Appendix U: Copies of Complaint Logs from 2002-2007



ALABAMA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2002 - MAY 2003

June 2002 — Nothing to report
July 2002

TTY July 12,2002

The customer complained the CA did not type verbatim.

Category: Typing Skill/Speed

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Documented for reporting purposes.

Contact Closed: July 12, 2002

FCC: Verbatim

TTY July 22,2002

The customer complained the CA did not type the entire recording on his relay call.
Category: Other (CA/OPR)

Escalation: Received by the National Relay Center, RI and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: July 22, 2002

FCC: Verbatim

August 2002 — Nothing to report
September 2002 - Nothing to report
October 2002

TTY October 11,2002

The customer complained the CA had not relayed the call verbatim.

Category: Attitude and Manner

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: October 11, 2002

FCC: Verbatim

November 2002

TTY November 3,2002

The customer complained the CA had not relayed the call verbatim.

Category: Attitude and Manner

Escalation: Received by the National Relay Center, RI and handled by the same.
Resolution: Apologized to customer and advised report would be written.
Contact Closed: November 3, 2002

FCC: Verbatim
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ALABAMA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2002 - MAY 2003

TTY November 27,2002

The customer complained the CA had not relayed the call verbatim.

Category: Attitude and Manner

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: November 28, 2002

FCC: Verbatim

December 2002

TTY December 12,2002

The customer complained the CA had not relayed the call verbatim.

Category: Other (CA/OPR)

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: December 13, 2002

FCC: Verbatim

TTY December 13,2002

The customer complained the CA had not relayed the call verbatim.

Category: Other (CA/OPR)

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: December 13, 2002

FCC: Verbatim

TTY December 18,2002

The customer complained the CA had not relayed the call verbatim.

Category: Other (CA/OPR)

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: December 18, 2002

FCC: Verbatim

January 2003

TTY January 2,2003

The customer complained that he/she could not understand the CA's typing.
Category: Typing Skill/Speed

Escalation: Received by the National Relay Center, PA and handled by the same.
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ALABAMA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2002 - MAY 2003

Resolution: Apologized to the customer for the inconvenience.
Contact Closed: January 2, 2003
FCC: Typing Issue

TTY January 8, 2003

The customer complained that the CA did not keep her informed or relay her call
verbatim. :

Category: Attitude and Manner

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: January 8, 2003

FCC: Verbatim

February 2003

TTY February 4, 2003

The customer complained the CA was slow in relaying the call, and did not relay the call
verbatim.

Category: Other (CA/OPR)

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience.

Contact Closed: February 4, 2003

FCC: Verbatim

TTY February 21,2003

The customer complained that she could not get through to relay when dialing 711. A
hearing friend called and got a recording that all CAs were busy.

Category: Other (Equip)

Escalation: Received by the Relay Website and handled by the National Customer Care
Center.

Resolution: Apologized for the inconvenience, and explained that she should also
receive a TTY message if all CAs are busy.

Contact Closed: February 24, 2003

FCC: Answer Performance

March 2003

TTY March 13,2003

The customer complained she had to wait a long time to reach a CA.

Category: Answer/Wait Time

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the problem
would be reported.
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ALABAMA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2002 - MAY 2003

Contact Closed: March 13, 2003
FCC: Answer Performance

Voice March 31, 2003

The customer complained of being unable to connect to the relay service.

Category: Other (Equip) )

Escalation: Received by the Relay Customer Service Line and handled by the National
Customer Care Center.

Resolution: Informed the caller that a technical issue may have caused the problem and it
has since been resolved.

Contact Closed: April 3, 2003

FCC: Answer Performance

April 2003 — Nothing to report

May 2003 — Nothing to report
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Alabama: Alabama Relay Service

NUMBER CATEGORY VIOLATIONS RESOLUTIONS
1 Operational CA did not type Documented for
verbatim reporting purposes
1 Operational CA did not type the | Apologized for
entire recording inconvenience and
assured that CA’s
manager would
follow up
accordingly
7 Operational CA did not call Apologized for
verbatim inconvenience and
assured that CA’s
manager would
follow up
accordingly
1 Operational CA slow in relaying | Apologized for
call, did not relay inconvenience
verbatim
1 Operational CA did not keep Apologized for
customer informed | inconvenience
or relayed her call
1 Technical Could not get Apologized for
through to relay inconvenience
when dialing 711
1 Technical CA complained she | Apologized for
waited long time to | inconvenience
reach CA
1 Technical Customer unable to | Informed caller that

connect to relay

a technical issue
may have cause the
problem and it has
since been resolved




As of June 9, 2003
Alabama

ALABAMA RELAY SERVICE
ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2002 through May 31, 2003
Complaint Summary by Category

2002

VOICE 0 0 0 0 0 0 1
TTY. 0 2 0 0 1 2 3 13
TOTAL 0 2 0 0 1 2 3 14

As of June 9, 2003

Complaint Category
Transparency

Confidentiality

Verbatim

Typing Issues

In Call Replacement

Answer Performance

Gender Accommodation

=1 =]l (=] =l ]=]

Total

14

ALABAMA-2003AnnualConsumerLog-FCC060903
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ALABAMA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2003 - MAY 2004

June 2003

TTY June4,2003

The caller complained that when he dials into relay he gets no response and has to hang
up.

Category: Other (Equip)

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience. Explained that there may be calls in
queue and that may be why he is not getting a response.

Contact Closed: June 4, 2003

FCC: Answer Performance

July 2003 — Nothing to report.

August 2003 — Nothing to report.

September 2003
TTY September 16,2003

The customer was upset that five minutes into his call he was transferred to a different
CA.

Category: Other (CA/OPR)

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized, and explained that the first CA was no longer available.
Contact Closed: September 16, 2003

FCC: In Call Replacement

October 2003

TTY October 21, 2003

The customer complained the CA had not relayed the call verbatim.

Category: Other (CA/OPR)

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: October 21, 2003

FCC: Verbatim

November 2003 — Nothing to report.

December 2003

TTY December 14,2003

The customer complained the CA typed too slowly.

Category: Typing Skill/Speed

Escalation: Received by the Maryland Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.
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ALABAMA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2003 - MAY 2004

Contact Closed: December 14, 2003
FCC: Typing Issue

January 2004 — Nothing to report.

February 2004
TTY February 9, 2004

The customer complained the CA had not relayed the call verbatim.

Category: Other (CA/OPR)

Escalation: Received by the Georgia Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: February 9, 2004

FCC: Verbatim
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AT&T RELAY SERVICES
2004 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2003 through May 31, 2004

STATE OF ALABAMA - Totals

As of June 7, 2004
Alabama

QCT NOV

aijlnjol

AT&T RELAY SERVICES
ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2003 through May 31, 2004

STATE OF ALABAMA - Summary by Category

As of June 7, 2004
‘Complaint Category JUN JUL AUG SEP OCT NOV. DEC
Transparency
Confidentiality
Verbatim

Typing Issues
In Call Replacement

Answer Performance 1
Gender Accommodation T T
Total | 1 0 0 1 1 1] 1 0 1 0 0 0

ATS&T Proprietary - Use pursuant to Company instructions
FCC2004-StateofAlabama Page 1 of 2



March 2004

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution .
VCO customer’s cell phone does not project Verizon rep. communicated with
03/03/04| 29 |actual phone nbr and cannot be branded VCO | 04/16/04 |technical operations to update the
3172K by Sprint relay. network from ATT to Sprint.
Coached agent on importance of
. following all directions i
03/05/04] 3 |Agent did not follow customer instructions. 0004 |re custgumar and the i;ﬂfﬁmbz'
2172X = staying focused.
VCO customer in AL reporting that caller id is Sprint s in the process to upgrade its
03/22/04| 29 |not working in any relay calls through relay. TT | 04/15/04 |platiorm to transmit caller id for all
3217K 1001644763. states.
Customer reports agent was not able 1o IThecustnmer‘sﬁ’equenﬂytﬁaled
03/24/04| 27 |automatically process the numbers in her 04/15/04 [numbers are not in the VNH file but
3288K database FD list. TT 1001652722 numbers will be added.




April 2004

Tracking| Date of | Cat. # “Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer cannot reach 711 from her horne and Eﬂ:iset:';ss.w%n:rueiz :Jrand i:’ge ;:“
04/15/04| 22 tI':!e,r voice banding is lost and her calls answer | 04/16/04 ol fbsber THE T4 ta ko han L o
3300K i problem.
Caller ID feature does not work, is transmitted TT results - Notifed customer that
04/22] unavailable on local and LD calls, and is having 04/2 due to the way Verizon handles these
o4 9 continual problems dialing AL relay from cell s calls we are unable to fix the
3323K |phone. : customer's problem.
3323K | 04/22/04 5
3323K | 04/22/04 29
Voice caller unable to place call through AL hoi
04/26/04| 24 |relay- recieves a recording instructing her to set | 04/27/04 Herc;rdrierof racord has been
3336K up a Sprint account. updated.




May 2004

“Tracking |, Date of | Cat. # Nature of Complaint © _ Explanation of Resolution
# | Compl. |Compl.| wih N _______|Resolution .
Customer stated agent failed to follow Coached agent on proper VCO
2207 05/1804 1 instructions. 05/18/04 procedures.
Coached agent on focusing when
typing and reviewed recording and
05/24/04| 4 Su:;?r;ae;::;:rz;‘sgegbﬁ?;cems fagarding 05/26/04 |answering machine procedures.
g peor ty : Agent typing meets FCC
7643E requirements.
Customer has had a terrible time getting phone "
928D 05/03/04 1 #s dialed that they want. 05/03/04 |Not a valid agent # for SD center.




Al

Sprint  Alabama Relay |
June 2003 - May 2004

3 OMPLA
#00 |Answer Wait Time
#01 |Dial Out Time
#02 |Didn't Follow Database Inst.
#03 |Didn't Follow Cust. Instruct.
#04 |Didn't Keep Customer Inf i
#05 |Agent Disconnected Caller
#06 |Poor Spelli
#07 | Typing Speed/Accuracy
#08 |Poor Voice Tone
#09 |Everything Relayed
#10 |HCO Procedures Not Followed
#11 |VCO Procedures Not Followed
#12 |Two-Line VCO Procedure Not F
#13 |Backp Nolse Not Typed
#14_|Fealings Not D
#15 |F g Feature Mot Used
#16 |Noise in Center
#17 |Agent Was Ruds
#18 |Problem Answer Machine
#19 |Spanish Service
#20 |Speech lo Speech

Other Problem Typa Complaint
A 3 L TOTALEST 00

=Y

Q

([ TECHNICAL COMPLAINTS
#22 |Lost Branding

#23 _|Charged for Local Call
#24 |Troubie Linking Up

#25 |Line D

#26 |Garbled Message

#27 |Database Not Avallabi
#28 |Split Screen

#29 | Other Technical Type Ci

#30 |Rates
#31_j0SD
#32 |No 800 Number
#33 _|Carier ol Choice
#34 |Network Aecording
#35 [Other

_TOTAL CONFACT] 0 | '0 0 A T T A R RS




RECEIVED & INSPECTED
JUN 2 9 2005

Complaint Tracking for AL (06/01/2004-05/31/2005). Total Customer Contacts: 35 FCC - MAILROOM
Dale of Compl. | Nature of Compiaint Dale of Resolution | Explanation of Resalution
01/05/05 Voice caller from Alabama complains that she is getting TTY tones 01/05/05 Branded as voice. Apologized to Customer and advised customer to use
when dialing 711 from her home. Customer was upset with Sprint Relay voice toll free# and add note for her # as volce. AM meet with customer
service. Will contact AM herself. on 2/3. Entered Trouble ticket 2288051, Technician checked customer
ani using for call type using ani.edit and customer number listed as
answer type TDD. Test call placed from each host site. Confirmed that
customer answer type TDD. Ani.dat for each host site is current as of
01/06 and customer call is being answered as branded.
03/11/05 Cuts stated agent did not process the call properly. Also the CA didnt 03/11/05 Apologized 1o Customer. Appropriale coaching provided to CAon
relay everything. F/up at ph nor listed. relaying the call and transpiring. 3/11/05 Tried 3 times then reached
customer 4th time and she was satisfied with outcome.
03/18/05 | spoke with my parents. 'FheCAlypeﬂ GA when | was not finished 03/18/05 Apologized for the inconvenience. Met with CA and agent was coached
talking. There was confusion in the conversation between me and my on using proper pacing phrases, by letting the person know that the TTY
parents. The CA did not relay the information properly for example interrupted the agent's typing. CA was also given a typing test and did
Appointment - the CA type PT. No follow-up required. meet sprint requirements for accuracy.
03/22/05 Customer said the CA's tone was rude. CA was nol typing on a nomal 03/22/05 Apologized 10 Customer. Coached CA on proper procedures on
pace. Customer requested to speak with a supervisor. Follow up call standard phrasing. Comacted on 5/17/05. Customer thanked me for
requested at the number provided. calling back. No follow up required.
03/23/05 tnbound Voice says that they called in to relay and the CA said "helio® 03/23/05 Spoke with CA regarding call, coached on proper procedure, and not 1o
and then hung up on her. She gave 1.D. # but stated that the only thing hang up on callers Attempted to contact customer 5/20/04- No Answer.
said was "hellc” and then she was hung up on. She would like follow up. 2nd Attempt to contact customer. - No Answer 5/23/05
3rd attempt to contact at listed number. Person who answered phone
informed it was the wrong number. No further contact possible.
04/25/05 At 804 am (Thursday, April 21st) voice received a call from her mother's 04/25/05 Apologized for the inconvenience. Monday, April 25th at 930 am,

boyfriend thru relay. During the process of relaying the CA stated that
he could not understand the voice cafler and asked her to repeat what
was said. The customer repeated and asked the CA If he understood.
The CA made a racial comment. The voice caller was immediately
disconnected. Apologized for the type of service she experienced and
upon request she was unable to provide the CA ID number. Stated that
she would call the TTY user for CA ID nor. No follow up requested.

contacted the voice caller to see If she was able to obtain the CA ID nor
from the TTY customer. She stated that she does not. Apologized for the
service she experienced and advised that CA ID nor is essential fora
following up with an agent. Customer understood the procedure,




05/04/05 Customer Complaint: Customer reports that caller ID is nol working 05/04/05 Apologized to Customer. Forwarding to AL acct mgr for review Trouble
through AL Retay, and now it is even worse than before. 95% of the ticket has been made. AM met with Customer on 5/19. Tech made 2 test
time, it shows "Unavailable”. Additionally, when someone calts through calls to verify the privacy blocked.
relay AL they get the message that the person has privacy block, so
they need to unblock their number. She does not have that feature
through her LEC and wants the problem corrected ASAP. Foliow up
requested.

Reassigned to AM.

05/09/05 CA hung up on me. 05/00/05 Apologized to Customer. There is no CA at the Moorhead Center with
There is no CA at the Moorhead center with that CA number. UL CA numbar:

11/05 Customer complained thal CA'S voice was nol ciear and was speaking 05/11/05 Followed up with this agent. CA was coached on proper conversational
loo slow. No follow-up was needed. flow and inflection.

05/16/05 CA hung up on me. Informed caller complaint would be forwarded to 05/20/05 Apologized to Customer, CA was coached on proper disconnect
appropriate center. Caller would like a call back al number provided. If precedures and is aware of the consequences of disconnecting
no answer caller asks that supervisor leaves message on ans mach. customars. Altempted to contact customer 3 times with no answer and

did not get an answering machine 1o leave a message. 5/20/05

05/18/05 At approximately 745 pm, the cuslomer stated that a relay CA thought to 05/23/05 No such agent, no further action possible.
be 7030 left message on their answer machine (by voice) at a pace too
fast to be heard. Unable 1o understand. Apologized to the customer and
the customer appreciated our attempled to relay the message using
AMR to retrieve the message. No follow up necessary.

06/03/04 Megan staled CA #3816F was rude and has been on numerous 06/08/04 Followed up with customer. CA was tiained again with the proper
occasions, was making 2 line VCO call at the time. procedure.

06/08/04 TTY user compiaining that aperator typed the word “shit® and he/she 06/08/04 on behalf of the operator and advised the caller the
was offended by it. TTY user asked the operator "Why nasty word® and compiaint will be forwarded 1o the appropriate center for investigation.
the operator said it was a fypo and was trying to type "this is." TTY user

rint out of conversation and reported it back 1o me.

Pk it ok Agent reported this situation to a supervisor a8 soon as it cocurred and
fully understands and the error. Operator attempted to
correct with XXX, but TTY user started typing and prevented operator
from correcting typo.

06/10/04 Did not tell us ringing and very long delays during call. 06/10/04 Thanked customer for informalion and said would give to agent's

supervisor for follow up.

Talked with agent and she slated the outbound person picked up before
she could hear any ringing so three was no need to send the ringing
macro and was on hold throughout the call, Stated she did use the
holding macro. Agent understands call handling procedures.




07/21/04

Customer stated the agent didn't acknowledge she was using VCO.
Would not dial the number after she voices it.

07/21/04

Apologized for any inconvenience. No Follow up requested. Talked with
the CA and she said the only call she may have had a problem with
didnl siate she was using vco, this is the reason why she kept sending
nor ur calling to pis. CA does understand VCO procedures,

07/21/104

Customer stated agent didn't keep her informed when the outbound
person hung up.

07/22/04

Apologized for any Inconvenience and stated this complaint would be
forwarded to the appropriate supervisor. No follow up requesied. Proper
procedures were followed,

TTY user reports that CA did nol type verbatim. Agent typed in short
sentences and could not figure out whal the person was saying. Time
lapse between the voice person speaking and agent typing and all were
short sentences and long pauses, not how person talks. No follow-up
needed,

]

Apologized for problem encountered, advised complaint would be
forwarded to supervisor. CA was coached on remaining responsive and
focused and keeping the TTY user informed.

Customer stated was placing a very important order and it was almost
finished, the guy was getting ready to verily all the information and the
operaior disconnecied the call.

Apologized for any inconvenience and stated this complaint will be
forwarded to appropriate supervisor. Talked with the CA and the agent
did not remember this call, however, was coached on the importance of
not disconnecting calls. Also advised the agent that action will be taken if
repeated. Sent letter to customer on 8/17/04

CA 1D# did not transmit at the beginning when the state relay greeting
came across. Customer stated that this occurs only in the momings but
tums out ok later in the day.

Apologized 10 the customer and thanked them for their time.

TTY customer called 10 ask why Ihis CA was not typing 60 words per
minute after he asked them to do so and also she was definitely not
typing the full English and verbalim when he made his call.

Apologized for the handiing of this call. CA is aware of the need to type
verbatim and the use of the English language. Agent has passed the
minimum WPM typing speed.

mmnarmmwmmWMMaMMerw

them know the phone was ringing and they did not have any response
after that.

Thanked customer for the feedback and told them we would look info the
situation. The CA said she dialed the number and then the inbound
disconnected the line.

]

An Alabama voice caller called 2 different supervisors with in 5 min
apant and complained about CA insulting the caller and hung up before
placing a call. Caller requesied a call be placed and it went outlo a
TTY. Caller was unsure of the number 1o call them back. First# was
provided & changed it to 2nd numbers

Supervisor for rudeness. Trained WCGA on phone etiquette;
and the need to listen carefully and be polite ai alfl times. Follow-up was
not peasible, both numbers are disconnected.

Customer called to question why the agent didn't follow procedure. He
explained he gave the long Dist. number to dial. The CA typed, *hokd
while | connect.” and that this has never been done before. There was a
delay.

Apologized to Customer. Explained to customer that CA may have
experienced tech, difficulties. Operator did not remember this cali--
coukin't recall any delays in calis she handled. Explained o the operator
it is important 1o keep customer informed of everything transpiring,

Customer called 1o question why the CA did not follow procedure. He
explained thel he gave the long distance number to dial. The CA typed
*hold while | connect®, and that has never been done before. There was
a small delay. The customer wants to be kept informed.

Apologized to Customer. Operator did not remember this call - couldn't
recall any delays in calls she handled. Explained to the operator It is
imporiant o keep customer informed of everything going on.




10/03/04 Customer asked GA o call Wal-Mart grocery dept where the Iine rang a 10/03/04 Apologized for the Inconvenience and thanked the customer for calling
while after transfer. CA typed "no one available," Cust asked for redial Spoke w/agent, Agent admits to typing, "No one is available." He says
and to page grocery--since no one answered. CA replied "No one is this was the recording that came on afier many rings. Coached the CA
avail." Cust. asked CA if he had redialed as asked and CA repeated "no on letting the cust. know upon reaching a recording and instructed him to
one avail.” CA wanis CA to follow directions. foliow customer’s instructions.

10/10/04 Customer states operator typed back everything he typed. Customer 10/23/04 Apologized to Customer. Met with a CA. Coached agent on importance
explained he asked a hearing person in his home to join on another line. of call processing procedures. Agent also advised of consequences of
She confirmed the operator repeated the customer's words. The being rude.
customer stales his printer tape will verify this, Customer gave example:
| am calling concerning my account, and the operator repeated this to
him, "l am cafling conceming my account.

10/17/04 Customer reports CA provided poor service. The cusiomer was 10/18/04 Apologized to Customer. Faxed to FL center. Unable to resolve
unhappy with poor spelling and inaccuracy. complaint because CA number nol active at this time.

11/12/04 CA did not respond to my call, | typed Hello GA but he never answered 11/13/04 Apologized to customer and said agent would be coached. Agent did not
me. | hung up and calied back. remember this call, however does know the importance of staying

focused on all calls.

11/13/04 Customer received a call from deaf parenis, and during the conversation 11/14/04 Thanked customer for letting us know and assured that the complaint
she was intentionally speaking slowly to her parents, and the CA would be sent in exactly as stated so that is would be iooked Into further.
interjected “You don't have to talk that slow; you can talk at a normal Coached CA on appropriate phrases and following customer
speed.” Al the end of the call, the customer asked for the supervisor's instructions. CA demonstrated proper procedure and did not recall the
number and agent refused to give it out, only giving the customer call.
service number.

12/08/04 On 9/9/04 the CA wasn't relaying all voice caller messages. | discovered 12/06/04 Informed customer everything was documented and woukd be forwarded
| was told things by voice caller that didn't come out in my call. This is o CA's immediate supervisor. Everything was relayed. CA was coached
first time In a long time. regarding verbatim and siowdown procedurs.

" 12/06/04 Operations: CA diin' remember this call, however, CA was coached in 05/31/05 Called on 9/20/04 at 5:15 PM EST--no answer. Again called 9/22/04—no
Importance not disconnecting, and consequences of disconnecting a answer. Letter sent to customer. 8/22/04,
calier.

12/08/04 The customer stated thal s/he was hung up and also stated that the 12/08/04 Since there was no CA Id provided thus Supervisor was unable 1o follow
agent had an atiitude. S/he the supervisor (assistant up with an agent for a follow up.
supervisor on duty during the time of complaint) to place their cail but
the supervisor was unable to provide this at that time of request. The
customer requested an address to wrile to. Assistant supervisor
erroneously gave the phone number of the MN Consumer Relation
Manager rather than Alabama Sprint Account Manager.

089/08/04 (CAPTEL) Accuracy of captions; Captioning speed; Echo sounds 08/30/04 Sent customers tips to reduce the occurence of echo.

also sent information to customer regarding how use of
voice-technology works. Suggested writing down CA
number, date and time of future calls.




01/17/05

(CAPTEL) Disconnect/Reconnect during calls

01/18/05

Sent customer information explaining the difference
between a CapTel phone and a traditional phone.
Explained to customer why disconnect/reconnect might
be occurring and sent letier with tips to reduce their
occurrence. Customer recently obtained call waiting
service. Explained to customer how to program block
for call waiting.

05/31/056

(CAPTEL) Disconnect/Reconnect during calls

05/31/05

Sent customer information explaining the difference
between a CapTel phone and a traditional phone.
Explained 10 customer why disconnect/reconnect might
be occuming and sent letter with tips to reduce their
pccurrence.




RECEIED & INSPECTED |

JUN 9 9 2005

o= Sprint Relay AL

June 2004 to May 2005

FCC - MAILROOM

Dec Jan Feb Mar Apr 'EEN TOTAL

SERVICE COMPLAINTS
Answer Wait Time
#01 Dial Out Time

#02 Didn't Follow Database inst.
#03 Didn't Follow Cust. Instruct.

#04 Didn't Keep Customer Informed
#05 Agent Disconnected Caller

#06 Poor Spelling

#07 Typing Speed/Accuracy

#08 Poor Voice Tone

#09 Everything Relayed

#10 HCO Procedures Not Followed
#11  VCO Procedures Not Followed
#12 Two-Line VCO Procedure Not F
#13 Background Noise Not Typed
#14 Feelings Not Described

#15 Recording Feature Not Used
#16 Noise in Center

#17 Agent Was Rude

#18 Problem Answer Machine

#19 Spanish Service

#20 Speech to Speech

#21 _Other Problem Type Complaint
| TOTAL
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June 2004 to May 2005
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#00 Answer Wait Time

#01 Dial Out Time

#02 Didn't Follow Database Inst.

#03 Didn't Follow Cust. Instruct.

#04 Didn't Keep Customer Informed

#05 Agent Disconnected Caller

#068 Poor Spelling

#07 Typing Speed/Accuracy

#08 Poor Voice Tone

#09 Everything Relayed

#10 HCO Procedures Not Followed

#11 VCO Procedures Not Followed

#12 Two-Line VCO Procedure Not F

#13 Background Noise Not Typed

#14 Feelings Not Described

#15 Recording Feature Not Used

#16 Noise in Center

#17 Agent Was Rude

#18 Problem Answer Machine

#19 Spanish Service

#20 Speach to Speech
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#21 _Other Problem Type Complaint
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