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Marlene H, Dorich

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

RE: CG Docket 03-123: Colorado TRS Consumer Complaint Log Summaries for June 1, 2006 through
May 31, 2007

Dear Ms. Dortch and Ms. Gregory,

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

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'[ can be of further assistance to you, please do not hesitate to contact me via TDD 303 8§94 2512 or email
at Joe. Benedetto@ Dora, State.Co.Us.

Kindest regards.

Sincerely,

() /

Jée Benedetio
State Relav Administrator
Colorado Public Unilities Commission

Attachment: Complaimt Log Summary, June 1, 2006 - May 31, 2007
Four Copies, One Diskette
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Complaint Tracking for CO
{6/1/2006-5/31/2007). Total Customer
Contacts: 37

Riature of Compizint

Drate of Resoluticn

Explanation of Resolutian.

“Customer reported that several agents did not

Agents pryeray computer issues for defays in switching to VOO,

41972007
swilch o VCO in a timely manner, and the custormer Unable to resolve without customer's contact information and more
also experienced constant problems with garbled information about the case. Agents were instructed fo transfer
text. catlers o relay CS # they were still having this tvpe of problem.

41182007 Customer called and recelved garbled text 4/18/2007 Agent is no longer emploved with CS0.

Customer asked the agent if there wers technical
issues and the agend did not respond to the
custormer's question. The agent repeatedly asked
the customer for a number to dial and disconnected
the tine.

4/8/2007 VCO customer stated that she was experlencing 47672007 Apoiogized to the customer and a Trouble Ticket was issusd. Told
major problems with garbled text when placing calis 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
Retay Center), and this has been happening for the our VCO number so that she would not have 1o use the "GA" key
past six months. Customer wants resolution to this in the future. Explained about the new CapTel phone service, as i
problem, and added that when she answers the might benefit the customar.
phone, she would press the "GA™ key onee or twice.

But whan a calt is coming in through the Minnesota
Reiay Center, whenever she presses the "GA” key,
the VCO sysiem shuis down. Cusiomer was very

frustrated and wanted the problems o be resolved.

372872007 VCO user gave the agent a local number to dial, and 3/28/2007 Apologized to the customer and referred the case to the supervisor
the agent diated a different number which was a for follow-up with the agent. The customer did not request a
long-distance number. The VCO user gave the caliback. The supervisor met with the agent, and coached the
agent ancther number to dial, and reached an agent on the importance of typing answering machine messages
answering maching. The agent did not type the ins fult untess instructed not fo by the customer. The agent
answering machine message in full, and instead understood, and the customer did not request a follow-up.
typed "Ang mach playing tbeep) GA"

3/20/2007 Custorner gave the agent a number fo diad 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 retay center for
times fo give the number to the agent. immediate follow-up. The custorner did not request a foliow-up call,

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

371442007 Technical (general) problems: Customer shared 37152007 Apologized 1o the customer and thanked the cusiomer for the
feedback about probiems with getiing disconnected feedback. Customer was informed that the information would he
during captionsd calis. shared with appropriate captioning service staff for foliow-up.

2582007 Catler gave CA a number fo dial aut, and the CA 2115/2067 The case was forwarded to the CA's Team Leader for follow-up on

never respotded. The caller tried several times to
get the CA's attertion without success. The CA
ended up hanging up on the caller. The caller was
very upsel with the rolay gorvice.

proper diafing-out procedures and disconnecting customers. The
Team Leader mel with the agent and coachad the agent on
properfimproper disconnection procadures,




222007 Connection issue: the connection got disconnected 21212607 Apologized to the customer, and sent customer information

and reconnected during catls. explaining the difference between a CapTel phone and a
traditional phone, and expiained to the customer why problems
with connection might be occurring. Sent a fefter with tips on
recucing prodlems with connection.

1/30/2007 Cannection issus: the connection got disconnected 1/30/2007 Apologized to the customer, and sent customer information
and reconnected during calls. axplaining the difference between a CapTel phone and &

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

122/2007 HCO customer called relay at approximately 312 372120067 Apolngized 1o the customer for the inconvenience, and an attempt
p.m. and wanted to make a HCO call. The agent did was made fo offer Branded HCO to the customer. Unfortunately,
not resporkd untll after one and haif minutes, and the the customer hung up before the offer coudd be made. No follow
customer felt that the agent was rude, incompetent, up needed. The agent remembered the case and it was her
and needad a review of basic HCO call procedures, second day on the floor. The agent became a lithe flustered when
The cusiomer alsc thought that the agent a HCO cail 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 coniact the local phone procedure. The agent was also reminded to request assistance if
company about this issue. there were any question about cail processing procedures,

171212007 Service: General 112:2007 A technical problem with the inbound call was reported at 8:15

a.m. CST on 1/12/07, and i resulted in increased guaue waiting
time. The problem was completely resolved at 10:28 am. CST by
Captel Technical Support.
1/12/2007 Connection issue: Call got disconnected and 1412/2607 Apologized to the customer and explained the difference between
reconnected during calls. a CapTel phone and a traditional phorie. Explained to the
customer why problems with connection might be ocourring.
1/9/2007 The customer stated that four operators hung up on 1G20067 Apolagized to the customer and forwarded the case to the center
her and requested a follow-up cail. in which fhe 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.
182007 A B3-year old customer reported that operators were 14742007 The customer was told a follow-up call regarding her complaint
hanging up on her daughter whenever her daughter woutld be placed to her residence. Unabie to resoive the
tried to diaf relay, and it seemead to occur frequently customer's complaint without an agent 1D number. The customer
at night. The customer was only able to provide the will he contacted and asked to provide this informaton. Spoke with
agent with her name and telephone number and the customer, who will request her daughier 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 1242712006 Apologized to the customer and explained their services.
Colorado Relay Service and attempled 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 VOO cusiomer left a message on an answering 12/13/2006 Supervisor assured the customer that the complaint will be sent o

machine, and there was a long pause lasting about
15 seconds and then the operator said "Ans mach
hung up.” Customer asked if her message had been
iefl, and the operator saxd "your message has been
teft. " Customer wanted to call back o lsave ancther
messags, but heard no esponse rom the operator,
Thers was 3 long pause lasiing about 20-30
sesonds and then the operator hung up o har

appropriate people and would speak o the operator about the
incident. Supervisor coached the operator abowt the importance of
fotlowing VOO user's instructions. The operator was also coached
about making sure that the VOO bridge slaved open when
orovessing his typs of call. The agent understood. The customer
digd ot request a follow-up.




12/8/2006 Customer called info relay and got no response from 12/8/2006 Supervisor apologized and assured the customer that the
the operator, even after giving the operator the compiaint would be forwarded to the appropriate supervisor. No
L rurnber to dial. Customer waited and walted and fotlow-up was requeasted. Spoke to operator about the incident, but
received NO responss. 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 demonstraie
proper procedurs in keeping the caller informed of the progress of
call {example of a voice call: "Thank you, 'l be off the line ).

122006 Customer reponted that she could not make iong- 2007 Apoiogized and assured the customer that the complaint would be
distance calls, and has chosen Qwest. handled. A Trouble Ticket was lssued. Customer requestsd

caliback. AM reviewed the complaint, and tech's test calls went

through without any problems. Tech placed a call fo his office and

10 360-357-6647 using Qwest as the COC in hoth cases, and both

calis were completed. Tech attempted to contact the customer,

and there was no answer after 10 rings. AM also attempted (o
----------- 1 contact the customer several times without any success. T

1262006 Customer reported that she could not make long- 1272007 Apologized and assured the customer that the compiaint would be

distance cails, and had chosen Qwest, handled. A Trouble Tickst was issued. Customer requested
cakback. AM reviewsd the complaint, and tech's test calls want
through without any problems. Tech placed a call to his office and
to 360-357-6647 using Qwest as the COC in both cases, and both
calis were compieted. Tech aitempted {o contact the customer,
and there was no answer after 10 rings. AM also attempied to
contact the customer several imes without any success,

121512006 Customer reported problems with placing long- 12512006 A Trouble Ticket was filed, and customer requested follow-up.
distance refay call when using 711 through work Tech cailed the voice customer, and the probliam was simple to fix.
PBX and getting recording which savs “This calt The customer's phone number was tied to AT&T, and did not
cannot be compileted at this fime.” Customer placed make a COC preference. Whenever a refay call was aitempted,
this call on 11/22, and ariginally 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 11729 fo report the the customer's numbers and completed test calls with the
compiaint. Relay Canter responded on that day to customer. Tech said that the company has numbers tied to Sprint
get addiional information and received follow-up and AT&T, and customers wilt need to know which carrier their
contact on 1274 from Sprint. phone number is fied to and make thelr preferences known o the

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

11/30/20086 Customer felt that the agent didn't know how to 11/30/2006 The complaint was forwarded to the relay center for follow-up. The
retrieve messages from answering maching, and Team lLeader coached the agent on answering machine retrieval
asked the agent to play messages five times. No procedures.

response. Customer reportad that this is not the first
time this has happenad, and this call took thirty
minutes.

1413072008 Customer had problems with being transferrad to 14/30/2006 Complaint was forwarded to Sprint technician for follow-up. it was
customar servica. As soon as the transfer key was determined to be a norFagent error, and the agent position was
pressed, a message saying "Transfer not available” uparaded and corrected.
appearsd.

TG Cailer shared fasdback regarding accuracy of PR Apaingized for the incident and thanked Be customer Tor providing

caphions.

fpadback, The customer was advised to dosument the dale, tima,
and CA number for more speciic followug.




B/2872006 YOO cusiomer reported that the operator never BI2GI2008 Complaint was forwarded to the operator's Team Leader for
informed him that the outhound called had hung up, coaching oh keeping the customer informed and the importance of
and the agent also failed to give customer his CA always giving customers CA number when requested.
number,

Bi2B/2006 VG customer stated that she had o disconnect in B26/2006 Apologized o the customer and customer requested a follow-up
a hurry and the suthound calier said the operator from the supervisor. Spoke to operator and discussed proper
seemed frustraled at not being able © give VCO caliing procedures. The operator understood the importance of
customer his CA number, using the AV function key in order to communicate with the

inbound VCO customaer.

BI25/2006 CapTet user keeps hearing echo sounds. 8I25/2006 Shared tips with cusfomer on reducing echo during calls, and

discussed the option of using an assistive listening device.

B25/2006 Customer reported being disconnected by the B/25/2006 Customer's compilaint was forwarded 1o the operator's Team
operator. Leader for coaching on proper disconnect procedures. The Team

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

8i25/2008 Customer reported being disconnected by the /252006 Team ieader spoke with the operator about proper disconnection
operator. procedures. The operator did not remember this calt

T124/2006 Custamer called in branded VCO mode and wanted 7/24/2008 Forwarded complaint to the Team Leader for coaching the
to use TTY mode instead. Customer felk the operator operator on foliowing inbound notes and how to process VCO calls
misunderstood instructions and dida't follow if the customer wishes to type instead of using voice.
directions. {Notes say "sometimes VCO, sometimes
Y™

712212006 VCO cuslomer was unable (o place any relay calis Ti22{ 2006 | Apologized to customer, and customer requested a follow-up. AM
after 11:00 a.m. on 7/21. tried 1o call customer back, using telephone number provided, but

the recorded message said the phone number cannot be
completed as dialed and 1o check the number. AM made number
of attempts and stiff was unable to reach the customer,

Ti2172006 Customer was on hold for 20 minutes trying to get a Fi2172006 Customer wanted to file complaint for excessive waiting time.
Spanish relay operator. COperator logged into statfon and requested supervisor

immediately. ACustomer was emailed about the problem with the
waiting tme on Spanish gate.

6/30/2006 VO customer reported that the operator dizled 6/36/20086 Complaint was forwarded to the operator's supervisor,
wrong number, and VCO customer tried to interrupt. recommeanding ceaching on watching the signal light to see f VCO
The operator didn't respond and hung up. The customar is speaking.
number was iong-distance.

B/15/2008 Customer siated that her dalabase nfornation and U Thanked the customear for leliing the relay center know, and &

pranding is not showing in the system and the agent
iz unable ©ses he information.

Trouble Ticket was igsued. Customer reguested & caliback,
verified branding and B & message with custmer,
Recommaendad that she use VOO dedicsted number, and problems
has been fined, Customer is satisfisd.




BI13/2006

Customer got a call from her home insurance oh
June 8th around 3-4 pam., and the whole
conversation was confusing, because the cperalor
made oo many mistakes while typing. Customer
requasted to swilch operators, and operalor ignored
sustomer's request. Operator also interrupted
customer several times, and customer felt really
frustrated.

671372008

Supervisor spoke to agent during and after the call because of the
attitude of the TTY calier loward the operator. Current proteco!
doas not allow a supervisar's involvement in a call uniess the
inbound caller requests or authorizes supevisor
assistance/involement. Cusfomer did not request or authorize
supervisor assistance/involvement, Customer (both TTY and
voice) did not request a different operator. When an inbound
disconnects, the system disconnects the outbound within 3 sat
tirme frame, and operators are unabla o transfer an outbound.
Supervisor investigated further and learmed that the operator was
typing everything correctly and that the issue was more of
problems with garbled text than typo. The case is closed.

8122006

FL voice customer calied in to say that she was
receiving fraudlent calis through our service.
Customer wanted to know how fo track them down,

8712/2006

Apologized {o the customer; no follow up requested. Customer
Service educated the customer on relay policies and referrad her

/12006

VCO customer called customer service and
camplained that operators are using abbreviations
when she doesn™ want abbreviations. Customer
said the supervisor told her operators aren't using
abbreviations but customer feels they are. Customer
stated cusiomer service was typing abbreviations
and gobbledy gook while the customer service
soreen looked fine. Cusiomesr service got her phone
number for a calthack on TTY to get more
information. Customer got angry and hung up.
Customer did not state whether she wanted a foliow-
up.

6/10/2006

A Trauble Ticket was issued; a previous Trouble Ticket was
issued on 5/13/06. Account Manager reviewed the case and the
Trouble Ticket file. Tried to contact the customer 1o see i the
problem on the customer's end had been resolved. There was no
answer, and fried to call customer several times without success.
Complaint is closed.

6/1720086

VCO customer said the operator hung up on her,
and no time was given by customer.

67142006

Supervisor thanked the customer for bringing it fo their attention
and the case would be forwarded o an appropriate supervisor.
Although operator didn't recall the case, the operator apologized
for the disconnact regardiess.
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June 28, 2006

Marlene H. Donch

Commission Secretary

Federal Communications Comprission
. 445.12% Street, SW.......

Room TW-B204

Washington, D.C. 20554

Pam Gregory

Federal Communications Commission
Consumer & Governmental Affairs Bureau
445 12% Street, SW

Room 3-C417

Washington, DC 20554

RE: CG Docket 03-123: Colorado Annual TRS Consumer Complaint Log Summaries for June 1, 2005 through May 31,
2606

Dear Ms. Dortch and Ms. Gregory:

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

Attached, for the Office of the Secretary, is the annual Colorado complaint log summary for June 1, 2005 through May 31, 2006,
along with four 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.

If T can be of further assistance to you, please do not hesitate to contact me via TDD 303 8§94 2512 or email at
Joe. Benedetto:Dora State. Co.Us

Kindest regards.

Sincerely,

"

Joe Benedetio
State Relay Admindstrator
Caolorade Publie Utibiies Commission

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

Ms. Gregory: Colorade Complaint Log Summary for June 1, 2005 - May 31, 2006: One Copy, One Disketie
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Relay Colorado ~ June 1, 2005 through May 31%, 2006

1. Total Number of TRS complaints: 71



0B/02/05

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 Tolloweup requested.

08/02/05

Reviewed proper procedures with agent.

C6705705:

CapTel

Sound Quality - Buzzing

06/03/05

Unit being sent for service.

06/67/05

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

0B/07/05

Agent did rot work on day mentioned on contact.
informed agent the customer may not-have called in to
report on the day that occurrence took place. Agent did
not remember the call, Reviewed proper procedures with
agent.

06/18/05

Inbound tty dialed out to a number and the outbound
hung up when the CA began announcing retay. The
ChAtvped the portion of the greeting they were able fo
get and then typed (missed rest of greeting person
hung up) GA The tty then typed "gid 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 fo clarify twice and the CA did answer the
clarifying questions both fimes but the inbound tty said
he shouldnt have to give the 3rd degree to get an
answer.

06/16/05

1 told bm | could understand how the initial response
could have heen confusing and apologized for any
confusion. | explained that the outbound hung up during
the announcement of relay and that the CA did follow
procedure with her response but that | apologize if the
response was confusing. | then explained her response
more Clearly and he said | was splitting up his question to
justify what the CA did. | 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 spiitting his question was irying to
justify her doing the wrong thing.

06/16/05

TYY customer reporis agent did not answer inquiry
made by customer regarding whether Relay was

L announced & why person hung up a supervisor was

requested the supervisor provided same info to
customer repods agent and supervisor lying and
migrepresenting to justify agent did nothing wrong
{apologized to customer for problem encountered
RCS supervisor communicated with cusiomer
regarding this compiaint) Customer requests contact
from marnager of center

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

06/16/05

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

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

08/16/05:

CapTel

OTMF Tone Interference

06/16/05

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

06/16/G5:

CapTel

OTMF Tone Interference

06/16/05

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

06/17/05:

CapTet

Saund Quality - Static

O8/17/05

tnit being serviced.

CEITHIGE

RBessane garbled. Customer grew very fnstrated.
Thanked cafler. No call back needed.

O8I24505

Mot agent error. Mestage garbled throughout call. Agent
fumed off TurboCodeTh; message was st garbled.

B18/05

The Agent does not know how 1o process HCO cals.
Customer said that relay agents in general are mean-
spirited, professional Bars and tricksters. Customer
was frustrated at agerts in generad for not being able
o efficiently place HCO calls. Thanked caller. No caff
Back neaded.

06/24/05

Coached CA on HOO procedures. Reminded CA fo ring
for supervisor f needed.




0621/05 A CO Voice customer siates that whan they try to 08/21/65 Customer Service Department entered Trouble Ticket.
contact & YTY user through CC Relay Service {1 860 The lechnigian checked all the ELI tables and was able o
569 3656) for the past month they have had garbling raturnt data by ihe given MIN. Ticket closed. Account
problems. This does not oocour when the TTY user Manager contacted the customer and customer is
contacts the Voice user. Most recent altempt was on satisfied.

6/20/08 at approx. 6pm with the CA. RCS apologized
for this prohlem. Foliow up requested for resolution,
Trouble Tickel wrned in.

{6/22/05: DTWMF Tone interference 068/22/08 Tech Support adjusted DTMF tone pass through.

CapTe! Confinned adiustment remedied the circumsiances.,

47/01/05; Disconnect/Reconnect during calls G7/A1/08 Offered explanation on why disconnections may be

CapTel aexperienced. Explained difference between CapTel

phone and a regular phone. Provided suggestions for
alleviating disconnections both verbally and in writter
format.

- HOI05/05: Service - General 077105 . [ Explained limitations.of voice recognition-technology and -

CapTsel why some errors in caplioning may occur.

07/08/08: Fcho Sounds - CapTel user hears 07/48/05 Advised custormer o hold handset away from mouth/face

CapTel and make good acoustical seal with earfearplece. Offered

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

G7/13405 Customer states that this agent left a very garbled 07/16/05 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 Eror.
niot sure if its agent error or machine matfunction. The
garbling was not with symboils and numbers so it may
have been agent error. RCS response: Thanked the
customer for letting us know and assured that the
compaint would be turned In as siated. Also got the
make and model as an Uitratec 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 fty's. No call back
requested,

C75/05 Customer asked agent to dial # and play messages. a7/15/05 Explained to customer that the agent followed instructions
Agent dialed and answering machine played. Agent o receive messages and there were no messages. Did
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 f instructions are

not clear, ask for more informpation.

G7/18/05: Account Login Faliure 07/26/05 Unit's account was activated. This provided immediate

CapTel resolution.

G7i27i05 Customer asked agent to ask for appointment desk Q742105 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
procadures, Mo follow up reeded,

0840405 Account Login Fallure 08/02/05 Technical support activated account and customer

CapTel service confirmed that unit is now successiully operating.

ORAVAGS: Sound Quallty - Statlc 08/11/08 Cusiomar sending unit fo O for service.

Cantel

GBAO8/0E: Digconmect/Reconnect during calls GOAOTAOE Sent customer infommation expigining the diference

 CapTel hetwaen o CapTel phone and & redifonst phone.

Expiained fo sustomer why disconmection reconnection
might be coourring and sent eemall with Hps 1o reduce their
CLCLHTRACE.
080705 Disconnect/Recormect duting calis OBGTH05 Sent customer information explaining the difference
CapTel badween 3 CapTel phons and 3 raditional phone.

Explained o custormer why disconnectreconnect might
be ooourring and serd letler with tips o reduce thelr
CUCLHTSNCE.

[
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are saying) Qutbound must have hung up but TTY did
rot receive that information. Apologized to customer.
No follow up requested.

14/23/05 Nov 22nd, at 337 am VCO customer stated that, 114/23/05 CA was assisied 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 wouid not elaborate. Apologized 1o repeat they seemed fo 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 o determine
what it was she was reguesting. 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.

14724405 Customer complained of poor spelling on the agents 11/24/68 Spoke to CA. She stated the outbound customear was
behalf. Apologized to customer,; informed them | would taking fast and that it was hard to keep up. Coached
foltow up with the CA. No-foliow up needed. agentto use pacing to slow the caller down and also

inform the inbound TTY user (talking fast) so they may try
o pace the caller.

11130405 Customer Compiaint: Customer notified account 11/30/05 Technicians conducied several tests on his fines and it
Manager that he was unabie fo connect to 711 in the iooks fine. Techniclans encouraged the customer to
state of CO. Received the message "Line is Busy” contact his local telephone company to have further test
This coourred en Nov. 15, Customer Service done. Perhaps it may be with the Leek's line. AM notified
Response: Entered TT. Follow up reguested from the customer of this resulis. Customer is not pleased with
Account Manager. this. Case closed.

12/02/05 Caller 1D Is automatically biocking even after operator 12/08/05 AM contacted the customer and requested the customer
manually changes D to unblocked. Customer 1o unbiock the Caller D and Customer Service cannot do
requested connection to customer service.  System it. Or have the Leek's unblock his Calter 1. Customer
Message: Ticket has been opened by customer for Service is not in a position to unblock or biock his Cailer
appending, but no text has been entered. Sub ticket D). The customer has the controt aver the blockage. The
closed by system. customer understands now. Case closed.

12/04/05 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 1D blockage file or anything. The
supervisor assisted in the call and was unable to send customer or the caller has the confrol of unblocking the
it through saying that the system was siating they had Calier 12 or blocking the Caller 1D. He understands this.
he caller id biock placed in the database, however the Case closed.
database does not confirm this. RCS apologized and
entered TT. Follow up requested with resolution.

12/08/05 Cailer ID blocking sti# on - talked to Customer Service 12/08/05 AM spoke with the Customer that the Caller 1D Blockage
yesterday and they said it would be taken off and it is not on so the relay calls should go through. it has io do
has net. Trouble ticket was entered on 12/2/05; ticket with his end. Case Closed.
says it is resolved.

12/21/08 Customer could not get through on 711 12721405 Apologized to customer - informed that call volumes

were high at this time.

12/26/05 A CO voice customer called in stating that when they 12/28/05 Reassigned to AM ({technical issue). Customer may need
called 711 it rang 1 time and then clicked overto a to contact LEEK'S since this is a 711 issus.
recording that stated "if you would iike to make a call
please hang up and try your cal again®. Customer
attempted to call Relay 2 imes using 711 and was not
able o get through so then used the 1 800 number.

Since no sonnection was made with dialfing 711 this

customer was not abie o gat an agent id number.

RCS apologized o this customer and lumed in TT. No

fodfow up requested.
Adt contacted customer and encouraged him 1o comtact
Crarsst - the local LEEK'S since 48 related to foca!
telephone issue - regarding connectivily issue to 711,
Case Closed.

1230405 Person received call from deaf friend. Agent was very 040308 In this instance the outbound did not acknowledge the

rude. When person asked agent o repeat, she said
“have yeu had ane or not?” Sighed at voice parson,
dit ot read "GA'S, when vaice pargson did not
respond quick enough after sighing she said very
rucety "hefio - are you here - are you gonng ik or
Aottt Pergon waid has used reley for vears and this is

agents announcement as the cutbound anawered a
second line call. The announcement was repasted, the
outbound then stated the operator was rude and
dinvonnected. The cail nover staried there were no GAs.
The supervisor advised the agent  call ki suparvisor
saalst wiengvar g cormmant 1§ made shoest rugeness 50




the worst agent ever! No follow-up was requested,

that the situation can be addressed at the time of the call.

0101/08 Customer complained of garbling and aiso said that Q1/01/06 Thanked customer for informing 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 Waould like a call back.
numerous times and it is difficult for her to understand.

Also said that Agent 1D is not transmitting so she
cannot give the agent numbers.

01/08/06: Inabiiity for CapTel unit to reach data ol free # 01/09/06 Customer was advised of fiber optic cut that resulted in

CapTel waest coast calls not being able to reach our center. it

was restored within limely manner.

01412/06 At 1215am the customer stated that this agent did not Q1112106 Unable to folfow up with agent because at this ime this
ask whether or not he wanted to piace more calls. The number has not been assigned.
agent simpiy hung up when the customer stated that
his friend must not be home. Assured the caller that
this will be followed up. No follow up needed.

G1/13/06 Customer states that when calling in to CO relay 01/31/06 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 fo repeat the appears {0 be causing garbling. Each incident needs to
number several times before they ¢an 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 a few 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 fo CO Relay. No garbling occurred. In order to further
| comptaint would be sent in as stated. Call back test, we wili 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. | did not want to go this direction vet,
until we get agents numbers to see if it is site specific. AM
contacted Customer.

061/14/06 Customer asked for male agent. Cperator said (ONE 01/14/08 Agent said that she sent (ONE MOMENT PLS) and then
MCMENT PLS) and then never came back. the cali hung up while agent was getling a supervisor o

find a male agent. Not agent error.

01/47/06: Disconnect/Reconnect during calls 01/18/06 Explainad to customer why disconnection/reconnection

CapTel might be occurring and sent email explaining how fo

contact phone comparnyy to ¢heck quality of phone line.

(1/25/06 A CO Voice user complained that he could not get 01/25/06 AM reviewed the customer contact and reviewed the
through to number using relay. CS Rep ftried fo calt troubte ticket. Unable to locate the problem with the
number and could not get through. TT was entered. connectivity. Customer does not want a cali back. Case
Customer will call back if stifl unable to get through. Closed.

02/04/06 Colorado caller came in with no From #. CA asked 02/04/06 Followed up with CA - she said she was positive that it
customer for the catling 1o 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 (o the assumptions and needs to get a supervisor for the future.
TTY gresting, causing the customer to hear TTY
tones.

{J2/08/06 Caller said agent did not have any background in Q2/08/06 Agent attempted to connect to VCO but VCO wasn't
medical temminology and because of that her typing getting message. Typing speed was lowered, urbo-code
was siow and inaccurate. Caller fait agent needs more was tumned off, and agent did everything to remedy the
training. Apologized for the problem. Follow-up not garbiing. Additionally, agent asked voice caller to speil
required on this issue. any medical terms that she couldn't gpeil herself. This is

gt socording to procedure - unfrfunately, we do ot
sl redicat ferminoiogy, | s dp to the agent to ask io
Have it spefled out if unsure. Not Agent Error.

Q2508 Customar Complaint. Callar reporind that when Indng DEB0E A openetd the 1T ard foliowed up o make sure | ik inks

o call her daughter she asked for "Marly™ from ber
frequently disted number fist. CA informed her there
was no Freguent Dial Hst-no Marly. Became upset
that Marty had been removed from her list. Customer
Service Response: Apologized for the inconvenience
and it the customer know that we had become aware
of a probiem in the syslem causing some customer
database nformalion not fo ansmit fo the operator.
Advized that the echs were working on the sifuation
arl # should be rescdvat! ASAP. Trouble Tiokst was

care of. Tech had 80 Tech reset the ORBs. Tech made
test calls to verify that the FD #ists and Customer notes
were showing. If the problem ccours again, tech wilf
contact T&1 io have them debug the ORB application. No
follow up requestsd by the customer. Case Closed,

(¥




entored. No follow up reguested.

G2/20/06: Echo Sounds - CapTel user hears 02/20/06 Advised customer to make use of Volume and Tone
CapTel seltings to optirnize sound quatity on CapTel phone. Also
advised customer how o properly hold handset for echo
reduction.
G2/25/06 Customer is upset about garbling problem. Agent 02/25/06 Submitted trouble ticket on 2/25 -- forwarded complaint to
disabled TurboCodeTM. Garbiing not apparent on CO acet. mgr,
agent’s screen,
AM reviewed the fzouble ticket and foliowed up. The
technician made test cails and tumed off the urbo code.
Ne customer name or phone number to call back. Case
ciosed.
02426/06: Captions - stop in middie of calt Q2706 Apclogized o customer regarding incidence. Upan further
CapTel investigation it was identified there was a temporary
technical difficulty at the captionist's workstation. Difficulty
at this station since resocived.
03/07/08: Disconnect/Reconnect during calls 03/07/06 Sent customer information expleining the difference
CapTetl between a CapTel phone and & traditional phone.
Explained to custormer why disconnection / reconnection
miight be oceurring and sent emall with tips 1o reduce their
occurrence.
03/09/08 CO TYY user reports that she is unable to dial through | 03/09/06 AM reviewed the case, a TTY turbo code user cannot
normally when making LD calls. The system requests properly out-diat 1o long distance numbers. A COC
that she choose an ziternate billing type, such as third provider is selected in her CDB profite, both in notes and
party. The caller has no known restrictions on her Ene inn COC, but when she tries to dial fong 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, efc. | duplicated this issue in
directly to the customer. | duplicated the problem in CS and found the same result. Looking up the info digils
customer service and opened TT. No foliow-up /60, # says it is from an unrestricted number, so she
requested. should not have to choose an altemate billing method.
There is No agent 1D provided. it looks Bke there was a
training issue with the Agent. Need Agent ID. Customer
requested no follow up. Case closed.
03/14/06: Technical - General 03/31/06 Technical support Is working with tol
CapTel
{3/14/08 Caller believes agents are using abbreviations, and G3/14/06 AM tried o call the customer but unable to reach the
her profile indicates that they should not. However, customer. AM will iry again at a later date.
during our conversation, VCO user was receiving
garbled text with missing lettersinumbers, so this may
be the source of the problem. | provided the veice 800
number for Ameriphone. VCO user would like to
receive a retumn calf regarding this issue.
Al tried to call the customer - no customer name left on
the report and the customer hung up on me. | tried 1o
follow up with the complaint report. Case closed.
32108 | Service - General 03/22/06 Apoiogized for incidence and forwarded incidence onto
CapTal Captioning Service Center management for corrective
neasures and follow up with captionist involved on
specific call
0324086 Dialing lssue - Unable 1o dial regional 800 number G3/21/08 Tech support made an adjusiment so that customer can
CapTel dial regiongd tnil.
O4/11/08 Al 255 pm, after the agent refaved the answer Q471108 Team Leader met with agent 4/12/08. Agent did admil he

maching message, VOO customer volced, "Can you
bear ma?” o which she received no reply. She
reftarated and then she ol 2 bypetd taxt, "Number yvou
am calfing o please?. Then, she typed "VOU please
GA", She got, "Number you are cailing to please?”
again. The customer fell the agent should have either
acknowledge her or fype, "Yoice now” rather than
"Rumber you are calling 107" after she has typed
“YCO please” Apologized for the inconventence and
asgured the customer the! this will he forwarded in
aporopriste personngl. No follow up necessary,

was z lifle confused as 1o how he should procesd with
the call and did meke errors. He was coached ont ways o
@it corfusion and follow procedures when handling &
WO call

O




04/20/06: Service - General 04724106 Inbound call technical problem reported at 11:32am on
CapTal 4/20/06. The problem was resolved at 1:52pm by CapTel
technical support.
04/20i06: Service - General 04/20/06 Inbound call technicat probiem reported at 11:32 AM on
Cap¥e! 4£30/06. The problem was resolved at 1:52 PM by CapTel
technical support.
04/20/08: Service - General 04720/08 Inbound call technical problem reported at 11:32 AM on
CapTet 4#30/06. The prablem was resolved at 1:52 PM by CapTel
technical suppor.
04/20/06: Setvice - Generat 04/20/06 Inbound call technical problem reported at 11.32 AM on
CapTet 4/20/06. The problem was resolved at 1:52 PM by CapTel
technical support.
{4/20/06: Bervice - General G4/20/06 inbound calf technical problem reported at 11:32 AM an
Cap¥e! 4/20/08. The problem was resolved at 1:52 PM by CapTel
technical support.
05/01/06 Agent's typing was very choppy with incorrect speliing. §  05/01/06 Agent didn't recall this call. Educated CA if cail gets
agent hung up on caller. disconnected to notify supervisar 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.
05/01/06 Agent did not respond at ail to HCO users request; 05/01/06 Team Leader met with the agent and coached the agent
fine was silent to follow the appropriate procedure. No foliow up
requested because the customer did not leave the
contact information with the customer service. Case
closed.
05111706 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
xeep customer informed at all times. Only typed 5K
8K atthe end of caill and hung up. Did not send end
greeting. | thanked customer for letfing me know and
said that | would follow up with the agent.
05/27/06 Voice customer calling regarding her VCQ mother 05/27 06 AM contacted the customer and explained we need the
receiving garbling for several months. Apolegized, TT agent number and date of the call to track down the
was entered. Follow-up reguested. garhiing 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 o dial - reached 05/30/06 Coached agent on proper VCO procedures.
answering maching - custorner wanted to leave
message. No response from operator. Apologized and
thanked customer for letting me know.
06/30/08 Customer toid operator the number e diat 3 imes. 05430406 Supervisor met with agent who did not remember this ail,

Operator kept asking (UR NUMBER CALLING TC
PLS) GA After 3rd time of asking for number, operator
hng up.

if this wasn't a branded VCO agent followed correct
nrocedures. No follow up requested.
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STATE OF COLORADO

PUBLIC UTILITIES COMMISSION Department of Regulatory Agencies
Tambor Witliams
Gregory E. Sopkin, Chairman Executive Cirector

Poily Page, Commissioner
Carl Miller, Commissioner
Doug Dean, Director

June 17, 2005 Bill Gwens
Governor

Marlene H. Dortch

Cotranission Secretary

Federal Communications Commuission

445 12™ Street, SW

Room TW-B204

‘Washington, DC 20554

Danna Jackson

Federal Communications Commussion
Consumer & Governmental Affairs Burean
445 12" Street, SW

Room CY-C417

Washington DC 20534

dliacksofwfes gov

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

Dear Ms. Dortch and Ms. Jackson,

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

Attached, for the State of Colorado, is the annual complaint log summary for June 1, 2004 through May 31,
2003, also attached is a diskette of the same, and four copies, as requested.

If I can be of further assistance to you, please do not hesitate to contact me via TDD 303 894 2512 or email
at Joe Benedetto@Dora. State CoUs.

Kindest regards.

Sincerely,

Qe Pronedt

Joe Benedetto
State Relay Admsinistrator
Colorade Pubhc Unlities Consnission

Astachment: Complaint Log Swmmary, June 1, 7005 — May 31, 20058
Four Copies, One Diskette

1580 Logan Strest, Office Leval 2, Danver, Colorads 80203, 303-884-2000

s dora. stle oo uslpug Consumer Afsirs (Outside Denvarnd 1-800-455-0853
Penmit and inswrance (Oufside Denveery  1-800-858.0170 Hearing Info 303-894.2025
1Ty Usars 711 {Helay Colarady) Trapsooristion Fax 308642071

Covwumer Affgirs 303884370 Fax 303-884.2062
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Nature of Complaint

Date of Compl. : Date of Resolution Explanation of Resolution
Apologized to customer, Met with agent. Coached the
agent on staying focused on calls an ensuring that all
06/16/04 Very unhappy with the agent. Typing was horrible. After 06/17/04 words are spelled correctly the first time, agent also
every 3 words agent would send X0 XXX advised to verifving spelling of words if unsure. Explained
1o the agent how continuous backspacing could affect the
call. Agent fyping speed mests 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 apelogized for the problem.
07/21/04 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.
wera given and it was billed to someone else’s account.
77712004 Dual Tone Multi-Frequency Tone interference 77104 Tech Support adjusted Dual '?om_a Multi-Frequency tone
CapTei pass through. Confirmed resolution was successful.
712712004 Dual Tene Multi-Frequency Tone Interference 7127104 Tech Support adjusted Dual ?om.a Muiti-Frequency tone
CapTel pass through. Confirmed resolution was successful.
8/97/2004 Informed customer that the captionist reported an isolated
Captel Technicat Disconnection 8127164 tachnical difficulty during the call. Apciogized for this
p incidence.
Couldn’t apoiogize to the Customer, outbound line was
Customer was not satisfied with the CAs service, Customer disconnect. No follow up requesied. Met with the CA and
08/15/04 state CA yawned audibly throughout the cali, distracting 09/16/04 coached CA on muting headset upon coughing, sneezing,
her from the conversation. clearing throat, any other distraction affecting call
advarsely. Appropriate action taken.
CO TTY users requested supervisor, said CA continued Relay Supervisor assisted, explained this is not mandated.
type (Silence) during cali, which frustraied, wanted to know Ca are trained to type everything including background
09728/04 when this will be fixed. She complained before. Customer 09/29/04 noise. Customer interrupted severat 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.
8/23/04 Account Login Failure 9123104 ci;;;t 5 account activated. Customer now able to make
ACO TTY customer calied to complain that the 1st called
the agent placed was fine, there was a fong delay with the . . :
10/26/04 2nd call, When the numbears was finally connected in the 1105104 [SPoke with agant about steying focused on cals: Also.
middie of the conversation, he disconnected the cail. RCS AwAyS P '
apologized for the handling of the cail.
HTIZ004 Echo sounds T80 4/04 Provided tps to customer 10 reduced reldence of echoe
CapTe! feedback,
TOIZ0FE04 ! . , . s Tach Support adjusted Dusl Tone Multh-Frequency tone
sal Tone Mult-Frequenty Tong Inlerh e T ! :
CapTel Dusl Tone Mulli-Frequenty Tone interfersnce R pass Hwough. Corfirmed resdiulion was succassful
Sent customer information explaining the difference
, betwaen a CapTel phong and 2 waditional phong,
1122004 - e Emprtat A1 N £4pmn : ; ; :
CapTel DigconnectReconnect during calis 11/3/04 Explained to customer why disconnection-retonnection

might be ocourring and sent amal with Hps o reduce their
S