
Appendix U: Copies of Complaint Logs from 2002·2007



ALABAMA RELAY SERVICE
ANNUAL CONSUMERCOMPLMNTS SUMMARY

JUNE 2002 - MAY 2003

June 2002 - Nothing to report

Jnly 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, Rl 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

AUlmst 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 Manoer
Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CArs
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, RJ 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

ITY 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 accordlligly..
Contact Closed: November 28, 2002
FCC: Verbatim

December 2002

ITY December 12, 2002
The customer oomplained the CA bad 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

TrY December 13, 2002
The customer complained the CA had not relayed the call verbatim.
Category: Other (CA/OPR)
Esealation: 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

ITY December 18, 2002
The customer oomplained 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 CAts
manager would faHow up accordingly.
Contact Closed: December 18,2002
FCC: Verbatim

January 2003

ITY Jannary 2, 2003
The customer oomplained that he/sbe oould not understand the CA'. typing.
Category: Typing SkilVSpeed
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 infonned 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 TrY message ifall CAs are busy.
Contact Closed: February 24, 2003
FCC: Answer Performance

Man:b2003

TTY Man:b 13, 2003
The customer complained she had to wait a long time to reach a CA.
Category: AnswerlWait 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.

AT&T PROPRIl:,iARY - USE PURSUANT TO COMPANY INSTRUCTIONS
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ALABAMA RELAY SERVICE
ANNUAL CONSUMERCOMPLMNTS SUMMARY

JUNE 2002 - MAY 2003

Contact Closed: March 13, 2003
FCC: Answer Performance

Voice March 31, 2003
The customer complained ofbeing 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
I Operational CA did not type Documented for

verbatim reportino Dumoses
I Operational CA did Dot type the Apologized for

entire recording inconvenience and
. assored that CA's.

manager would
follow up
accordinolv

7 Operational CA did not call Apologized for
verbatim inconvenience and

assured that CA's
manager would
follow up
accordinolv

1 Operational CA slow in relaying Apologized for
call, did not relay inconvenience
verbatim

1 Operational CA did not keep Apologized for
customer informed

. .
mconvemence

or relayed her call
I Technical Could not get Apologized for

through to relay inconvenience
when dialino 711

I Technical CA complained she Apologized for
waited long time to

. .
mconvemence

reachCA
I Technical Customer unable to Informed caller that

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



ALABAMA RELAY SERVICE
ANNUAL SUMMARY OF CONSUMER COMPLAINTS

June 1, 2002 through May 31, 2003
Complaint Summary by Category

VOICE
TTY
TOTAL

o
o
o
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2
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o
o
o

o
o
o

o o
2
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3
3

o
2
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o
2
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1
1
2

o
o
o

o
o
o

13
14

Trans aren 0
Confidentiali 0
Verbatim 2 1 2 3 1 1 10
T in Issues 1 1
In Call Re lacement 0
Answer Performance 1 2 3
Gender Accommodation 0

Total 0 2 0 0 1 2 3 2 2 2 0 0 14
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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

Jnly 2003 - Nothing to report.

August 2003 - Nothing to report.

September 2003
TTY September16,2003
The customer was upset that five minutes into his call he was transferred to a different
CA.
Category: Other (CNOPR)
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 0<t0ber21,2003
The customer complained the CA had not relayed the call verbatim.
Category: Other (CNOPR)
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 December14, 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.

AT&T PROPRIETARY· USE PURSUANT TO COMPANY INSTRUCTIONS
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ALABAMA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY

JUNE2003-MAY2004

Contact Closed: December 14, 2003
FCC: Typing Issue

January 2004 Nothing to report.

February 2004
1TY February 9, 2004
The customer complained the CA bad not relayed the call verbatim.
Category: Other (CNOPR)
Escalation: Received by the Georgia Relay Center and bandied by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would folJow up accordingly.
Contact Closed: February 9, 2004
FCC: Verbatim

AT&T PROPRIETARY· USE PURSUANT TO COMPANY INSTRUCTIONS
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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

o ",""0 ." " '-0 ',- _ -.0

AT&T RELAY SERVICES
ANNUAL SUMMARY OF CONSUMER COMPLAINTS

June 1, 2003 through May 31, 2004

STATE OF ALABAMA - Summary by Category

1

o 0 0

1

1o

1

1o1

1

1oo

1

1
Gender Accommodation

Total

Verbatim
T in Issues
In Call Re lacement
Answer Perfonnance

Trans ren
Confidential

FCC2004-StateofAlab8ms
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March 2004
Tracking Date 01 Cat.' Nature 01 Complaint Date 01 Explanation 01 Resolution, Compl. Com~. Aesolutlon

VCO customer's cell phone does not project VeriZ()(l rep. communicated with
03IIl3I04 29 actual phone obr and cannot be branded VCO 04/1&'04 technical operations to update the

3172K by Sprint relay. netwon<. from An to Sprint

Coached agent on importance 01

03I05I04 3 Agent did not follow customer Instructions. 03I<l9I04
following aU directions specified by
the customer and the importance of

2172X
. staying locused..

vee customer in Al reporting that caner Id Is Sprint Is In the process to upgrade its

03I22J04 29 not wor1dng in any relay calls through relay. TT 0411_ ptatform to transmit caller id for all

32171< 1001644763. states.

Customer reports agent was not able 10 The customer's frequentfy dialed
0312_ Z7 automatically process the numbers In her 0411_ numbers are not in the VNH r~e but

3288K database FD 6st n 10016527.22. numbers wiD be added.



A '12004'Pn
Tracking Date 01 Cat. It Natura 01 Complaint Dale 01 Explanation of Resolution

• Com~, Com~, Resolution

Customer cannot reach 711 from her home and
TT results - Unable to brand the cell

04115104 22 her v<lIce banding is lost and her calls answer 04I16J04
number as we are not receiving the
cell number. This 711 use is an Lee

3:lOOK
ny,

problem.

carter 10 fealure does not MmI, is transmitted TT results - NoUfad customer thai

04/22104 0
lXlavailable 00 local and lD calls, and is having

04/26J04
due to the way Vertzon handles lhasa

continual probIeins.diaing AL relay from cell calls we are unable 10 fix the

3323K phone, customer's problem.

=,K 04/22104 5

3323K 04/22104 29

Voice caller unable to place caB through AL
Her carrier of COOice record has been

04I26A>l 2. relay- recieves a recording Instructing her 10 set 04/27104
updated.

3:l:l6K up a Sprint accooot.



M 2004ay
Tracking Dale 01 Cat. #

,
Nature of Compiaint Date of Expla.nation of Resoll/tion

• CampI.. Compl. Resolution ,

05118104 11
Customer slaled agent tailed to follow

05/18104
Coached agent on proper veo

2207 instructions. procedures.

Coached agent on focusing when

Customer expressed concerns regarding
typing and reviewed recording and

05124/04 4
agenrs poor typing ability.

OS/26104 answering machine procedures.
Agent typing meels FCC

7643E , requirements.

OSf03!04 1
Customer has had a terrible lime getting phone

05103104 Not a valid agent # for SO center.
79280 #'5 dialed that they want.



Alabama Relay
June 2003 . May 2004
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IlECEIVEO I. INSPECTED

JUN 2 9 1005

Complaint Tracking for AL (0610112004-0513112005). Total Customer Contacts: 35 FCC· MAILROOM I
Date cf Compl. NatUlO crI ComplUrt Dale ol ResoUIon Explanation d Resolution

"..... Voice caller from Alabama compl8lns lhal the is getting nY tonn 0'..... Branded as YlJice. Apologized to Gullomer and advised customer to use
when dialirlg 71 1 from tler hon'le. Customer __ upset oMltl Sprint Relay voice Iolilree' find add 0018 !of her' as voice. AM m80l 'totIh customer
service. Wi. contaeI AM hel'fIeIl. on 2/3. Entered TroobIetlcllet 2288051. Technitlan ch«:k8d customer

ani using for Q!I' t)pe IJS~ ani.edit and custom« m.mber Iistad ..,
1lOI~ type TOO. TII8t call placed fltlffI eac::tl hosl.lte. ConfllTfled thai
customer answer type TOO. Anl.dallot each /lost site is current as of
01f06 and watomereaJl it being answered u bmndod.

03111/05 I Gutt stated agent did nat process the call property. AIIo Ihe CA didn't 0$'11105 ApoIoglzed to Customer. ApproprIate coaching pnMded to GA on
relay ever,thlng. FfUp lit ph IIOl' liMed. relaying the call and ttansplrin;. 3111105 Tried 3 times then relChed

customer 4th time and she was satilt\ed~ 0l./I00me.

03I1MlS t spoke with my parenti. The CA typed GA 'IotIen I _a not finished 03I1MlS ApoIogtZed for the Inconvenl8noe. MElt 'Al'th CA and agenlllol!lS ooactJed
tailing. There was confusion in me conversation between me end my on using prop8f pacil'lll phrasea, by Ietling the person know that the TTY
Pllr8flla.. The CA did no! relay Itlelnfoonation property for 8K8mple interrupeed the agent's typing. CA __ aleo given a typingtn1 and Old
Appointment- the CA type PT. Nofollow.up ~r«l. meet sprint requlrements fOf aoc:uracy.

lXlI22Ill6 CusIomer Mkf lie CA'Itone was rude. CA WU nol typing on. normal
....., ApoIoQiZ8d to CulltorTl8f.~ed CA on proper procedures on

plKllI. Customer requnted 10 BPe8k IMIh a Il.fl8Maor. FoIow up call standard phrasing. CorQcted on ~17I05. Customef thanked me lor
reqtJelted lit the number provided. calling back. No follow up required.

""""'" Inbound l;oloe says lhllt theY caJIed in to relay and the CA said 'hello' """"'" Spo((e'Mlh CA regardlngcal, coac:hecI on proper proced\Xe, and no( 10
and u.n nung up on her. She gave I.D. , but stated thatthll~ thing hang up 011 callei' Attempted IOlXllQcl customer~ No Answer.
said WIll 'hello' and then she was tJJng up on. She would" /QlIOw up, 2nd Alt8mpllo conI8cl CUItomer.• No Answer 5/ZlI05

3fd attempt to contact at Isled I'lI.JTIbor. Person M10 answered phOf1e
informed 1t .... 1he wrong number. No further contact possible.

<WlSIOS Al 904 IIITI (TtlL.ndI.y, Ap1121 Il) \IOice I1I08Ived a caR from her rnolher's <WlSIOS ~ lor Itle incorrvenlence. Monday, AprIl 25th 81930 am,
bott'frillnd tl'Iru relay. During lhll process of reIa~ the CA stated thai contacted the voice caller 10 He It Ilhe \IlU able to oltain Ihe CA 10 nor
he 0DUId no( unde1llland the voice caa.r and lilted hel 10 repeal: YoMt from the TTY aJltomer. She _eel bat she does not~ for the
was said. The eummer repeetoct and _«title CA If he underStood. service she experienced and advised thai CA 10 nor III essential lor a
The CA made • raclaI comment. The voice caler 'MUI rnmedial8ly folowino up with an 198nl. Cuslomor undlHSlood tile procedure.
diacomected.~ klr !he type of servlce she~enced lW'ld
upon I'fIqlHlIIl she 'MIll unable 10 provkl8the CA 10 nl.ll1M. Stated lhat
ahe woulcl caM the TTY user for CA 10 nor. No lollow up requested.



,..... CuSlOmer CompIant: Customer rtJl(lIts thai caller to Ie not wotldng ,..... ApologI28d 10 Ct.slomer. FOMaIding 10 AI.. aoct trlgr lor r8IIIew Trouble
I1rough AL R8lay. and nowll it even worse1han before. i5% oI1he tim tIM been mad•. AM met oMth Cu8tcmlron !5/H~. T41th tn_ 2 tft
time, k IhowI"UMvallllblll', Additionally, ItItlen lIOI'llllOll8 calls through calls to verify the privacy bIoctod.
relay AI.. they get the message ltIaI tile pe~ has prtvIlCy bloc:k, so
they n-.d 10 unblock their ...."ber. She cklea not have thfIlleatul8
th!'t:Jl4l her LEe and .."..Ihe problem COIT8Cled ASAP. Follow up
"""od.
RNu~toNl..

"""""" CA tu'lg up on rne. """""" Apok9zed to CusIomer. There Is no CA at the Moortleecl C&nle, with

There Ie no CA at the Moorl1ead center with thal CA nl.I'I'lbef.
that CA number.

O5illJ05 ~ thIII CA't YOlee __ not dear and was apeakWlg: O!ll11}Q5 Fcilowed up \l'Itth thl8 agent CA was ooac:hod on proper IXll'IYeIM1lonal
too Illow. No follow-up 'IoU 11Hded. lIowandl~.

""... CA~ up on me.~~cahrcomplalnt would be~ to """'" ~zed to Cullomer. CA was ooactwd on ptOplIf <l11COl'll8Cl
approptIaIe center. C«ll&r 'MXJ1d like 1I cal bM;lt at number proyli:»d. If procedures Andis IWlU'e of fie consequences d diecOMeOtlng
no ana- caller... thallUpetYllor IMveI rnntaQe on..madl. CUItCrTIers. Anlmpted 10 contac:t customer 3 time8 with no _wet and

did not get an _'MIring lTIKhIne to IMve • message. M!Cr'05

"",.... A1l1pprOldmIteIY 7040 pm. the culllomer Slltlld that. rN:t~ thoUght to 05I2:W6 No lMJCIlagett, no fu!ltler action po$Sible.
be 7030 left IT'IlllSIo9 on lheif answer mchIne (by voice) IlII a J*:e too
fut to be 1Iean:I. lNbIt to undlll'ltlnd. ApoIogIZ8clIO the eustOlTlltl' And
the e:ustomer appnJCIIted our au~ed 10 reilly the mesaaoe 1811g
AMRto retr\eYettwt meMagII. No follow up necenary.

........ ~_-.ted 1.01\ 13816F WU !\Ide and hal been 0l'I1UNrOUI ........ Followed 141 'M1h eustom9I'. CA wu trained agail with the prq:l8r
ClClCaIIoM, was making 2 h VOO call at the time. -~.

........ TTY UHf c:ompIIIring 1haI apenIIor typ«l the word '¥lit" anet h6'ahe '"""" ~ on blIhalI' of the operator and lICIvilled the caller the
was offend«! by it. TlY UMf asked the operator "Why nasty 'IIIOId' and complalnl wli be forwarded to the appropriIM center for 1rwe8tIgalIon.
the QPel'lIIor UicI it _ • typo and _ tl'yIng to lype 'thlllls.. TIY .....
has a prlnt QIj of conversation n reported It t.ck 10 mi.

Agent I1lpllrt8d 1hIll slWatlon to • IUparyllOf U 100II as It oocull'tld and
hJIy I.IIlderIWIdt and adu1cMIIdges!he error. OperaIOf atlllltmt to
COl'I1ICI with xxx, b!Jt TIY Iller started typing and prewetbd operator
lrom oarr.etIng typo.

",,_ Old nol tel UI!lngIng and WIY long dIIays dUrIng call. '611_ I~ cuetomaf fof InIoImatIon and ..klllOlJd rI'fe to agent's
supet\'llOr for'oIow up.

Talked wlth agent and she stated !he 0UUXllnl penon picked up blrlore
she could heir any ringing 10 three was no need 10 send the rW1girIg
rnacltI ancI .... on hokl ttlf'OlqxIut the caN. Stated ... tid UN the
hoIdlng macro. Agent understands can handling procedures.



07f21.04 Customer.tlled the agem dldn'~ the.."., uslng veo. 07121104 ApologIzed lor eny inconvenience. No FoDow up requested. T&ked M!tI
WOlAd net dial the number 8fIer she 'o'OlceI •. the CA and &he said the only cell ,he rnay haV'I had • problem tMItI

dldn1 1tat81he was Ullng 'o'CO. thi' i111hl1 reuon wtly ,hit kept NI"lding
nor ur callng to pis. CA ooes unctemand veo procedures.

07121.004 eummer stated agent didn' keep her iri'ormed l'ot1en the 0l/Ib0lrId 07f22J04 ApoIoglmd lor any InoorMInlence anclll1attd this oompleinl WOUld be
peraon hung up. 10tWatded 10 the approptla1e supervlsor. No follow up requested. Proper

procedufes __ followed.

061111'04 nY ueer reportI thlll;A_did nal type verblIim.:...~_twJad In 'hort 081'''''' ~ for~ lIf1OOlJntef8d, advised complaint 1'IICU;I be
'lIflIlInC8lI and oould not fl(Jj1'8 out~ fie pefIOn was sayJ'tg. TIme Io.-rded 10 supervilof. CA ..s coeched on remaining respgflSlve and
lapu betWeen the volce plnOfl speeklng and agent typing and aI _1'8 foCuIed and keeping the TTY user Informed.
Stlorl unlellCes and long pauses. not how petIOn talks. No fClllow-\lp_...

081'''' ~er IIat«l wa pl.cing • vety Imponant order and II ... aImoII1 081'''' APt*:lgized for any Incon\tel1i8I'I and IIaled INs cernplainl wi. be
flnIslMId, the guy •• getling~ 10 II8ffy allll'HllnlormatiOn and ttIe fordr'decl to~ aupeMIor. Talked ItotItl the CA and the ....
opetlIIor dieconnecled the tal did not remernb8f f1lI call,~r, __ COltChect on the mportance d

nol disconnecting eal/s. "*' acMsecI lhellg8flt that action wil be laken II
repeeted. S8nt '-Iter 10 CUlItom8r Of\ 8I17~

081'.... I"iI\ 101 did net transml at lhe begiMlng Vlhen!he Ila1e relay greeting 081'.... ~ 10 !he CUItomer twld thanked hm lor their tme.
came 8CfOIlI. Customer I1ated that Ihill occurs only in the Il'lOITlWlgs tM
turns out ok later In the daY.

,.".,.. TTY CUIIIorTMIr cdi'd to uk Vltly ItlIs CA WIlJ nat typing 60 ¥IOtds per ,.".,.. ~ fOr the handling r:t 1hIs call. CA It _re d lha need to type
mlrwte after h' ukod them to do so and also ehe.. CS8flnllely not verblltirn and the use 01 the EngAsh language. Agent hal pused th'
typing !he full EngllIh and VlIrbaIim IIIItIen 1M; n'I8de hla cal. mlnlmun WPM typWig 1PNd.

"131'" 'ThI cuttomIr stalecl they caIed an BOO runbel' and the CIpIKlltor let 08/3,,,, Thanked oustomer for the leedbeclc and~ lhem _ 'Mll*llook Into Ihe
them Ioiowlhl phone 'MIS rtngIngand they d\(I net heve any retponH IIIu8Iion. The CA said .he dlaIed the number and then lie inboUnd
after that. lSlsoonnecled the line.

OW,.... An~. 'o'OIce call« C8lI8d 2 elillerent supeMlors ItI4th in 51TW1 OM"'" SUpeMIor apologlzId lor rudeness. TrII~~~ phone~e;
apart and oompIaIned abcU: CA inaI.ti'IO the oeIIer and tulg up before and !hi need to listen carefully and bit politi at all tmee. Follow-up ......
pIDtg a CII. Cder l'8QIJI8Stecl. eaII be pIl108d and It wert out 10 a not poalble, bolh I'III'I'lbers ... dlllconnected.
nv. Caler wu unsure dllel'URbeftocall flem back. Flm....
prtNIded & ct\angIId 11 to 2nd r'IUTlberI........ caHedto qUIlIIton why lheagent dldn11011ow procfIdure. He ........ ~ to Customer. Explalned 10 cuetomIrthet I.,;A may have
•~ he gave the king DIlIt. runber to dial. The CA!yped, 'tlOkl expe(l8llCed tech. dIlrIcuItieII. Opercor did noIl'l1m1mber thII caI-•
wNIe 1oonnect.• and Il'Ial thlI tIaI newt been done batore. There __ a couldn! recall any deIayI in call'.he Mndled. Explained 10 the openIIor_.

it ill impoItanttokMp CUliomerinfOrmed 0I1Mt)'It*1g tran!lpiMg.

........ CUAlmer called to qll8IIIlon why the CA did nd~ proc8dIn. He ....... ApoIogizect lei 0A10rnef. did nol remember thII cal- ClCIIJctn,
elqllalned thIl he gllII8 thllong dlItInce IUTIber 10 dial. The CA~ reed any delaylln calls ItIe tIanlI8d. EJp!eined 101M operatot Ills
"hold Yotlile I comect', and thai has never been dona befol8. There_ !rnporlant to k8ep customer inlormed or 8V8f)1hing going on.
a srnaII delay. The customer wants 10 be kept Informed.



1

,...... Customer aked CA 10 call Wal-Mlin grocery dept l!otlel1l the line r&J'lQ' '''''''''' Apologized fOf the and ttlar*ed the eustomer lor caling.
~le after transfM. CA typed "no one available.' OUst uked lor redial Spoke wagent. Agent admits to typing. 'No OIle Is avdable.· He says
and to pege grocery-slnce 110 me..lWi8fed. CA replied 'No one II this lI8S fie T8COI'dng that came on aft&!" many rings. Coached the CA
avall.' CUllt. asked CA If he had r«iIJed all asked and CA repeated 'no on letllng the CUlt. knoW~ readlng • recording and InstlUcted IWn to
008 avail.' CA -nlll CA 10 follow direc:tlona. follow custornet'llnstrut:tiorls.

lQ11MM OJalomer It.. operator typed beck llVlll)'thlng he typed. o..tomet 10l23I04 Apologi:zed to Qmomer. Met \OAtil. CA. Co8checl aoent on mport8rlCe
explahed he UkllCl • tlearIog person in his hom, to join on another line. 01 call processing ptOC8dur•. Agent_Iso adviIed of Ollftll8QU8flC8t 01
She confIlm8d the operator repeated the customer', word•• The being rude.
customer stales hiI prinl8f tape 1MIl verity thi&. CuatomM gave example:
Iam ealflng oonceming my lIOOOlIfIl, and the opendor repe8led thlfl to
him, 'I am cdlng ccnceming my 1lIOlXlUnl.

10117104 I~~ reports CA prcMded poor selVlc:e. The customer _ 10118104 ApologIzed to Custcmer. F8Jf8d to Fl center. Unableto resolVe
unhappy wlth pool apeIling and ln8OC1Jfmcy. complaint becauH CA number nol aclive allhls time.

11112104 CA did not respond to my cal. I typed HeIo OA bt.C he nlIYIlI' answered 11/131'04 ApologIzed to custom,r and said agent 't«lUId be COlIChed. A4IJenf did no!
me. I hung up and C111led beck. remember \his cal, however does knowthelmportance 01 etayk1g

focused 00 ell calla.

1111M>4 ClJs10mer rtICfIIved • cal trom deaf parenI8, and dur1ng the ccnv8IUliofI 11114/()<1 ltIanked CUlIlomerfol' IItIhg us know an:I88IUnId 1hal1he oomplakll
II'Ie waslnterltlcmly ep8llklng tIowlr to her plrents, and the CA woukl be ..... In elQlClly U stalecllO the Is would be looked Into further.
lnterjed;ecI"You don' hrte 10 talk thal slow; you can tak ata nomtIJ Coeched CA on ipP!'Cpriate phrues and folIoIMng CUllIOrl'IeI'
speed." No the end at the call, the QlStomer asked for ttle SupllrVlso(s Instructlone. CA dtmonIttated proper proeedure IWld did no! recall tne
number and agent rehlsed to giIo91 out, only glYlng the customllr "".aervicI numbel'.

,..... On 9flM)4 the CA_, relaytng aU voice caller melNgal. I diIccMmId ,- lnfoImed euRlmer~ ...... doct.rnented and IIIIOUId be IonWorded
I waslold thlngI by IIOiCe caller thai dlcfn't coma out In mv cd. This Is 10CA'slmmedlate~. EYIlfythIng __ relayed. CA was coacned
f11l1l tma In a long tirM. regarding verbattTl and 8IooAdoMl procedura

,..... 0persII0ns:CA~remambl.-lhlIed:~,CA. ... 00IIChed tn ~,''''' Called on W2(W.i at 5:15 PM EST~ ans-. AgMl caIed W22I04-no
Impor18ncenot~, n ~uancas d dIIoomocti'lg a anlwer. Lett..- MI1C to CUIICmer. !lo'22J04.
",n..

,..... The C!Aklmel' ttated tJal sIha .... hung up and also stated thIt the ,..... ~~ 11_ WllII'IO CA ~_J'I'OIII08d lhul 8l4JeMsor was uMble 10 Iollow
agent had an attlludll. SIha rllQUlJSted the supervisor (asslstant up with en agent lor a loIow up.
IUpIIMsar on duty dtmg the tirnI d complaint) 10 place their call tilt
the II4lfKYiIOf II'oU \NllIe to PJOo'k!t' this Illhet tme at r4IQUNl The
customer requested an addJesI to write to. AIIIItatII: supervisor
erroNIOUIIv gil'" the phOne number dthe MN Const.mer ReIalion
Manager rather than AIabtVna Spftn Aooounl Manager.

"""'" (CAPTEL) N:it:.vtIcVat~: CllpItolVng speed; Echo SOUOOl .- 8enI custernerI. to nIduce the ocx:urr«1CI d echo.

aIeo sam Intormatlon 10 customer regardng how UN d

'o'OlcfHectmoIogy 'Mlfke, SUggested 'M'ltIng dcMn CA

~,dataand tirnI d Iulure eat1I.



01111105 (CAPTEL) DIscornec:tIRec during calls 01118105 Sent CUSfOmer Information elCplainlng the OIfference

~. Caple! ptule and. traditlonal phooe.

EI(j)IaIned to CUIlomer ¥krt dlscor'lrlectlrv;onnee:l: mi~

be occul'l'lng and sent lett. ¥otth tips 10 redlJCe their

OCCUmtnC8. Cus1om. recently obtUted eel 'MIlling

seNiCe. Explained 10 ClJ$lOmer how to program bIodt

for eel Mltina.

05131105 (CAPTEL)Discom~during calls 05131"" 8enl euek:JmeI' lnfonnalion explaining Itta difference

~ a CapTllI phone and. trUtional phone.

E.qllained to CUslom&f Mty dlSCOJll'l8CVflICOr\f\8Ct mlgtt

be occurring end senllet1er 'ft4It\ Ifl8 to teducI ttleir

"""........



-~ Sprint
June 2004 to May 2005

Relay AL

RECEIVED I. I/'lSPl'CTED

JUN 2 9 Z005

FCC· MAILROOM

• • • • • .. TOTAL. . .
ltOO Answer Walt TIme 0 0 0 0 0 , 0 0 0 0 0 0 1

'01 Dial Out TIme 0 0 0 0 0 0 0 0 0 0 0 0 0

102 DIdn't Follow Database lnst. 0 0 0 0 0 0 0 0 0 0 0 0 0

1103 Didn't Follow Cust. Instruct. 0 0 , 0 , , 0 0 0 0 0 0 S

t04 Oldn'l Keep Customer Informed 1 1 0 2 0 0 1 0 0 0 0 0 •
.05 Agent Disconnected Caller 0 0 , 0 0 0 2 0 0 , 0 2 •
#06 Poor Spelling 0 0 0 0 0 0 0 0 0 0 0 0 0

.07 Typing Speed/Accuracy 0 0 1 1 1 0 0 0 0 , 0 0 •

.08 Poor Voice Tone 0 0 0 0 0 0 0 0 0 0 0 2 2

.09 Everything Relayed 0 0 0 0 0 0 0 0 0 1 0 0 1

110 HeO Procedures NOt Followed 0 0 0 0 0 0 0 0 0 0 0 0 0

'" I/CO Procedures Not Followed 0 1 0 0 0 0 0 0 0 0 0 0
,.

m Two-Une VCO Procedure Not F 0 0 0 0 0 0 0 0 0 0 0 0 0

11. Background NcIM> Nol T_ O 0 0 0 0 0 0 0 0 0 0 0 0

11. Feelings Not Described 0 0 0 0 0 0 0 0 0 0 0 0 0

11. Recording Feature Nol Used 0 0 0 0 0 0 0 0 0 0 0 0 0

116 NoiSe In Center 0 0 0 0 0 0 0 0 0 0 0 0 0

117 Agent Was Rude 2 0 0 1 , 0 0 0 0 1 , 0 •
118 Problem Answer Machine 0 0 0 0 0 0 0 0 0 0 0 0 0

119 Spanish 8eMce 0 0 0 0 0 0 0 0 0 0 0 0 0... Speodllo_ 0 0 0 0 0 0 0 0 0 0 0 0 0

12' Other Problem r'-- .. 0 0 0 0 0 0 0 0 0 0 0 0 0

r TOTAL • 2 • • • 2 • 0 0 • 1 • ..



,~Sprint

June 2004 to May 2005

Relay AL

RECENEO'INSPECTED

JUN 2 9 lG05

FCC - MAILROOM

• • • ·. TOTAL
- . .

flOC) Answer Wall TIme 0 0 0 0 0 1 0 0 0 0 0 0 1

101 mal Out Time 0 0 0 0 0 0 0 0 0 0 0 0 0

1102 Didn't Follow Database Inst. 0 0 0 0 0 0 0 0 0 0 0 0 0

003 Didn't Follow Cust. Instruct. 0 0 1 0 1 1 0 0 0 0 0 0 3

.04 DIdn't Keep Customer Informed , 1 0 2 0 0 1 0 0 • 0 0 •

.OS Agent Di8connected Caller 0 0 1 0 0 0 , 0 0 1 0 2 •
'06 Poor Spelling 0 0 • 0 0 0 0 0 0 0 0 0 0

.07 Typing SpeedlAoeuracy 0 0 1 1 1 0 0 0 0 1 0 0 •
1108 Poor Voics Tone 0 0 0 0 0 0 0 0 0 0 0 , 2

lf09 E_'ng A""yed 0 0 0 0 o. 0 0 0 0 1 0 0 1

010 HCO Procedures Not Followed 0 0 0 0 0 0 0 0 0 0 • 0 0

." veo Procedures'Not Followed 0 1 • 0 0 0 0 0 0 0 0 0 1.
0012 Two-Una veo Procedure Not F 0 0 0 0 0 0 • 0 0 0 0 0

t13 Background Noise Not Typed 0 0 0 0 0 0 0 0 0 0 0 0 0

01. Feelings Not Descrtbed 0 0 0 0 0 0 • 0 0 0 0 0 0

m Recording Feature Not Used 0 0 • 0 0 0 0 0 0 0 • 0 0

Ole Noise in center 0 0 • 0 0 0 0 0 0 0 0 0 0

'17 AgentWaa Rude 2 0 0 1 1 0 0 0 0 , 1 0 •
.15 PrOblem Answer Machine 0 0 0 0 0 0 0 0 0 0 0 0 0

019 Spanish service 0 0 0 0 0 0 0 0 0 0 0 0 0

'20
S_Io_

0 0 0 0 0 0 0 0 0 0 0 0 0

'21 0Ihe< Problem T'-C-~"" 0 0 0 0 0 0 0 0 0 0 0 0 0
r TOTAL 3 2 3 • • 2 3 0 0 • 1 • ..


