
Appendix T:

Copies of Complaint Logs

2002·2007



STATE OF COLORADO
PUBUC UTILITIES COMMISSION

Ron Binz, Chairman
Polly Page, Commissioner
Can Miller, Commissioner
Doug Dean, Director

June 20, 2007

Marlene H. Dortch
Commission Secretary
Federal Communications Commission
445 12'" Street, SW
Room TW-B204
Washington, DC 20554

Pam Gregory
Federal Communications Commission
Consumer & Governmental Affairs Bureau
445 12" Street, SW
Room 3-C417
Washington DC 20554

Department of Regulatory Agencies
O. Rico Munn
Executive Director

Bill Ritter, Jt,
Governor

RE: CG Docket 03-123: Colorado TRS Consumer Complalnl Log Summurles/or June 1, 20061ltrouglt
May 31,2007

Dear Ms. Dortch and Ms. Gregory,

As you know, State and Telecommunications Relay Services (TRS) providers must submit annual
consumer complaint log summaries to the Federal Communications Commission on or before July 1st.

Attached, for the State of Colorado, is the annual complaint log summary for June 1,2006 through May 31,
2007; also attached is a diskette of the same, and four copies, as requested. A fifth copy is provided for Ms.
Gregory.

If I can be of further assistance to you, please do not hesitate to contact me via TDD 303 8942512 or email
at J.QcJ3cl'lc.d"ttQi~jmiQm.Stiltct;QJit,.

Kindest regards.

Sincerely,

1~<"m,
State Relay Administrator
Colorado Public Utilities Commission

Attachment: Complaint Log Summary, June 1, 2006 !vlay 31,2007
Four Copies, One Diskette
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Complaint Tracking for CO
(61112006-513112007). Total Customer

Contacts: 37

2"$tO."f •• Natute"."of"·Cbmpf<lint Date of Resolution Explanation of Resolution

4/19/2007 Customer reported that several agents did not 4/19/2007 Agents attributed computer issues for delays in switching to veo,
switch to veo to a timely manner, and the customer Unab!e to resolve without customer's contact information and more
also experienced constant problems with garbled information about the case. Agents were instructed to transfer
text. callers to relay CS if they were still having this type of problem,

4/1812007 Customer called and received garbled text 4/1812007 Agent is no longer employed with CSD.
Customer asked the agent if there were technical
issues and the agent did not respond to the
customer's question. The agent repeatedly asked
the customer for a number to dial and disconnected
the line.

4/6/2007 veo customer stated that she was experiencing 4/6/2007 Apologized to the customer and a Trouble Ticket was issued. Told
maj(}r pro~leIT\s.Vvith 9.arble(j text when placing calls the customer that the account manager from the Minnesota Relay
with Colorado Relay (handled within Minnesota Center would follow-up by phone or email, and gave the customer
Relay Center), and this has been happening for the our vce number so that she would not have to use the "GAh key
past six months, Customer wants resolution to this in the future. Explained about the new CapTel phone service, as it
problem, and added that when she answers the might benefit the customer.
phone, she \-vould press the "GA" key once or twice.
But when a callis coming in through the Minnesota
Relay Center, whenever she presses the "GA" key.
the VCO system shuts dovvn. Customer was very
frustrated and wanted the problems to be resolved.

3/28/2007 vce user gave the agent a local number to dial, and 3/28/2007 Apologized to the customer and referred the case to the supelYisor
the agent dialed a dffferent number which was a for follow~upwith the agent. The customer did not request a
long-distance number. The VCO user gave the callback. The supervisor met with the agent, and coached the
agent another number to dial, and reached an agent on the importance of typing answering machine messages
answering machine. The agent did not type the in full unless instructed not to by the customer. The agent
answering machine message in fulf, and instead understood, and the customer did not request a follow-up.
typed "Ans mach playing (beep) GA."

3/20/2007 Customer gave the agent a number to dial and the 3/20/2007 Thanked the customer for letting us know and forwarded the
agent did not respond. The customer tried three customer's contact information to the agent's relay center for
times to give the number to the agent. immediate fo!low~up. The customer did not request a follow~up call,

The agent did not remember the incident, but was coached on the
importance of responding to customers in a timely manner, and the
agent understood.

3/14/2007 Technical (general) problems: Customer shared 3/15/2007 Apologized to the customer and thanked the customer for the
feedback about problems \vith getting disconnected feedback. Customer was informed that the information would be
during captioned calls. shared with appropriate captioning service staff for follow~up.

2/15/2007 Caller gave CA a number to dial out, and the CA 2/15/2007 The case was forwarded to the CA's Team Leader for follow-up on
never responded. The caHer tried several times to proper diaiing-out procedures and disconnecting customers. The
get the CA's attention 'hithout success. The CA Team Leader met with the agent and coached the agent on
ended up hanging up on the caHer The caller \V3S proper/improper dtsconnection procedures.
veri upset with the relay sef\fice



211212007 Connection issue: the connection got disconnected 2/12/2007 Apologized to the customer, and sent customer information
and reconnected during calls. explaining the difference between a CapTel phone and a

traditional phone, and explained to the customer why problems
With connection might be occurring. Sent a letter with tips on
reducing problems with connection.

1/30/2007 Connection issue: the connection got disconnected 113012007 Apologized to the customer, and sent customer information
and reconnected during calls. explaining the difference between a CapTel phone and a

traditional phone, and explained to the customer why problems
with connection might be occurring. Sent email with tips on
reducing problems With connection

1/22/2007 HCO customer called relay at approximately 3:12 3/2/2007 Apologized to the customer for the inconvenience, and an attempt
p.m. and wanted to make a HCO call. The agent did was made to offer Branded HeO to the customer. Unfortunately,
not respond until after one and half minutes, and the the customer hung up before the offer could be made. No fotlow-
customer felt that the agent was rude, incompetent, up needed.. The agent rememberedthe case and it washer
and needed a review of basic HCO caB procedures, second day on the floor. The agent became a little flustered when
The customer also thought that the agent a HCO call came in, and after speaking with the supervisor, the
discouraged the customer from making a HCO call, agent is now able to demonstrate proper knowledge of HCO call
and the customer planned to contact the local phone procedure, The agent was also reminded to request assistance if
company about this issue. there were any question about call processing procedures,

111212007 Service: General 1/12/2007 A technical problem with the inbound call was reported at 8:15
a.m. CST on 1/12107, and it resulted [n increased queue waiting
time. The problem was completely resolved at 10:28 a.m. CST by
CapTel Technical Support.

1/12/2007 Connection issue: Call got disconnected and 111212007 Apologized to the customer and explained the difference between
reconnected during calls. a CapTel phone and a traditional phone. Explained to the

customer why problems with connection might be occurring.

11912007 The customer stated that four operators hung up on 11912007 Apologized to the customer and forwarded the case to the center
her and requested a follow~up call. in which the agent works for follow~up.The agent was coached by

the Team Leader on disconnecting calls, and the agent stated that
she did not disconnect the calL The call came in and immediately
disconnected by itself.

117/2007 A 83·year old customer reported that operators were 1/7/2007 The customer was told a foHow~up call regarding her complaint
hanging up on her daughter whenever her daughter would be placed to her residence. Unable to resolve the
tried to dial relay, and it seemed to occur frequently customer's complaint without an agent 10 number. The customer
at night. The customer was only able to provide the will be contacted and asked to provide this informaton. Spoke with
agent with her name and telephone number and the customer, who will request her daughter to call RCS with
stated that she was not feeling well. details of her problems in reaching the relay.

12/27/2006 CO voice customer stated someone called through 1212712006 Apologized to the customer and explained their services.
Colorado Relay Service and attempted to access Customer was referred to the local police department and FCC,
her bank account and the customer did not request a follow-up. AM reviewed the

complaint.

12/13/2006 VCO customer left a message on an answering 12/13/2006 Supervisor assured the customer that the complaint will be sent to
machine, and there ""'as a long pause lasting about appropriate people and would speak to the operator about the
15 seconds and then the operator said MAns mach incident Supervlsor coached the operator about the importance of
hung up," Customer asked if her message had been foHowing VCO user's instructions. The operator was also coached
left, and the operator said "your message has been about making sure that the veo bridge stayed open when
left" Customer 'A-'anled to can back to leave another this t¥?~,of can, The agent understood. The customer
message, but heard no from the nna-r:>t"" did not request a

I
There was a rong pause f~~t,~ng,about
soconds and then the operator up on her

I



1218/2006 Customer called into relay and got no response from 121812006 Supervisor apologized and assured the customer that the
the operator, even after giving the operator the complaint would be forwarded to the appropriate supervisor. No
number to dial. Customer 'Naited and waited and follow~up was requested. Spoke to operator about the incident, but
received no response. there was not enough information as to when the incident actually

occurred, because the operator does not work on Fridays. The
operator did work overnight on Thursday, and did demonstrate
proper procedure In keeping the caHer infonned of the progress of
call (example of a vOfce catl: "Thank you, I'll be off the line.,,").

1216/2006 Customer reported that she couid not make iong~ 1/2/2007 Apologized and assured the customer that the complaint would be
distance calls, and has chosen QwesL handled. A Trouble Ticket was Issued. Customer requested

callback. AM reviewed the complaint. and tech's test caHs went
through without any problems. Tech placed a call to his office and
to 360w 357w6647 using Qwest as the COC !n both cases, and both
calls were completed. Tech attempted to contact the customer,
and there was no answer after 10 rings. AM also attempted to
cantadthe customer several times without any success.

121612006 Customer reported that she could not make long· 11212007 Apologized and assured the customer that the complaint would be
distance calls, and had chosen Qwest handled, A Trouble Ticket was iSSUed. Customer requested

callback. AM reviewed the complaint, and tech's test calls went
through without any problems. Tech placed a call to his office and
to 360w357-6647 using Owest as the coe in both cases, and both
calls were completed. Tech attempted to contact the customer,
and there was no answer after 10 rings. AM also attempted to
contact the customer several times without any success.

12i5/2006 Customer reported problems with placing long- 121512006 A Trouble Ticket was filed, and customer requested follow-up.
distance relay call when using 711 through work Tech called the voice customer, and the problem was simple to fix.
PBX and getting recording which says "This call The customer's phone number was tied to AT&T, and did not
cannot be completed at this time." Customer placed make a COC preference, Whenever a relay call was attempted,
this call on 11J22, and originally filed regulatory they were placed over Sprint. Once AT&T was selected, the
complaint with Colorado PUC. Sprint Executive problem was resolved. Tech person entered a COC preference for
Offices contacted relay center on 11/29 to report the the customer's numbers and completed test calls with the
complaint Relay Center responded on that day to customer. Tech said that the company has numbers tied to Sprint
get additional information and received follow-up and AT&T, and customers will need to know which carrier their
contact on 12/4 from Sprint phone number is tied to and make their preferences known to the

relay operator. CRM has contacted the customer and Colorado
PUC and informed them about the resolution.

11/30/2006 Customer felt that the agent didn't know how to 1113012006 The complaint was forwarded to the relay center for follow-up. The
retrieve messages from answering machine, and Team Leader coached the agent on answering machine retrieval
asked the agent to play messages five times. No procedures.

response. Customer reported that this is not the first
time this has happened, and this call took thirty

minutes.

11/3012006 Customer had problems with being transferred to 11/30/2006 Complaint was forwarded to Sprint technician for follow-up. It was
customer servfce. As soon as the transfer key 'has determined to be a non-agent error, and the agent position was
pressed, a message saying ~Transfer not available" upgraded and corrected.
appeared.

1 Caller shared' , of I for 'he" ,urf'" d' ,d thanked fhe , ,,:.rOf O'""U""

and CA, -fOf



8129;2006 veo customer reported that the operator never 8129/2006 Complaint was fOfV\l8rded to the operator's Team Leader for
informed him that the outbound called had hung up, coaching on keeping the customer informed and the rmportance of
and the agent also failed to give customer his CA always giving customers CA number when requested.
number.

8126/2006 veo customer stated that she had to disconnect in 8/26/2006 Apologized to the customer and customer requested a follow-up
a hurry and the outbound caner said the operator from the supervisor. Spoke to operator and discussed proper
seemed frustrated at not being able to give veo calling procedures. The operator understood the importance of
customer his CA number. using the Alt~V function key in order to communicate with the

inbound VCO customer.

8/25/2006 CapTe! user keeps hearing echo sounds. 8/25/2006 Shared tips with customer on reducing echo during calls, and
discussed the option of using an assistive listening device.

812512006 Customer reported being disconnected by the 8/25/2006 Customer's complaint was forwarded to the operator's Team
operator. Leader for coaching on proper disconnect procedures. The Team

Leader at the call center spoke with the operator, and coached the
operator on proper disconnection procedures.

8/25/2006 Customer reported being disconnected by the 8/25/2006 Team Leader spoke with the operator about proper disconnection
operator. procedures. The operator did not remember this call.

712412006 Customer called in branded VCO mode and wanted 7/24/2006 Forwarded complaint to the Team Leader for coaching the
to use TTY mode instead. Customer felt the operator operator on following inbound notes and how to process veo calls
misunderstood instructions and didn't follow if the customer wishes to type instead of using voice.
directions. (Notes say "sometimes veo, sometimes
TTY")

712212006 veo customer was unable to place any relay calls 7/22/2006 Apologized to customer, and customer requested a follow-up. AM
after 11:00 a.m. on 7/21. tried to calt customer back, using telephone number provided, but

the recorded message said the phone number cannot be
completed as dialed and to check the number. AM made number
of attempts and stH! was unable to reach the customer.

712112006 Customer was on hold for 20 minutes trying to get a 7/21/2006 Customer ""'anted to file complaint for excessive waiting time.
Spanish relay operator. Operator logged into station and requested supervisor

immediately_ACustomer was emalled about the problem with the
waiting time on Spanish gate.

6/30/2006 veo customer reported that the operator dialed 6/30/2006 Complaint was forwarded to the operator's supervisor,
wrong number, and veo customer tried to interrupt. recommending coaching on watching the signal light to see IT VCO
The operator didn't respond and hung up The customer is speaking.
number was long.{jistance

6/19/2006 Customer stated that her database infowstion and 9/20/2006 Thanked the clJstomer for letting the relay oontsr know, and a:
is not in the sj'Stem and the agent Trouble Ticket was issued, Customer a callback,

i~1 :j~~j~\~ to SBB the I vetiflBd bmnding and left a :5 ,-vith customer
she use VCO' rH.lmtHJL and problem

I
I has been fixed. Customer is satisfied

i



6113/2006 Customer got a cail from her home insurance on 611312006 Supervisor spoke to agent during and after the call because of the
June 9th around 3-4 p.m., and the whole attitude of the TTY caller toward ·the operator. Current protocol
conversation was confusing, because the operator does not allow a supervisor's lnvolvement in a cal! unless the
made too many mistakes while typing. Customer inbound caUer requests or authorizes supervisor
requested to switch operators, and operator ignored assistance/involement Customer did not request or authorize
customer's request. Operator also interrupted supervisor assistance/involvement. Customer (both TTY and
customer several Hrnes, and customer fett really voice) did not request a different operator. When an Inbound
frustrated. disconnects, the system disconnects the outbound IlJithin a set

time frame, and operators are unable to transfer an outbound"
Supervisor investigated further and learned that the operator was
typing everything correctly and that the issue was more of
problems with garbled text than typo. The case is closed,

6i1212006 FL voice customer called in to say that she was 6/1212006 Apologized to the customer; no follow up requested. Customer
receiving fraudlent calls through our service. Service educated the customer on relay policies and referred her
Customer wanted to know how to track them down. to the local authorlties.

6/1012006 VCO customer called customer service and 611012006 A Trouble Ticket was Issued; a previous Trouble Ticket was
complained that operators are using abbreviations issued on 5/13106. Account Manager reviewed the case and the
when she doesn't want abbreviations. Customer Trouble Ticket file. Tried to contact the customer to see if the
said the supervisor told her operators aren't using problem on the customer's end had been resolved. There was no
abbreviations but customer feels they are. Customer answer, and tried to call customer severa! times without success.
stated customer service was typing abbreviations Complaint is closed.
and gobbledy gook while the customer service
screen looked fine. Customer service got her phone
number for a callback on TTY to get more
information. Customer got angry and hung up.
Customer did not state whether she wanted a fotlow~

up.

6/1/2006 VCO customer said the operator hung up on her, 6/112006 Supervisor thanked the customer for bringing it to their attention
and no time was given by customer. and the case would be forwarded to an appropriate supervisor.

Although operator didn't recall the case, the operator apologized
for the disconnect regardless.



STATE OF COLORADO
PUBLIC UTILITIES COMMISSION

Gregory E Sopkin, Chairman
pony Page, Commissioner
Carl MUler, Commissioner
Doug Dean, Director

June 28, 26\l(j

Mariene H. Dortch
Commission Secretary
Federal Communications Commission
44512" Street, SW
Room TW-B204
Washington, D.C. 20554

Pam Gregory
Federal Communications Commission
Consumer & Governmental Affairs Bureau
445 12" Street, SW
Room3-C417
Washington, DC 20554

Department of Regulatory Agencies
Tambor Williams
Executive Director

eiliOwens
Governor

RE: CG Docket 63-123: Colorado Annnal TRS Consumer Complaint Log Summaries for June I, 2665 through May 31,
2666

Dear Ms. Dortch and Ms. Gregory:

As you know, State and Telecommunications Relay Services (TRS) providers must submjt annual consumer complaint log
summaries to the Federal Communications Commission on or before July lSI.

Attached, for the Office of the Secretary, is the annual Colorado complaint log summary for June I, 2005 through May 31, 2006,
along with fOUf copies; also attached is a diskette of the same. For the Bureau of Consumer & Governmental Affairs, attached is
one copy of the Colorado complaint log summary and a diskette of the same.

Ifl can be of further assistance to you, please do not hesitate to contact me via TOD 303 8942512 or email at
Joe.Be-nedetto(iDDora.State.Co. !Js

Kindest regards.

Sincerely,

loe Benedetto
State Administrator
Colorado Public Utilities Commission

Attachment Ms. Dortch: Colorado Complaint Log Summary for June 1,2005 - May 31,2006: One Original, Four Copies,
One Diskette

ivts- Gregory: Colorado Complaint Log Summary for June J, 2005 - May 3 J, 2006: One Copy, One Diskette

1580 Office level 2, Denver. Colorado 80203, 303-894-2000

www.dora_statecousJpuc
Pennit end Insurance (Outside Denver! !-[{(X;-3gS-{}1

TTY Users 1{Relay Co-lorado)
Consumer Affairs 503~894·2070

COf!HJrr-.t:f /,;ifain {O,tuide rJenv-er; 1·600-456-0858
Heanng tolo 303"894·1015

T",nsl",e'li,)n Fax 303-844-2071
303~894-2065



Relay Colorado - June 1. 2005 through May 31st
, 2006

1. Total Number of TRS complaints: 71



06103105:
CapTel

06107105

06116/05

06116105

06116105:
CapTel

06/16/05:
CapTel

06117105:
CapTe!

Relay Colorado and CapTel
Complaint Log:

June 2005 to May 2006

TTY customer states that the agent did not leave the
proper number on the pager and that this happens
frequently_ Apologized, No follow~up requested,

Sound Quality ~ Buzzing

Customer stated agent was rude and when he asked
the-agent- to place-another can she- hung up- on -him.
Apologized to the customer and thanked him for the
feedback. No follow up requested.

Inbound tty dialed out to a number and the outbound
hung up when the CA began announcing relay. The
CA typed the portion of the greeting they were able to
get and then typed (missed rest of greeting person
hung up) GA The tty then typed "did you identify relay
or what? or why did they hang up?" the CA responded
(correct. the person hung up CA does not know why)
the tty was upset saying the CA was being evasive
and not answering his questions. The tty had typed
questions to clarify twice and the CA did answer the
clarifying questions both times but the Inbound tty said
he shouldn't have to give the 3rd degree to get an
answer.

TTY customer reports agent did not answer inquiry
made by customer regarding whether Relay was
announced & why person hung up a supervisor was
requested the supervisor provided same info to
customer reports agent and supervisor lying and
misrepresenting to justify agent did nothing wrong
(apologized to customer for problem encountered
RCS supervisor communicated with customer
regarding this complaint) Customer requests contact
from manager of center

Customer was contacted at approximately 11 :30 am
and was informed of proper procedure conducted by
the Team leader and agent.

DTMF Tone Interference

DTMF Tone Interference

Sound QuaUty - Static

06103105

06107105

06116105

06116105

06116/05

06/16105

06117105

Unit being sent for selVlce.

Agent did not work on day mentioned on contact.
Informed- agent the customer may nothave called -in to
report on the day that occurrence took place. Agent did
not remember the calL Reviewed proper procedures with
agent.

I told him I could understand how the initial response
could have been confusing and apologized for any
confusion. I explained that the outbound hung up during
the announcement of relay and that the CA did foflow
procedure with her response but that I apologize if the
response was confusing. I then explained her response
more clearly and he said I was splitting up his question to
justify what the CA did. I typed "your first question was
'did you identify relay or what' her response was 'correct'
your second question was 'or why did they hang up' and
her response was 'person hung up CA does not know
why'. He felt that my splitting his question was trying to
justify her doing the wrong thing,

I was the supervisor who assisted on this call and have
entered a customer contact regarding his complaint that I
took. We were going back and forth over the same things
over and over so I told him I was no longer able to stay
on the call and that if he wanted I could transfer him to
customer service. The agent followed proper procedure.

Center Manager met with the Team Leader who assisted
on this call. Proper procedure was followed.

Tech Support adjusted DTMF tone pass through.
Confirmed resolution was successful.

Tech Support adjusted DTMF tone pass through,
Confirmed resolution was successful.

Unit being serviced.

OBitS/OS frustrated_ 00/24105 garbled throughout ca!L
message was stiU

00/18/05 The Agent does not kna..v how to process HCO calls.
Customer said that relay agents to general are mean
spirited, professional !lars and tricksters, Customer
was frustrated at agents in general for not being able
to effidenUy place HCO caBs, Thanked caller_No calf
back needed

00/24/05 Coached CA on HCO procedures Reminded CA to ring
for supervisor if needed.



06121105 A CO Voice customer states that when they try to 06/21105 Customer Service Department entered Trouble Ticket
contact a TTY user through CO Relay Service (1 800 The technician check:ed all the Ell tables and was able to
5693656) for the past month they have had garbling return data by the given MIN. Ticket closed. Account
problems. This does not occur when the TTY user Manager contacted the customer and customer is
contacts the Voice user. Most recent attempt was on satisfied.
6/20/05 at approx. 6pm with the CA. ReS apologized
for this problem. Follow up requested for resolution.
Trouble Ticket turned in.

06122105: DTMF Tone Interference 06122105 T8ch Support adjusted DTMF tone pass through.
CapTel Confirmed adjustment remedied the circumstances.

07/01105: DisconnectiReconnect during calls 07/01/05 Offered explanation on why disconnections may be
CapTel experienced. Explained difference between CapTel

phone and a regular phone. Provided suggestions for
alleviating disconnections both verbally and in written
fonnaL

0-7/05/05; Service ~ General 07107/05 Explainedtlmitations-ofvoice recognition-technology and
CapTel why some errors in captioning may occur.

07108105: Echo Sounds M CapTel user hears 07108105 Advised customer to hold handset away from mouthfface
CapTel and make good acoustical seal with ear/earpiece. Offered

explanation on how captions are generated and advised
customer how to share captioning feedback with CapTel
service. Advised customer to send the unit back.

07113105 Customer states that this agent left a very garbled 07116105 Spoke with agent, determined that there was no problem
message on his answering machine. The customer is from our end and that this was Not Agent Error.
not sure if its agent error or machine malfunction. The
garbling was not with symbols and numbers so it may
have been agent error. RCS response: Thanked the
customer for letting us know and assured that the
complaint would be turned in as stated. Also got the
make and model as an Ultratec super print 4425 and
suggested that the customer check to see if
TurboCodeTM is turned off as this has caused
garbling in the past with these tty's. No call back
requested.

07115105 Customer asked agent to dial # and play messages. 07115105 Explained to customer that the agent followed instructions
Agent dialed and answering machine played. Agent to receive messages and there were no messages. Old
typed (ANS MACH) then switched to Record. understand Caller wanted answering machine and
Customer was upset agent didn't type answering recording typed out. instructions were not clear. agent
machine or recording. was unsure of request. Coached agent if instructions are

not clear, ask for more information.

07118105: Account Login Failure 07126105 Unit's account was activated. This provided immediate
CapTel resolution.

07/27/05 Customer asked agent to ask for appointment desk 07127/05 Coached agent on proper switchboard procedures,
before dialing out. Agent reached switchboard
operator and instead of asking for appointment desk
he explained relay to the switchboard operator-
Thanked caller and said would coach agent on proper
procedures. No follow up needed.

08101105 Account Login Failure 08/02105 Technical support activated account and customer
CapTel service confirmed that unit is now successfu!ty operating.

08101/05: Sound Quality M Static 08/11105 Customer sending unit to CTI for service.
C$pTel

09100/05: OisconnectJReconnect during calfs OW07/0S Sent customer information the difference
CapTal bet'.-Veer! a CapTel phOne a phone.

ExptaiMG to customer why disconnection reco-nnectfon
mtght be occuning and sent emaH with tips to reduce their
occurrence.

09107/05: Discoflf1€ctfReconnect during catls 09107105 Sent customer infonnation explaining the difference
CapTel b-etv.!een a CapTe-1 phone and a Uadftlonal phone_

Explained to customer why disconnect/reconnect might
be occurring and sent letter with tips to reduce their
occurrence,

2



09121105

1()f()1l05

10/12/05

WOuld be
,reporled. caller requesfing follow"up from Account
:Maoager on-tlils :lsst/e',

09/2110&

_Qustooiar:~S::tWtwal1HQtlOw'UP oofitaCt-ft<lJu
Servic& ""rAM. case closed,

10l1210S - ANtlaft tllitaifedlnfo to answering machine.

Wrong ?sslgnment re,,;assign to AM CusromerfsJrom
Coloradd.
Oontacted C!1stom~rse\leral times -and eJ(P:la1n~--tQ him

:ream.h;;:s been worldng o'n this_casla>a~ we

Ihe U:CS <Qwest~He will need to wort< closely willl lIle
LEC;'; aOd get tbis resolve. He can have lIle Q61oredo
P'UbliCl,ltjJ~$-COil:lmi$Sio_n to offer -', e
:tt;ie:y:~d,1t\}-getiBVQfvetflUis-n " H~
has:f\bt-tcmtacttrH:Lbabk fqrmore i rt on 711 -
CbnnectMty';issues: Case 'Cf<J$ed-

10124105 Entered IT, CO voice user dials CO relay at 1 000
6511'3656 and reaCl1es OK relay some times,
G:usti:.>m6r said ttrts has been-gQing:on for a month.
Customer sarvi<:<> all"le9- for lha problem and lold
hImhe can use OKielay if-he re'actres tbe:'rn. bJ.it'tbat I
"",uld Il<>turning In a IT for lI!e lllCha l<> cheel< on Inil;,
(1\l1liIOfll<lf 000$ net wanl a fol!<>w up,

12129/05 'iha Goo'iel routing scriplissue has l>llen correct The
relay call should be band1e correctly now. The custQl1ter
does net want follow up. Gase Close.

,",I"'oon _ds.
CUs:tom~(wt$U~_Off at each 'fCSpoi')$8,

11115105

3



are saying) Outbound must have hung up but TIY did
not receive that information. Apologized to customer.
No follow up requested.

11123105 Nov 22nd, at 337 am VCO customer stated that, 11/23/05 CA was assisted on this call by an assistant supervisor.
"agent wasn't paying attention to her job". Upon The CA said that the VCO user was yelling making her
request for further clarification, the customer very difficult to understand. When they asked the person
screamed at her and would not elaborate. Apologized to repeat they seemed to get even more upset. Both the
for the inconvenience. No follow up requested. CA and the assistant supervisor listened to see if they

could determine what the VCO was requesting, neither
one was able to understand her well enough to determine
what it was she was requesting. They informed her that
when she was yelling they were having a hard time
understanding her and never were able to determine
what it was that she wanted to do. CA followed correct
relay procedure.

11/24/05 Customer complained of poor spelling on the agent's 11/24J05 Spoke to CA She stated the outbound customer was
behalf. Apologized to customer; informed them I would talking fast and that it was hard to keep up. Coached
fonow up with the'CA No follow up needed. agentto'use pacing to slow the caller down'and'also

inform the inbound TIY user (talking fast) so they may try
to pace the caller.

11130/05 Customer Complaint: Customer notified account 11/30/05 Techniclans conducted several tests on his lines and it
Manager that he was unable to connect to 711 in the looks fine. Technicians encouraged the customer to
state of CO. Received the message "Line is Busy". contact his local telephone company to have further test
This occurred on Nov. 15. Customer Service done. Perhaps it may be with the Leek's Hne. AM notified
Response: Entered TT. Follow up requested from the customer of this results. Customer Is not pleased with
Account Manager. this. Case closed.

12/02105 Caller 10 is automatically blocking even after operator 12108105 AM contacted the customer and requested the customer
manually changes 10 to unblocked. Customer to unblock the Caller 10 and Customer Service cannot do
requested connection to customer service. System it. Or have the Leek's unblock his Caller 10, Customer
Message: Ticket has been opened by customer for Service is not in a position to unblock or block his Caller
appending, but no text has been entered. Sub ticket 10. The customer has the control over the blockage. The
closed by system. customer understands now. Case closed.

121Q4105 A CO VCO customer states that they were unable to 12/04/05 AM contacted the customer and explained that Database
complete their call due to a call blocking issue. The does not have a Caller 10 blockage file or anything. The
supelVisor assisted in the call and was unable to send customer or the caller has the control of unblocking the
it through saying that the system was stating they had CaUer 10 or blocking the Caller 10. He understands this.
the caller id block placed in the database, however the Case closed.
database does not confirm this. RCS apologized and
entered IT. Follow up requested with resolution.

12108105 Caller 10 blocking still on ~ talked to Customer Service 12108105 AM spoke with the Customer that the Caller 10 Blockage
yesterday and they said it would be taken off and it is not on so the relay calls should go through. It has to do
has not. Trouble ticket was entered on 1212105; ticket with his end. Case Closed.
says it is resolved.

12/21/05 Customer could not get through on 711 12121105 Apologized to customer .~ informed that call volumes
were high at this time.

12126105 A CO voice customer called in stating that \\'hen they 1212$105 Reassigned to AM (technical issue). Customer may need
called 711 it rang 1 time and then clicked over to a to contact LEEK'S since this is a 711 issue.
recording that stated "If you would like to make a call
please hang up and try your call again". Customer
attempted to call Relay 2 times using 711 and was not
able to get through so then used the 1 800 number.
Since no connection \\'8S made with dialing 711 this
customer was not able to get an agent fd number.
ReS apoioglzed to this customer and tumed in n No
follow up requested,

AM contacted customer and encouraged him to contact
Qwest * the local LEEK'S since ITS related to kY'..21
telephone issue H regarding connectivity issue to 711,
Case Closed.

12130105 Person received call from deaf friend. Agent was very 01/03/06 In this instance the outbound did not acknowledge the
rude, When person asked agent to repeat, she said agents announcement as the outbound anS'hBfed a
"have yeu had ooe or not?" Sighed at voice person, second fine calt. The announcement was repeated, the
did not read "GA's", when voice person dkf not outbound then stated the operator was rude and
re~p~ I enough after sighing she said disconnected The call never sta·fted there were no GAs,.~~~:~c -are there ~ am goona or The up advised the to can fOf '--'P

said used reh;y and this is assfst comment made anOt!! so
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the worst agent ever! No fo!low~up was requested, that the situation can be addressed at the time of the call.

01/01i06 Customer complained of garbling and also said that 01101106 Thanked customer for infonning of the situation. Clarified
Operators are not following customer database notes that it is abbreviations used instead of actual garbling>
and use abbreviations, stated it has been reported Would like a call back.
numerous times and it is difficult for her to understand.
Also said that Agent 10 is not transmitting so she
cannot give the agent numbers.

01109/06: Inability for CapTel unlt to reach data toll free # 01109106 Customer was advised of fiber optic cut that resulted in
CapTel west coast calls not being able to reach our center. It

was restored within timely manner.

01112106 At 1215am the customer stated that this agent did not 01112106 Unable to follow up with agent because at this time this
ask whether or not he wanted to place more calls. The number has not been assigned,
a:genJ simply hung up when the customerstated that
his friend must not be home. Assured the caller that
this will be followed up. No follow up needed.

01113106 Customer states that when calling in to CO relay 01131106 AM reviewed the case and trouble ticket. This appears to
service the agents are getting garbled message when be a training issue with the agents. With high speed it
he gives them the number to dial. He has to repeat the appears to be causing garbling. Each incident needs to
number several times before they can finally dial the be logged and given so the agent can be corrected or
number. He also says that many agents are hanging show the proper procedures. Tests have made sfew test
up or disconnecting on his calls, RCS response: calls using the customer's number to my test position and
Apologized for the problem and assured that the to CO Relay, No garbling occurred, In order to further
complaint would be sent in as stated. Call back test, we will need agent numbers on his calls, this could
requested, Trouble Ticket entered< be site specific. Also, another issue could be the

customer's equipment. Need to know the last time it was
service or replaced, I did not want to go this direction yet,
until we get agents numbers to see if it is site specmc. AM
contacted Customer.

01114106 Customer asked for male agent. Operator said (ONE 01114106 Agent said that she sent (ONE MOMENT PLS) and then
MOMENT PLS) and then never came back. the call hung up while agent was getting a supervisor to

find a male agent. Not agent error.

01117106: Disconnect/Reconnect during calls 01118106 Explained to customer why disconnectlonlreconnection
CapTel might be occurring and sent email explaining how to

contact phone company to check quality of phone line.

01/25/06 A CO Voice user complained that he could not get 01125106 AM reviewed the customer contact and reviewed the
through to number using relay. CS Rep tried to ca!l trouble ticket. Unable to locate the problem with the
number and could not get through. IT was entered. connectivity. Customer does not want a call back. Case
Customer will call back if stm unable to get through. Closed.

02104/06 Colorado caller came in with no From #, CA asked 02104106 Followed up with CA .~ she said she was positive that it
customer for the calling to number, and then asked for was the ~Colorado Man~ and would not have done it
the calling from number. As customer started to otherwise. Told her that she cannot make those
provide number, the CA switched the line over to the assumptions and needs to get a supervisor for the future.
TrY greeting, causing the customer to hear TTY
tones.

02108i06 Caller said agent did not have any background in 02108106 Agent attempted to connect to VCO but VCO wasn't
medical tenninology and because of that her typing getting message. Typing speed was lowered, turbo-eode
was slow and inaccurate. Caller felt agent needs more was turned off, and agent did everything to remedy the
training. Apologized for the problem. Fotlow*up not garo!ing. Additionally, agent asked voice caUer to spell
required on this issue. any medical terms that she couldn't span herself. This is

all according to procedure -~ unfortunately, we do not
train medical terminology, it is up to the agent to ask to
have it spelled out if unsure- Not Agent Error.

02/15/00 Custom~rComplaint: CaHer reported that viil'len trying 02/15/00 AM op?~ed ,the n and fOlkJW'€~t~~o make sure- [t is take
to call her daughter she askoo for "Marty" from her cam Tech had SD Tech reset ORBs. Tech made
frequently dialed number list. CA informed her there test calls to verify that the ~O lists and Customer notes
was no Frequent Diaillst-no Marty. Became upset were showing. If the problem occurs again, tech wiN
that Marty had been removed from her fist. Customer contact T&I to have them debug the ORB application. No
Service Response: Apologized for the inconvenience follow up requested by the customer. Case Closed.
and let the customer know that we had become aware
of a problem in the system causing some customer
database information not to transmit to the
Advised that the teehs tvem 011 the situation
aoo it shol1hJ be mooivoo ASAP Ticket Vl3:S
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entered. No follow up requested.

02120106: Echo Sounds - CapTel user hears 02120106 Advised customer to make use of Volume and Tone
CapTel settings to optimize sound quality on CapTel phone. Also

advised customer how to properly hold handset for echo
reduction.

02125106 Customer is upset about garbling problem. Agent 02125106 Submitted trouble ticket on 2125 - forwarded complaint to
disabled TurboCodeTM. Garbling not apparent on COaect. mgr.
agent's screen.

AM reviewed the trouble ticket and followed up. The
technician made test calls and turned off the turbo code.
No customer name or phone number to cal! back. Case
closed.

02126106: Captions - stop in middle of call 02127106 Apologized to customer regarding incidence. Upon further
CapTel investigation it was identified there was a temporary

technical difficulty at the captlonist's workstation. DifficUlty
at this station since resolved.

03107106: DlsconnecUReconnect during calls 03107106 Sent customer information explaining the difference
CapTel between aCapTel phone and a traditional phone.

Explained to customer why disconnection 1reconnection
might be occurring and sent email with tips to reduce their
occurrence.

03109106 CO TTY user reports that she Is unable to dial through 03109106 AM reviewed the case, a TTY turbo code user cannot
normally when making LD calls. The system requests properly out-dial to long distance numbers. A COC
that she choose an alternate billing type, such as third provider is selected in her COB profile, both in notes and
party. The caller has no known restrictions on her line in COC, but when she tries to dial long distance, she
and her LD company is set up properly in the system. cannot dial directly. She gets the billing options window
This problem was reported via CSD, so I did not speak for third party, local override, etc. I duplicated this issue in
directly to the customer. I duplicated the problem in CS and found the same result. Looking up the info digits
customer service and opened TT. No follow~up 160, it says it is from an unrestricted number, so she
requested. should not have to choose an alternate billing method.

There is No agent 10 provided. It looks like there was a
training issue with the Agent. Need Agent !D. Customer
requested no follow up. Case closed.

03/14106: Technlcal ~ General 03131106 Technical support is working with toll
CapTel

03114106 Caller believes agents are using abbreviations, and 03114106 AM trled to call the customer but unable to reach the
her profile indicates that they should not. However, customer. AM will try again at a later date.
during our conversation, veo user was receiving
garbled text with missing letters/numbers, so this may
be the source of the problem. I provided the voice 800
number for Ameriphone. VCO user would Hke to
receive a retum call regarding this issue.

AM tried to call the customer ~ no customer name left on
the report and the customer hung up on me. I tried to
follow up with the complaint report. Case closed.

3/21/06: SelVice ~ General 03122106 Apologized for incidence and forwarded incidence on to
CapTel Captioning Service Center management for corrective

measures and follow up with captionist involved on
specific call.

03/21106: Dialing Issue - Unable to dial regional 800 number 03/21/06 Tech support made an adjustment so that customer can
CapTel dial regional tolL

04/11/06 At 255 pm, after the agent relayed the anS"Ner 04111100 Team Leader met 'hith agent 4/12/00. Agent did admit he
machine VCO customer voiced, "Can you was a Httle confused as to how he should proceed \vith
hear me?" to \VI1"ich she recetvcd 00 reply. She the cal! and did make errors. He Vias: roached 00 ways to
reiterated and: then she a text, "Number you avoid confusion and fot!ow procedures v.rfien handling a
are calUrtg to please?" typed "VCO please VCOcaH
GA", Stle got, ~Numb-er you are caHing to please?"
again The customer felt the agent should have either
acknO'A--"!ooge her or type, "Voice now" rather than
"Number you are calling to?~ after she has typed
''Veo please" Apologized for the inconvenience and
assured: the customer that this \\'ill be for.varded to
appropriate personneL No foHow up necessary.
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04120106: Service ~ General 04124106 Inbound call technical problem reported at 11 :32am on
CapTel 4/20/06, The problem was resolved at 1:52pm by CapTel

technical support

04/20106: Service ~ General 04120/06 Inbound call technical problem reported at 11 :32 AM on
CapTel 4/30106, The problem was resowed at 1:52 PM by CapTel

technical support

04120106: Service· General 04/20/06 Inbound call technical problem reported at 11 :32 AM on
CapTel 4/30/06, The problem was resolved at 1:52 PM by CapTel

technical support.

04120106: Service ~ General 04120106 Inbound call technical problem reported at 11 :32 AM on
CapTel 4/20/06. The problem was resolved at 1:52 PM by CapTel

technical support

04120106: Service ~ General 04120106 Inbound call technical problem reported at 11 :32 AM on
CapTel 4/20106. The problem was resolved at 1:52 PM by CapTel

technical support

05101106 Agent's typing was very choppy with incorrect spelling. 05101106 Agent didn't recall this call. Educated CA if call gets
agent hung up on caller. disconnected to notify supervisor ASAP

Team Leader met with the agent and reviewed the proper
procedures. AM reviewed the customer contact case and
customer requested no follow up contact Case closed.

05101106 Agent did not respond at all to HCO users request; 05101106 Team Leader met with the agent and coached the agent
line was silent to follow the appropriate procedure. No follow up

requested because the customer did not leave the
contact information with the customer service. Case
closed.

05/11/06 Agent did not send greeting to outbound (VCO). She 05/11/06 Team Leader coached agent on proper call procedures.
did not open up VCO line to bridge VCO user. Did not
keep customer informed at aU times, Only typed SK
SK at the end of call and hung up. Did not send end
greeting. I thanked customer for letting me know and
said that I would follow up with the agent.

05127106 Voice customer calling regarding her veo mother 05/27106 AM contacted the customer and explained we need the
receiving garbling for several months. Apologized, TT agent number and date of the call to track down the
was entered, Follow·up requested, garbling issues, Tech has conducted TT and issues has

been resolved, Customer will call back if any more issue
arises. Case closed.

05/30/06 Customer gave agent number to dial ~ reached 05/30106 Coached agent on proper VCO procedures.
answering machine ~ customer wanted to leave
message, No response from operator, Apologized and
thanked customer for letting me know.

05130106 Customer told operator the number to dial 3 times. 05/30/06 Supervisor met with agent who did not remember this all,
Operator kept asking (UR NUMBER CALLING TO if this wasn't a branded VCO agent followed correct
PLS) GA After 3rd time of asking for number, operator procedures. No follow up requested.
hung up,
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STATE OF COLORADO
PUBLIC UTILITIES COMMISSION

Gregory E, Sopkln, Chairman
Polly Page, Commissioner
Car! Miller, Commissioner
Doug Dean, Director

June 17, 2005

Marlene H. Dortch
Commission Sec-retary
Federal Communications Commission
445 12mStreet, SW
Room TW-B204
Washington, DC 20554

Da.'llia Jackson
Federal Corrnnunications Commission
Consumer & Governmental Affairs Bureau
445 12mStreet, SW
Room CY-C4l7
WashingtonDC 20554
4li;ickso0Jfcc.gov

Department of RegUlatory Agencies
Tambor Williams
Executive Director

Bm Owens
Governor

RE: CG Docket 03-123: Colorado TRS Consumer Complaint Log Summaries for June 1,2004 through
May 31, 2005

Dear Ms. Dortch and Ms. Jackson,

As you know, State and Telecommunications Relay Services (TRS) providers must suhmit anuual
consumer complaint log summaries to the Federal COIIllllWlications Commission on or before July lSI.

Attached, for the State of Colorado, is the anuual complaint log summary for June 1,2004 through May 31,
2005; also attached is a diskette of the same, and four copies, as requested.

IfI can be offurther assistance to you, please do not hesitate to contact me via TDD 303 8942512 or email
at Joe.Benedetto0)Dora.State.Co.Us.

Kindest regards.

Sincerely,

Joe Benedetto
State Administrator
Colorado Public Utilities Cmmnisslon

Attachment: June 1, 2005 -
Four Copies, One Diskette

31,2005

1580 Logan Street, Office Level 2. Denver, CoiOffido 80203. 303-894-2000

Permit and Insurance (Outside 1-800~38-0170

TTY Users 71 j '1~~~~'~2~~7~Consumer Affgjrs 3(

Co;;SUrfi.0[ Affairs (Outside 1~800-45iH}85S

lore 3n3~894,2025

TranS!rD"atr)n Fax 303~BG4-2071

303-894«2C<65
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Date of CampI. Nature of Complaint Date of Resolution Explanation of Resolution

Apologized to customer, Met with agent. Coached the
agent on staying focused on calls an ensuring that aU

Very unhappy with the agent. Typing was horrible. After
06/17/04

words are spelled correctly the first time, agent also
06/16/04

every 3 words agent would send XXX XXX. advised to verifying spelltng of words if unsure. Explained
to the agent how continuous backspacing could affect the
call. Agent typing speed meets FCC regulations.

Voice Caller requested to speak with a manager, complains
agent did not relay what was typed when her mother was Supervisor assisted and apologized for the problem.

07121104 calling a computer company. As a result of the agent's 07/21/04 Customer offered to send in the print out tape from the
error, the wrong telephone number and credit card number TTY. No further contact requested,
were given and it was billed to someone else's account.

71712004
Dual Tone Multi~Frequency Tone Interference 7/7/04

Tech Support adjusted Dual Tone Multi~Frequency tone
CapTel pass through. Confirmed resolution was successful.

7/27/2004
Dual Tone Multi~Frequency Tone Interference 7/27/04

Tech Support adjusted Dual Tone Multl~Frequency tone
CapTel pass through. Confirmed resolution was successful.

812712004
Informed customer that the captionist reported an isolated

CapTel
Technical Disconnection 8127104 technical difficulty during the call. Apologized for this

incidence.

Couldn't apologize to the Customer, outbound line was
Customer was not satisfied with the CAs service, Customer disconnect. No follow up requested. Met with the CA and

09115/04 state CA yawned audibly throughout the call, distracting 09/16/04 coached CA on muting headset upon coughing, sneezing,
her from the conversation. clearing throat, any other distraction affecting call

adversely. Appropriate action taken,

CO TTY users requested supervisor, said CA continued Relay Supervisor assisted, explained this is not mandated.
type (Silence) during call, which frustrated, wanted to know Ca are trained to type everything inclUding background

09129/04 when this will be fixed. She complained before. Customer 09/29/04 noise. Customer interrupted several of supervisor attempts
is sure that this was mandated and her notes specify not to to explain procedures, guidelines. Caller disconnected. No
type any background. contact requested.

9123104 Account Login Failure 9/23/04
Unit's account activated, Customer now able to make

calls.

A CO TTY customer called to complain that the 1st called
the agent placed was fine, there was a long delay with the

Spoke with agent about staying focused on calls. Also, if
10/26/04 2nd call. When the numbers was finally connected in the 11/05/04

cal! were to disconnect, always let a supervisor know.
middle of the conversation, he disconnected the call. RCS
apologized for the handling of the call.

10:7/2004
Echo sounDs 1O}11/04

Provided tips to customer to reduced incidence of echo
CapTei feedback. I
10/20/2004-

10UBi Tone ~1iuiti-Frequency Tone interference 10J21/04
!TeCh Support ad.justed Dual Tone Multi-Frequency lone

CapTe1 Ipass through. Confirmed msoiution was successful

Sent customer information explaining the difference

11/2/2004-
bet\veen a CapTel phone and a traditional phone.

Disconnect/Reconnect during cans 11/3/04 Explained to customer why disconnecHon-reconnection
CapTe!

might be occurring and sent email with tips to reduce their
occurrence



Thanked the customer for tetting us know and that a
complaint would be sent in and that it would be

Customer caned in on Sat at 4:08 PM stating that agent
investigated further. Met with agent, but she did not

11/13/04 had very bad spelling and that it was definitely not 11!15/04
remember this specific call. Coached agent on the

computer error.
importance of correcting aU typos and maintaining a speed
of 60 wpm on every call. Agent passed the typing test
given, meeting the typing speed and accuracy rate
required by the FCC.

Caller said when reaching an answering machine agent
redialed back to number before she had typed her Apologized to caUer for the problem. Unable to resolve,

11122104 message and was having conversation with the people she 11!23/04 because the agent assigned to this number was terminated
was leaving the message for. Operator did not keep caller since 10/31/04.
informed of caU process.

Apologized and informed customer will follow up with

Customer was upset the agent would not respond to the
agent. Met with agent, and did remember the call in which

11/30/04 customer when they gave then umber to dial, then 11/30/04
they received the calling to number, followed but numerous

disconnected,
CAs, and as agent was dialing out the number the
customer hung up, Coached agent on the severity of
disconnecting calls, which can lead to termination.

Agent would not let customer give all info to use calling This agent lO number is currently unassigned. The
12106104 card, Agent was rude and hung up on customer. 12/06/04 customer did not want follow up, therefore further

Apologized for inconvenience, No follow up needed. investigation is not possible.

Apologized and told customer. CA was following

CA was very impatience, "1 couldn't understand what
procedure, but should be more professional when
redirecting concerns would be forwarded to correct center.

12/06/04
person was saying (TrY user) and asked CA. She didn't

12106104 For follow up with CA Customer doesn't want follow up,
answer me." When I kept addressing CA she said "FCC

Agent was coached on behavior and remaining flexible and
says I can't talk to you...said you've used relay before."

patient.

12/7/2004
Dual Tone Multi-Frequency Tone Interference 12/7/04

Tech Support adjusted Dual Tone Multi-Frequency tone
CapTel pass through. Confirmed resolution was successful.

Caller said when reaching an answering machine agent
redialed back to number before she had typed her

12/07:04 message and was having conversation with the people she 06/01/05 Apologized to caller for the problem.
was leaving the message for. Operator did not keep caller
informed of call process.

Customer says agent did not hold '?men asked. She typed
that she ",;as only allo",vBd to hoid a couple of minutes and
then hung up ~aftef a couple of mi(jutes.~ She typed,

When spoke to agent said she a!'Nays waits 3 minutes per!
12120/04 "Please cal! hack "ihen the number is available. Relay here 12/20104

I only snowed to hold a couple of minutes. SK" then
procedures. Reviewed procedures v-lith agent

I II disconnected, Apologized to customer Explained holding
rule of three (not tA'O) minutes.

The agent dialed the number and ieft the cBB hanging. She
Agent did not work during the time of customer contact.

1/5/2005 never informed me as to ~·vhat was gong on, ! fir-any hung 1/13/2005
Time of occurrence unknowr'L

up.
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1/11/2005 Dual Tone Multi-Frequency Tone Interference 1/11/05
Tech Support adjusted Dual Tone Multi~Frequel1cy tone

CapTel pass through. Confirmed resolution 'h'aS successful.

112412005
Explained to caller heavy call volume and weather-related

Answer Time 1/24/05 staffing shortage resulted in some delays. We apologized
CapTe!

for this inconvenience. (Met answer time for day.)

21112005
Assisted customer by email and phone with

Disconnect/Reconnect during Calls 2/2/05 troubleshooting. Tech Support enabled Retrain prompt, to
CapTel provide a visual indicator.

A CO TIY customer called to say that the agent skipped
relay explanation put on hold and when someone answered

02108105 no his announcement in proper manner I mean all basic 02/08/05 Invalid agent numbec Unable to follow up with agent.
things an agent should do. RCS: Apologized for the
handling of the cal! No Contact requested

CA sent the ~person hung up~ macro, before the TrY user Met with agent, but they did not remember this specific call.
had a chance to say goodbye. Later TTY user contacted Agent did state that would not hang up an outbound line,

02/10/05
the voice person again and the voice person said they had

02/10105
unless agent gets message that the outbound party has

not hung up. Apologized for inconvenience said would disconnected. Still coached the agent on the severity of
send the complaint to the proper supervisor. No follow up hanging up on a customer, which can lead up to
needed. termination. Resolved on 02/18/05.

2/1412005 Inability for CapTel unit to reach data toll free # due to toll
Contacted toll free network managers and they resolved

CapTel free net\-vork routing problem.
2/14/05 the problem at their end. Customer service representative

confirmed with customer that they are able to make calls.

2/14/2005 Inability for CapTel unit to reach data toll free # due to toll
Contacted toll free network managers and they resolved

CapTel free network routing problem.
2114105 the problem at their end. Customer service representative

confirmed with customer that they are able to make calls.

2/1512005 Inability for CapTel unit to reach data toll free # due to toll
Contacted toll free network managers and they resolved

2116/05 the problem at their end. Customer service representative
CapTel free network routing problem.

confirmed with customer that they are able to make calls.

Customer stated the operator's errors on the evening of
2/22 made it impossible for her to understand the
conversation. She stated her aunt was telling of a serious CA received two complaints both are the same. This

02/23105 illness and upcoming treatment. Because of xxx's and 02/23/05 complaint is the second. To review the written resolution
typographical errors, she wants her long distance charges please refer to tracking # numbers.
reversed. Apologized. Recommended customer mail her
phone bill to us when it arrives. No follow uo.

Coached CA to use one of our macros to 'unscramble'
Customer was talking to aunt at 8:30 on 2/2/05 and the garbling when typing to the TTY user. It may be possible
operator typed a lot garbling and many misspelled words to that the TTY user was using a Turbo-code type TTY

02/25/05
the TrY user thus causing confusion with the call. What

03/03/05
machine which can easily cause garbling during an

was said to the customer: Apologized to the customer and exchange of TTY transmissions between the TrY user and
gave assurance to the customer that an email will be sent relay operator. CA is fully aware of this. Followed up with
following a meeting vvith the operator. customer via emaiL CA received two complaints both the

same.

3rt/ZOOS
Duat Tone Mum-Frequency Tone lnterference 3/7/05

Tech Support adjusted Dual Tone Multi-Frequency tone
CapTe! pass through. This change provided immedidte r8so!utiofl_

319-/2005 Sound Qua!Jty~Static; Captioning speed; Accumcyof
3/9105

After extensive troubleshooting customer advfsed to send
Caple! Connection Guts out unit to our national senfice center

J
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03/22105

03122105

03/25/05

312812005
CapTel

03/30/05

04/01/05

Customer states the agent did not follow his instructions. At
the beginning of the call he asked the agent to get a live
rep on the Une. It didn't happen. The customer also states
his notes were not follO'A'8d. He doesn't want the holding
macro used. Apologized. Follow up requested.

The customer stated the supervisor was argumentative
and said their agent didn't have to follow his instructions,
The customer encountered several problems with the
agent, so he requested a supervisor, The supervisor
attempted to justify the agent's handling of the call, even
the hanging up after every option on the second call back.
The supervisor's response to the problems addressed was
unacceptable. Apologized. Follow up requested.

Voice customer received Relay call from TTY user agent
read very fast and spelled wordslnames very fast voice
customer could not write fast enough to document info
when voice customer asked agent to repeat the agent
typed it back to customer who was totally confused by the
request voice customer unable to help the caller due to
agent reading so fast voice customer could not understand
what was needed customer also upset that agent typed
that a supervisor was requested voice customer stated
agent hung up on them (apOlogized for problem advised
complaint would be forwarded to supervisor) Customer
requests contact

Inability for CapTel users to reach the data toll free number

Agent hung up on calier without dialing HCO call. Thanked
caller for letting us know, No call back needed.

e man reason wny I am wfldng ,0 you agam IS mat 1

wanted you to see my phone bil! cauSed by the relay
services, AI! those 0118 and two minutes was the TRS rault
because every single time I 'NDutd make a call most of the

Itime I foroet that if thev don't 3nS\Ner the answering
machine ~'OUld Dick up and then the TRS woufd just let it
Ihang up without even asking if ! \NOnted to ~€3:ve a

message or not it is not right at aB that I should have to !
pay for the machine to pick up <inc being biHed over and

over lust because the operators tet it hang up without
askino if we wanted to leave a message or not before it
hang; up on us. The Relay services tells us that we had to

Italk to he nhol'" n

TTY user reports agent dialed out and sent ringing macro

03/22/05

03/22/05

03/25105

3128105

04/01105

04/0;i05

Customer requested supervisor and supervisor 'Was trying
to advise customer that CA was indeed following relay
protocol in not taking control of the call when CA did not
randomly choose options to get live person. Customer
would not accept supervisor's explanation and was
insistent that CA should just choose any option to get live
person as, according to customer, other agents have done
this in the past. Customer asked to be transferred to
customer service. See that customer contact for further
lnfonnation,

lnbound instructions at the beginning of the call were to get
.a live person. CA dialed out and there was no option for a
live person. CA informed inbound of that and waited for
further instruction. Inbound was upset stating other CA's
just press buttons in an attempt to get a live person.
Supervisor attempted to explain to inbound that relay
procedure would be to inform no rive option available and
wait for further instructions from try user on what they
would like to do. CA followed proper procedure for
customer instructions. CA, however, did use the hold
macro even though was requested not to ." supervisor
apologized for that error.

This agent said she did not hang up on the customer. She
said that 1IY told her to hang up and she followed
instructions. Coached agent on voicing and spelling at a
pace that is easy to understand and to be careful not to
read to quickly. Reviewed ability to repeat what was just
voiced if customer asks for repeat CA has correct
understanding.

Spoke to consumer; she vented and is now fine,

Reported problem to toll free network provider. Problem
resolved the same morning, Customer service
representative confirmed with customer that they are able
to make calls.

SupelVisor spoke with CA regarding proper procedure. CA
coached.

AM contacted the customer and explained the relay

pmCedUfe.S Relay opera.. tors. follOWed. AIS..O, Cans from the I
CorrecHon Department must be made collect calls through
teiay. She was not happy \;\4th the procedure, A~A ,
encouraged her to contact CO PUC fot more support
Case is closed.
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~ uperaror was SpOKen [0 ~ 010 nm rememoer me call. ! oeafter 2 rings the line was disconnected from Relay no
04105105

further response (apologized for problem encountered)
05/18/05 penalties for disconnecting any customer were reviewed.

Customer requests contact Said the phone on the other end may have disconnected.

Explained that we have been experiencing this problem
this morning and agent was correct in requesting calling
from number to place the cal!. (Enter trouble ticket)

At 950 am a customer stated that he cailed relay and had Assured him the this agent will be followed up on other

agent on his line and fett that this agent was rude for the issues. At this time our record indicates that we have not

following reasons:1~he asked for calling from number 2~ assigned 1215 to any of our agent. Suspected the

Agent did not follow instruction to get to Live person-the possibility that the id being transposed, I checked with
prompt recording was typed in its entirely 3*Agent placed another relay center and they too did not have that number

04106/05
him on hold for 20 min after he requested a supervisor (in

04106105
assigned as well.

!
fat:t t;eVifas. still _all hold \Nl1en this. complaint was filed} The
customer felt that the service was extremely poor lately There is no agent number XXXX assigned at this time,
and is frustrated with the quality of service provided Customer stlU needs follow up on their general concerns
because it its making a impact on his work performance about relay,
involving a lot of calls. Apologize to the customer for the
customer for the inconvenience, Follow up needed I tried to call consumer to conduct follow up, There is a

recording saying this number does not work with this area
code. Unable to call them back. Trich Shipley

veo customer caonot dial to XXXXXXX with this agent but
Owest made routiog changes to correct the problem per

04/07105 gets fast busy signal instead. COC is Owest (0432) T.T. 04/28/05
turned in trouble ticket Cal! back requested

SO Sprint tech,

A WA voice customer trying to cal! her daughter in
Colorado customer (who is a TTY user) thru the CO Relay

04107105
service can not get thru. If they dial the nbr direct they can

05110105
AM review the case and there was no IT issued and

connect fine only thru the relay service can they not get customer does not want a follow up. Case closed.
thru. RCS Apologized for the problem and let them know
that I would put in a Trouble Ticket. No contact requested

CO veo user is unable to call LD to her daughter. She has
Owest made routing changes to correct the problem.no problem with other long distance calls but when calUng

her daughter the recording that says, Your call cannot be
Account Manager contacted the customer and left the

04111/05
completed as dialed, plays but Res VIlaS able to call the

04/11/05 message. If any problem arise, they will contact us again.

number direct and got through just fine. Apologized, n Customer seems to be satisfied, 4129130 n tickets there

was issued. Follow-up requested.
issued and both are closed.

4/1212005
Account login Failure 4/12/05 Unit's account activated, Customer now able to make calls.

CapTel

Discussed circumstance with customer, Problem present
4/19/2005

Sound Quality-Static 4/19/05
during one call. Customer will report jf there are problems

CapTe! on any additional calls. Calls before or since have been
reported satisfactory.

The voice customer stated that she had just placed a reJay
can around 1130 am and was concerned the way the agent
reiayed the call. She asked for the Relay supervisor and
requested the agent not to type the conversation b-et.veEn

!Explained that agent did correctly foHoweG the agBJ1t
them t-NO hO'A'Bver supervisor never did appear the Hne

protOCOl of typing everything that Is hearc. Also explained I
104/1'

Then at the cali ciosure the agent verbalized, ~CaJler is
04/15/05 the way she couid do to contact relay supervisor during the

done ready to hang up" The voice person thought the- caHe
has actuaHy disconnected and then asked for the

relay cail or after the completion of a relay call. Forwarded

supervisor however there v.,--as no SUpef'-jfsor and then the
this to appropriate center for a follow up on disconnection.

Hne got disconnectei:L Wanted to know proper procedure in
requesting for relay supervisor since- the customer is a

I
Imutua' ICP I
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04/16/05
CA hung up on me just a minute ago. Thanked caller. No

04/16/05 Not an agent error ~ agent did not take a CO call aU day.
cal! back needed.

04/16/05 CA hung up on me. Thanked caller. No call back needed. 04/21/05
Could not meet with Agent due to termination. No caU·back
requested therefore no further investigation will be needed,

Customer Complaint Caller in Colorado complaining that
each time he dials the CO Relay voice number, he reaches
an operator that announces the call: "Oklahoma Relay",

.. instead of "Colorado Retay" ..His concern was that h.e would
be billed for long distance for calling to Oklahoma. He

04118/05
reported this had been happening all night long, and

04/18/05
No follow up necessary. Customer service entered a

possibly for quite some time in the past. He provided one trouble ticket.
of the agent 10 numbers so trouble ticket could be entered.
Customer Service Response: I apologized for the
inconvenience and told him the report would be sent to cal!
center as well as a trouble ticket. TT was entered 4118/05.
When I dialed CO # I also reached OK Relay.

Discussed complaint with the operator. She stated her
nails were too long, but she has since gotten them cut and
that it's easier for her to type now. Suggested that she

CO TrY customer states they were in hold for a couple keep them that way, as if she is unable to type property

04118/05
minutes, got the answering machine and then got this

04118105
with long nails, it is not acceptable.

agent and her typing was atrocious. Apologized. No Follow~

up requested. Discussed complaint with the operator. She stated her
nails were too long, but she since cut them, and that it's
easier for her to type now.

I spoke with Tech on this issue. He mention that he had a
Customer states that this agent who is also known as bel! and went to the station. The CA was explaining that the
supervisor Corey was rude and told him to get off of the customer was calling a number that would continue ringing.
phone. Customer states that he was trying to make a call While it is ringing the customer was moaning as if he was
to someone when he was told that they were keeping masturbating. We asked for a number to call three times
records and files of his calls and that he was not calling to and got no response except for the moaning sound.

04119105 a try user or connecting to anyone so he should get off of 04119105 Supervisor warn that we are ready to hang up but no
the phone. Customer states that this supervisor was response and then hung up. This was not the first time and
assuming that he was calling someone hearing and he was had many calls doing the same thing over and over. He
not. RCS response: Apologized for the problem and called again asking for a supervisor and start yelling at
assured that the complaint would be turned in as stated. him. Supervisor tried to explain our procedure but became
No call back requested upset. He does not recall making the comments that Ih'aS

documented.

A call center agent is unable to unable to force the system
to place a cal! collect that is identified currently identified by

Colorado lnmate in Canon City trying to use Relay the system as local. The error requires further investigation

Colorado on 4/14/05. The Relay operator w::Juld not place through the IT system and is referred back to the AM.

the cal! coHee! for him because the computer is sho'-.-ving
"'-- ~-"'~ ,~~~, Y,"-- ~'''~'-~~ ,,-_ , ___ ~>_ -",_.~",,-- "~
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me calliS local. ! oe numoer toe Inmate IS attemptlng to Using the information provided the tech was able to locate
can is XXXXXXXX which is a Colorado Springs number and two calls placed from originating ANl of XXXXXXXX to
the inmate is in Canon City, They are in the same LATA dialed address of XXXXXXX, These calls are not being

04/21/05 but the calls are not local, they are long distance. The 04/21/05 given the proper info-digits by the customer's sef\lice
Relay Operator told the inmate the Relay Computer says provider, The relay service is receiving these calts with an
the number is local and does not let the operator select info-digit of 20. For the relay sef\lice to process these calls
coHecl. The case manager said he was calling the 800 659 as a prisoniinmate call the correct info-digit would need to
2656 number to reach Co Relay. The inmate did not get be 29. The catls are being handled properly by the relay
the operator number. The account manager turned this in service based upon the calling information received from
to customer sef\lrce. the sef\liee provider. AM contacted the customer and

notified the resolution. The customer understands and will
provide more information if it happens again. Case Closed.

Golor",dqiflmate in Ganon qtytrying to use the ReJ;JY AM contacted the customer explained that allioca! or long ...
Colorado number 1 800~659~2656, on 4~14~05. The Relay distance calls through the Correction Department must

04/21f05 operator would not place the call collect for him because 05i23/05 make a collect call. The Director of Telecommunication for
the operator said it is local. The number the inmate is Correction Department understands the policy and was
attempting to call is XXXXXXXX which is in Colorado pleased with our follow ups. Case is closed.

04/24/05 05/24/05 No contact taken; no foHow up possible.

TTY customer states in the middle of her conversation this
AM reviewed the case, group manager coached the CA,

04/25/05 operator disconnected the call. RCS apologized for this 04/25/05
problem, No follow up requested.

and there is no follow up requested. Case closed.

TTY customer states when dialing out this operator dialed
Coached CA to check dial out number against number

04125/05
the wrong number causing customer to have to repeat the

04/25/05 given by the TIV customer and to ring bell for supervisor if
number and dial again. ReS apologized for problem. No
follow up requested.

any questions.

Customer tried to make an HCO call to a medical center.
Agent refused to pay attention to anything customer typed

Agent heard answering mach and hit his record button
04126/05

and didn't do HCO. Wanted to leave message but couldn't
04/26i05 instead of keeping HCO open. Coached agent on HCO

even hear answering mach. Apologized for inconvenience
and said would coach agent on HCO procedures. No cal!

procedures. Agent knew exactly what he had done wrong.

back needed.

Agent was very rude and yeUed at me and Barb the nurse
and refused to give 10 number when asked. Apologized for Called at 12:00 noon on 5i9/05. Recording number dialed

05103105 problem encountered advised would forward complaint to 05i09/05 not a working number or must be dialed with correct area
appropriate center. Customer would like call back at code. No further action possible. Agent number not valid.
number provided.

CaHer said agent did not complete: car! because the
Agt'mt does not remember call. RevievJed proper

OS/OS-lOS connection 'ovent dead, C.S. Response: Ap010gized to caUer 05i05i05
for the problertL Ne fenew up contact required,

procedures v-Jith agent

Caner said agent did not fOllow customer note [nstructions
Spoke ,.-lith agent and agent did not remember the caB

05/05/05 not to type ansviering machIne message. Agent lnsiead 05/05/05
Coached agent on importance of foHov,'ing directions

typed out entire answering machine message
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05/08/05

" 05/16/05

05120105

05120105

05/20/05

05122/05

A voice customer called to complain that when she called
relay Colorado the agent told her she couldn't calt the
number provided, The agent told her there was some
problem with the "number combination." Apologized for
problem. Follow*up requested at number provided.

Customer states the agent didn't keep her informed. She
received a cal! from her daughter, but she didn't know her
daughter had hung up. The daughter had said, "I have to
go," butshedidn'tseeanygadtoskL so she vvaited. The
customer expressed frustration with the agent. Apologized.
Follow up requested.

Voice customer calling from cell phone and could not get
through to her mother when using relay service. When
cantng through agent the customer got the message saying
the party you are calling does not except blocked calls and
to call back after pressing star 82. The customer did this
and the call still would not go through. Trouble ticket was
entered. Customer does want call back when the problem
is fixed,

VCO customer states the agent did not finish the call
properly. At the end of the call, the voice person said "I
love you grandma, bye sk" and the VCO person said, "I
love you too, bye sk" and that vvas it. The operator never
said "person hung up" and when the VCO user asked if
she had hung up there was no response. Apologized and
thanked the customer for calling Follow*up requested. VCO
user wants to know what they are doing wrong that their
calls are not ending properly.

Agents are stopping In the middle of the sentence and
saying the person hung up. My caller said, "I'm heading to
sign off now and thanks operator" and the outbound hung
up. The part that was typed to the VCO user was, "I'm
head (person hung up). Also, the inbound veo user
(during call) asked agent to explain how the outbound
should end call, agent refused stating cannot be part of the
call. Apologized and explained that it is possible the agent
missed the last of the sentence and since the outbound
had already hung up was unable to verify what was said
therefore put person hung up. Advised inbound would have
to ask operator. because she is in charge of call. FoHow*up

requested.

A Colorado TTY customer caUed [n stating that when trying
to make a call from 11:25pm to 12:15am they were on hold
or 45 minutes pius for CO Reiay dnd 0,'1 hOld fOf 10
minutes for Customer ServicE\- Customer lf1Sisted this \V8S
an emergency situation and that something is WTOt1g w~th

the relay system. ReS apOlogized for the inconvenience
continua!!y and informed this customer that the Account
Manager would contact them regarding this issue, ReS
aiso opened TT. Account Manager foHow up requested.

veo customer reports agent did not keep her infofiTled

05/08/05

05116105

06/01105

05/20/05

05/20/05

OS/22/05

8

There was no agent number provided, therefore, could not
further investigate. Forwarding to CO acct mgr.

AM reviewed the case and TT. The number went through
but the customer was not able to provide the agent
number. AM contacted the customer and she is pleased
with the follow up. Case closed.

Agent did not remember the call. Reviewed proper
procedures with agent. Called customer at 1:22 pm 5/18105
with no answer. Called customer at 10 am 5/20/05 'Nith no

answer. Customer called me on 5/20/05;1 wasuoavallable.
at the time. Returned call at 4:02 pm on 5/20/05 with no
answer.

Account Manager contacted the customer and notified that
it has been fixed. Requested customer to call back if any
problem arises In the future. Customer is pleased. Case
Closed

Group Manager coached the CA. Account Manager
contacted the customer and notified that the CA has been
coached. The customer is satisfied. Case closed.

Manager coached the CA. Account Manager contacted the
customer and notified that the CA has been coached. The
customer is satisfied with the follow up_ Case Closed.

IT has been resolved. AM contacted the customer and
netined her that the ticket has been taken cam oL She wi!!
keep me posted if any problem arises in the future, Case
dosed,



customer wants lO Know wnen person nangs up ana caner
said "I will ask agent to let you know when I hang up" agent

Supervisor coached the CA. Account Manager contacted
OS/24105

typed the words but did not type the person hung up before
05124/05 the customer and explained that the CA was coached, The

disconnecting call veo asked agent if caller hung up but
customer is satisfied. Case closed_

agent did not respond (apologized for problem encountered
advised complaint would be forwarded to supervisor)
Customer requests contact

05/25/05
Agent dialed wrong number. Thanked caller for feedback.

05125/05 Invalid agent number.
No call back needed.

"I gave agent my number to dial and agent never
05/25/05 responded." Thanked customer. Said wlll follow up with 05/27/05 ~evlewed·proper procedures with agent.

agent. No call back needed.

Supervisor assisted on call. Agent disabled turbo code
eo TTY user complains of garbKng, agent not responding which cleared up the garble. Customer was not satisfied;
to his questions and hitting wrong keys, I apologized for the thought transmission was too slow without turbo code,

05126105 problem, let customer know I would inform the account 05/26r05 Customer asked to be transferred to customer service to
manager. Customer disconnected before I could obtain file this complaint. Supervisor transferred. Garble was
required infonnation to submit a trouble ticket. No contact technical issue ~ customer did not want supervisor to file

trouble ticket· not agent error.

Once agent disabled turbo COde, garbling issues cleared
CO TTY user complains supervisor assisting agent on up. Supervisor offered to enter in customer notes to turn 0
garbling issue, ignored his complaint but offered to add a turbo code if experiencing garbling. Customer did not want

05126105 note. Customer feels garbling is a relay issue, Apologized, 05126/05 to do that; customer thought transmission was too slow
referred to manufacturer and offered account manager without turbo code. Supervisor offered to write up trouble
contact. Customer disconnected. ticket; customer refused service. Customer wanted transfer

to customer service. Supervisor transferred.

Customer was upset on his end when typing the calling to
number he would get letters and numbers as if the agent
were hitting keys. Also on OUf end all of the callers info was
garbled. Once the agent disabled turbo code all was clear.

Not agent error· once turbo code was disabled garble
OS/26/05 Customer felt by not having turbo code on slows the OS/26/05

Icleared up.
transmission too much. Apologized to customer explained
what I felt the problem was. Customer requested to be
transferred to customer service to file a complaint.
Transferred as requested. No call back needed.
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STATE OF COLORADO
PUBLIC UTILITIES COMMISSION

Gregory E< Sopkin, Chairman
Polly Page, Commissioner
Jim Dyer, Commissioner
Bruce N. Smith, Director

Department of Regulatory Agencies
Richard F. O'Donneil

Executive Director

August 12, 2004

Bill Owens
Governor

Marlene H. Dortch
Commission Secretary
Federal Communications Commission
445 lth Street, S.W.
Room TW-B204
Washington, D.C. 20554

RE: RESUBMISSION: Colorado TRS Annual Summary of Consumer Complaints

Dear Madam:

It was brought to our attention that the FCC has not yet acknowledged receipt of, nor made part of
the FCC TRS records, the Colorado 2003 .. 2004 TRS Annual Summary of Consumer
Complaints, submitted to the FCC on June 25,2004.

This required FCC filing was delivered to your office, and to the FCC Consumer and Government
Affairs Bureau, by Federal Express delivery, tracking numbers 702670765065 and
792670728369, via your Capitol Heights, Maryland, delivery center on June 25, 2004.

I expressed our concerns on this matter to Mr. Bill Caton, your Deputy Secretary, this morning
via a TRS telephone call. Mr. Caton has graciously advised us to resubmit our Colorado TRS
report.

Attached please find our resubmission containing a 3.5 diskette, an original and four copies each
of the Annual Colorado TRS Consumer Complaint Log and the Colorado TRS Tally Summary,
both period of 1, 2003 31. 2004.

158tllO!l"" Street, Office Level 2, Denver, Colorado 80203 303-ll94-2000
WWW,QnHLstate.co,u:sf'puc Consumer Affairs 303,894·2070

Permit and insurance {Outside Denver) "1,800-888-0170 Consumer Affairs (Outside Denver) 1-800-456-0858
V/TDD 303-894-7880 Fax 303-894-2065 Hearing info 303-894-2025



If I can be of further assistance to you, please do not hesitate to contact me.

Sincerely,

Joe Benedetto
State Relay Administrator
Colorado Public Utilities Commission
TTY: 303 894 2512
Email: Joe.Benedetto@Dora.State.Co.Us

Attachments: Original: CO TRS Annual Consumer Complaint Log & TRS Tally Summary
Diskette: CO TRS Annual Consumer Complaint Log & TRS Tally Summary
Four Copies: CO TRS Annual Consumer Complaint Log & TRS Tally Summary

Copies: Bill Caton, FCC Deputy Secretary
Erica Myers, FCC Consumer & Govt. Affairs Bureau



STATE OF COLORADO
PUBLIC UTILITIES COMMISSION

Gregory E. Sopkin, Chairman
Polly Page, Commissioner
Jim Dyer, Commissioner
Bruce N, Smith, Director

Department of Regulatory Agencies
Richard F. O'Donnell

Executive Director

June 23,2004

Bill Owens
Governor

Marlene H. Dortch
Commission Secretary
Federal Communications Commission
445 12 th Street, S.W.
Room TW-B204
Washington, D.C. 20554

RE: Colorado TRS Annual Summary of Consumer Complaints

Dear Madam:

Attached please find a 3.5 diskette, an original and four copies each of the Annual Colorado TRS
Consumer Complaint Log and the Colorado TRS Tally Summary, both for the period of June I,
2003 - May 31, 2004.

If I can be of further assistance to you, please do not hesitate to contact me.

Sincerely,

Joe Benedetto
State Relay Administrator
Colorado Public Utilities Commission
TTY: 303 8942512
Email: Joe.Bencdetto@Dora.State.Co.Us

CO IRS Annual Log & IRS Summary
Diskette: CO IRS Annual Consumer Complaint Log & IRS Summary
Four Copies: CO IRS Annual Consumer Complaint Log & IRS Tally Summary

Copy: Erica Myers, FCC Consumer & Gov!. Affairs Bureau

1580 logan Street, Office level 2, Denver, Cotorado 80203 30:HI94·2000
\;vww.cora,stBte.CD.usiouc Consumer Affi}Jr$ 303·894·2070

Permit and insUr;'ince (Outside Denver) 1-800-888-0170 Consumer Affairs (Outside Denver; 1·800·456·0858
ViTDD 303-894-7880 Fax 303·894-2065 Hearing Info 303-894-2025
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