accepted and that anytime
appraprlate dept. No follow requestad. procedures whara not followed
appropriate action would be takon.
also reviewed the carract progadures
for recordings with the agenl.
14000
14000 | D4/25/03 4
14000 | 0425/03| 17
14000 | 042503 21
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May 2003

Tracking
#

Date of
Compl,

Cat. #
Compl,

Nature of Complaint

Dale of
Resolution

Explanation of Resolution

Relay Oklahoma FCC TRS Certification Renewal—Qctober 1, 2007

213



°

ST T s o
S e (o

R B TN =1 o R LTy

) I

o |T¥Z0L

ofojalalefa

olo|a|elula|o
ololojolelia

Buipisay pomay
EM047) [0 Krusey
mawny 006 N

4

ata|oyrloleln

asg
savey

b3
£ER
ZeR

TEW -

CEW]

[ Eard KT - -

I EY IR P

alo|ojo|elalala

3

o|s{c|riaja|a|jafa

wieithlon $9X] pounpa) i
UaiS ]

FERELy JoNn StRgeRg)
Bessay Po[qEn)
PaIAUM02TIQ Sur)

@) Feppery Banoay
e 17301 1) padineyyy
Jurpuerg ooy

5TA|
BZA|
LT
o9z
24
e
L2
TZH

|

"7

S TLoL . -

wie)Far) 204) wraronid Q)

EIETEYES

)

o|=|oia|w]|e (o)

o|alalw|a

a|=(o|laielefala

olo|a|ola|o|alaia|jaln o

I

eio|clajolalolalafal

ale|oje
}-

o|o{e|a

o;‘aaansceaa

nnoouﬂ'jnucﬂaonnunau aL

walo o mle]slmlelalaralal

A

a|r|ojalrjalo|a(z|o]|ajele|a|alala|-|a|s]|a

vlajelainiolalalo|e{e|c|aafe

Olnjciaiaiajaloisjaiaielolel ia|o o elar ol o)

elejololalriolulc|elalalo|lo|slao]a|ofala] i

e|ojola

&

olale|alae|e|els|ols|ais)

€002 A8 - Z00Z aunr
Aetay ewouepio

MRS ysredy

oS04 10K SNPRS0Ld 094

UH NG g

uprdg 2=

[£23

Y33 of uamadel aza

518

BURDEW Rmsuy W0 | aa
PNy SEM Uy (TR

RUeY B EsRR] 918

P3t ioN Bimpewy Aurpasay| ST
PRars] oN sBufany| o1

PIdAs 10N #xon punciyoeg )| £
410K 2.0R3300g QoA Tom] 21e

i

PRaOle] lON S:npesold HOH] OT4
ey Junlanz| com

BUaL TN 00| 20
Ravsmanypaedg Bupdd) | con
Buads ooy opx

THIED paRa000sel] Byt op
FRRIXNI} S G LI o
IS 350 Moo LUBig | s0R
ISU1 35ECTIRY Moot Lupig| zoy

il

ury ey sy oos

214

Relay Oklahoma FCC TRS Certification Renewal—October 1, 2007



Oklahoma TRS Complaint Long

June 2003 — May 2004
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June 2003

Tracking| Daleaot | Cat.# Nature of Compilaint Date of Exptanation of Resclution
# Compl. | Cormpi. Resohution
er In and 1the agent Coached agent onAthe impartance of correcting adl typing
060503 6 gstyphgmnmmmwaaauof 08/05/03 ::'mcuc“ pacing " _nmm'm rufmemrm?;im
15179 g 5 |appropriate action was taksn.
15179 | D&AOSNA) 7
VCO customer states agant did not follow Cauched agent to keep customer informed that the person
o803 3 her inatiuctions. Customer fuinther slales w2 kept hanging ug sach time he atempled t annouce the sve.
thi 18 & critical situation and the agent Also coached the agant on the importance of following
) naacs to be reptimanded, feusotmer's Instructions ot all imes.
3346- §{ DE21/03] 17
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July 2003

Traciing § Dateol | Cab # Natitre of Complaint Date of Explaiation of Resofution
» Compl. | Compl. Rescittion
Custoimer gave a number to call and got to that pereon
: and waitad 15 mine wad then tha agent dofd thes: that the Coached CA on folowing custome
omsns| 3 Susiomer
[pesson g up. s requented he agentto te-dlatand | O O |instrictions and hasping thetn miormed.
3430-4 agent did not,
3430+ | 07503 4
Customer wanted 1o let sty know sbout GA'S that do ot Trafing update reminder was ssued
] IR esenhrbiog DR8I | regateing v proceciures,

Relay Oklahoma FCC TRS Certification Renewal—October 1, 2007 218



August 2003

Tracking} Dateof | Cat. # Nature of Comypaint Date of Expfanation of Resoilticn
¥ Compl. | Campl, Resoluticn
TT resiilts - The power cord rurming to
oangoa) o  [Customer cellsd to repon that caltar 1D was no 0811103 the cable post st the corner of the ped
langer working on his home number, was knocked loose. Hesesled cord and
L ] positions restorsd to service,
Customer placed cal o oulbound wh had not CA “"u' "”m" W‘”" pw""" catl gw""’;“‘ v
OB/20/031 2t |neceived s relay call bafore. Agent sent the macro oaayg {Froced “mm“'“m"”mﬂehv
15204 but did pot explain the service effectively. | m” "':n' ;""'m'
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Septamber 2003

LTracldna Date of | Cat # Nature of Complaint
# Compl. [ Compt.

Date of
Resolution

Expiznation of Resolution

09202103 Voice customer was. comphaining that thers
16 lat of nosse on te reley site wag a

18275

Exgiai that e opre do not it foo far away

Trom ons another and at titres £he may bear

08/02/03
mmhmﬂdmm

oprs wha may be relaying.
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October 2003
Tracking[ Dateof | Cat,§ Natura of Compyaint Date of
# Compl. | Compl,

Explanation of Rasolution
Reeohdion

221
007
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November 2003

Tracking| Dateof | Cat. # Nature of Compiaint Date of Explanation of Resolutlcn
# Compl. | Compl. Resolution
2803 Customer wata upset because his message was Coached agent to be sure to [eave sntire
2753 1 18 et left. 1172603 mSg on ans mach.
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Nature of Cormplaim Data of
Resolution

12/03/03

Customer gomplained they kept calling into relay when
g to ofaf & family number,

December 2003
Explaration of Resolution

Tech checked out nbr - ho prablem with
our fechnology.

.cmmhwmhmmhunu a210104
1anTRa) 24 phone which shou|
2301, benbcucaﬂandulscommacmasw. “

TT results - The customer will naed to
jresolve thia [ssue with their cefyjer
jprovider.
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