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Ms. Marlene H. Dorich

Office of Secretary

Federal Communications Commission
445 12th St., SW, Rm TW-B204
Washington, DC 20554

Re: FCC/CG Docket NO. 03-123

Dear Ms. Dorich:
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PHILIP E. DIXON {1932 2005}
GARLAND W. BINNS, IR

~ AL SO LICENSE IN TENNESSEE
+4LSO LICFNSED N TEXAS

-
TIV MERITAS LAW FIRMS WORLDWIDE

Received & inspected

JUN 2 4 2008
FCC Mail Room

On behalf of the state of Arkansas, the Arkansas Deaf and Hearing Impaired
Telecommunication Services Corporation submits the Consumer Complaint Log

Summary for the annual period ending May 31, 2008.

Enclosed you will find the original and four copies of the printed report, together
with an electronic disc copy of the Complaint Log on a standard 3.5 inch diskette
(formatted in an IBM compatible format using Word 97 or compatible software).

As requested by the FCC, we are also providing a copy of the printed report to

Arlene Alexander, along with a copy of this letter.

Should you need additional information from Arkansas, please feel free to call or

DIXON HORNE PLLC

contact me.
Very truly yours,
iggs
SLR/als
Enclosure

cc: Arlene Alexander
Ken Musteen
Tommy Walker



ARKANSAS
FCC COMPLAINT LOG

2008



Complaint Tracking for AR (06/01/2007-05/31/2008). Total Customer Contacts: 13

Tally Date of Compiaint Nature of Complaint Date of Resolution Explanation of Resolution
Advised customer to switch the phone lines on her 2 line
1 05/07/08 Set up - General 05/07/08 CapTel so the correct dial options are available on line 1.
Customer's experience was resolved.
After the call at 12:15 p.m., Voice Carry Over requested
for a supervisor and stated that she has been getting a
Iot of misspellings and words that doesn't make sense. Trouble ticket entered into system. Technician would like
Stated that she have been experiencing garbling a lot Customer Service to do test call to troubleshoot garbling
latety and would like to get this resolved. Voice Carry before doing further testing. The call center has attempted
2 04/17/08 Over alsc mentioned that my typing to heris bad as 05/30/08 to contact the customer for follow up but has not able to
well. | checked the agent's screen and there were no establish an effective communication with the customer. The
such misspelling or anything in that nature. Apologized customer will be referred to customer service if any other
for the inconvenience and assured her that this will be issues are brought to the atiention of the center.
forwarded lo our Sprint Technicians and Account
manager. Wanied a follow up by phone.
Trouble Ticket was entered. Relay Program Manager
Customer can no longer reach relay service when contacted customer. Customer could not understand what
dialing 711. Relay Customer Service response: was being typed due to garbling. Relay Operator turned
3 03/31/08 Apologized for the problem and assured that a trouble 04/14/08 Turbo Code off and then customer could read what was
ticket would be sent in so that the problem could be being typed. At this time the customer said she is not having
investigated further. No call back requested trouble. She will call customer service if there are any further
issues.
Explained to¢ customer what a disconnect/reconnect is and
4 02/06/08 Disconnect/Reconnect during calls 02/06/08 why they might oceur. Customer experisnced one

particularly bad cali, but otherwise does not have a chrenic
disconnect/reconnect issue.




12/03/07

Customer gave agent the number te dial and agent
asked for the number two more times. There was no
response from the agent after that, so the customer
hung up to dial back into retay for another agent.
Apologize ta the customer and informed that this will be
forwarded to the agent's supervisor for follow up.
Customer satisfied and does not want a follow up call.

12/03/07

Team Leader spoke with Communication Agent and asked
her to pay closer attention tc the calls on her screen. If she
is having difficuities and cannot hear a Voice Carry Over or
has garbling, please cail a supervisor over to disconnect the
call so it can be documented

11/27/07

Customer is getting typing repeated 4 times on each
sentence of her call with AR relay agent. This made a 5
minute calil take nearly an hour. Customer Service's
response: Apologized for the problem and assured that
the trouble ticket would be sent in as stated. Also let her
know that this is a known issue with the relay service.
Call back was requested and created a Trouble Ticket.

04/25/08

This issue was resolved. Relay Program Manager called the
customer and made sure that calls are going smoaothty.
Relay Program Manager now acknowledged that this issue
is now resolved and now it is closed.

11/09/07

Agent hung up on caller while giving message to
outbound party. A complaint filed on 11/7/07 at 8:45 am.
No follow-ups requested.

11/09/07

Agent does not recall this particular call and assured that
agent would not disconnect the call until it has been relayed
and completed.

11/09/07

Agent hung up on inbound while relaying message to
outbound. Complaint came in on 11/7/07 at 8:45 am. No
foltow-ups requested.

11/08/07

This agent number does not have an agent assigned to it.

10/22/07

Voice Carry Over user complains on 10/22/07 at 10:15
a.m. that her callers can't hear her, she gets nothing at
all and then only the end of what they say, and a lot of
garbling. Customer unabie to read the text, so | called
her back via relay and call went fine. Apologized,
explained 1 would inform the relay technicians and
submitted Trouble Ticket. Customer wants contact from
program manager with resolution.

10/22/07

This issue was resclved with a new release on the ptatform.
Relay Program Manager called customer and ieft a
message asking that customer call again if she experiences
any problems with Voice Carry Cver. Relay Program
Manager now acknowledged that this issue is now resclved.
This compiaint is now closed




Sent customer infermation explaining the difference between
a CapTel and a traditional phone. Explained to customer

10 10/111/07 Disconnect/Reconnect during calls 10412/G7 why disconnestion/reconnection might be occurring and sent
email with tips to reduce their occurrence
A technicat problem was reported that affected how Caller ID
propagates through the CapTel system. This affected a
11 09/13/07 Caller ID 09/14/7 small number of users. Technical support has a manual
adjustment in place to provide correct Caller ID detail until
our equipment vendor can provide a permanent soluticn.
Customer's friends who usually call have been "unabte
to get through” o her lately. Custemer does nol know if
had problems reaching an operator, problems dialing Not encugh information to follow up on this issue. If
12 06/27/07 out or problems connecting. Apologized for her 06/27/07 customer is still having the problem, they can contact
inconvenience. Does not require follow up. May have Customer Service.
one of her friends call back with more specific
information.
Assigned CapTel user's preferred carrier of choice
13 06/05/07 Billing - General 06/05/07 designation to allow them to make long distance calls from

CapTel phone.
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Complaint Tracking for AR (06/01/2007-05/31/2008). Total Customer Contacts:

13

Tally Date of Complaint Nature of Complaint Date of Resolution Explanation of Resolution
Advised customer to switch the phone lines on her 2 line
1 05/07/08 Set up - General 05/07/08 CapTei so the correst dial options are available on line 1.
Customer's experience was resolved.
After the call at 12:15 p.m., Voice Carry Over requested
for a supervisor and stated that she has been getting a
lot of misspellings and words that doesn't make sense. Troubte ticket entered into system. Technician would like
Stated that she have been experiencing garbling a lot Customer Service to d¢o test call to troubleshoat garbling
lately and would like to get this resolved. Voice Carry before doing further testing. The call center has attempted
2 04/17/08 Qver also mentioned that my typing to her is bad as 05/30/08 to contact the customer for follow up but has not able to
well. | checked the agent's screen and there were no establish an effective communication with the customer. The
such misspelling or anything in that nature. Apologized customer wilt be referred to customer service if any other
for the inconvenience and assured her that this will be issues are brought to the attention of the center
forwarded to our Sprint Technicians and Account
manager. Wanted a follow up by phone.
Trouble Ticket was entered. Relay Program Manager
Customer can no longer reach relay service when contacted customer. Customer could not understand what
dialing 711. Retay Customer Service response: was being typed due to garbling. Relay Operator tured
3 03/31/08 Apologized for the problem and assured that a trouble 04/14/08 Turbo Code off and then customer could read what was
ticket would be sent in so that the problem could be being typed. At this time the customer said she is not having
investigated further. No call back requested trouble. She will call customer service if there are any further
issues.
Explained to customer what a disconnect/reconnect is and
4 02/06/08 Disconnect/Reconnect during calls 02/06/08 why they might occur. Customer experienced one

particularly bad call, but otherwise does not have a chronic
disconnect/reconnect issue.




12/03/07

Customer gave agent the number 1o dial and agent
asked for the number two more times. There was no
response from the agent after that, so the customer
hung up to dial back into relay for another agent.
Apologize to the customer and informed that this will be
forwarded to the agent’s supervisor for follow up.
Customer satisfied and does not want a follow up call.

12103/07

Team Leader spoke with Communication Agent and asked
her ic pay closer attention to the calls on her screen. If she
is having difficulties and cannot hear a Voice Carry Over or
has garbling, please call a supervisor over 1o disconnect the
call so it can be documented.

1172707

Customer is getting typing repeated 4 times on each
sentence of her call with AR relay agent. This made a5
minute call take nearly an hour. Customer Service's
response: Apologized for the problem and assured that
the trouble ticket would be sent in as stated. Also let her
know that this is a known issue with the relay service.
Call back was requested and created a Trouble Ticket.

04/25/08

This issue was resolved. Relay Program Manager called the
customer and made sure that calls are going smoothly.
Relay Program Manager now acknowledged that this issue
is now resolved and now it is closed.

11/09/G7

Agent hung up on caller while giving message to
outbound party. A complaint filed on 11/7/07 at 8:45 am.
No follow-ups requested.

11/09/07

Agent does not recall this particular call and assured that
agent would not disconnect the call until it has been relayed
and completed.

11/09/Q7

Agent hung up on inbound while relaying message to
outbound. Complaint came in on 11/7/07 at 8:45 am. No
follow-ups requested.

11/09/07

This agent number does not have an agent assigned to it.

1042207

Voice Carry Over user complains on 10/22/07 at 10:15
a.m._ that her callers can't hear her, she gets nothing at
all and then only the end of what they say, and a lot of
garbling. Customer unable to read the text, so | called
her back via relay and call went fine. Apologized,
explained | would inform the relay technicians and
submitted Troubie Ticket. Customer wants contact from
program manager with resolution,

10/22/07

This issue was resolved with a new release on the platform.
Relay Program Manager called customer and left a
message asking that customer call again if she experiences
any problems with Voice Carry Over. Relay Program
Manager now acknowledged that this issue is now resolved.
This complaint is now closed.




Sent customer information explaining the difference between
a CapTel and a traditional phone. Explainec tc customer

10 o7 DisconnectReconnect during calls 10n207 why discennection/reconnection might be occurring and sent
email with tips to reduce their occurrence.
A technical problem was reported that affected how Caller ID
propagates through the CapTet system. This affected a
11 09/13/07 Caller ID 09/14/07 small number of users. Technical support has a manual
adjustment in place to provide correct Caller ID detail until
our equipment vendor can provide a permanent solution.
Customer's friends who usually call have been "unable
{0 get through" to her lately. Customer does not know if
had prablems reaching an operator, problems diafing Not enough information to follow up on this issue. if
12 06/27/07 out or problems connecting. Apologized for her 06/27/07 customer is still having the probtem, they can contact
inconvenience. Does not require follow up. May have Customer Service.
one of her friends call back with more specific
infermation.
Assigned CapTel user's preferred carrier of choice
13 06/05/07 Billing - General 06/05/07 designation to allow them to make long distance calls from

CapTel phone.
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Compilaint Tracking for AR (06/01/2007-05/31/2008). Total Customer Contacts: 13

Tally Date of Compiaint Nature of Complaint Date of Resolution Explanation of Resolution
Advised customer to switch the phone lines on her 2 line
1 05/07/08 Set up - General 05/G7/08 CapTei so the correct dial options are available on ling 1.
Customer's experience was resofved.
After the call at 12:15 p.m., Voice Carry Over requested
for a supervisor and stated that she has been getting a
lot of misspellings and words that doesn't make sense. Trouble ticket entered into system. Technician would like
Stated ihat she have been experiencing garbling a lot Customer Service to do test call to troubleshoot garbling
lately and would like to get this resclved. Voice Carry before deing further testing. The call center has attempted
2 04/17/08 Over also mentioned that my typing to heris bad as 05/30/08 to contact the customer for follow up but has not able to
well. | checked the agent's screen and there were no establish an effective communication with the customer. The
such misspelling or anything in that nature. Apologized customer will be referred to customer service if any other
for the inconvenience and assured her that this will be issues are brought to the attention of the center.
forwarded to our Sprint Technicians and Account
manager. Wanted a follow up by phone.
Trouble Ticket was entered. Relay Program Manager
Customer can no longer reach relay service when contacted customer. Customer could not understand what
dialing 711. Relay Customer Service response: was being typed due to garbling. Relay Operator turned
3 03/31/08 Apologized for the problem and assured that a trouble 04/14/08 Turbo Code off and then customer could read what was
ticket would be sent in so that the problem could be being typed. At this time the customer said she is not having
investigated further. No call back requested trouble. She will call customer service if there are any further
issues.
Explained to customer what a disconnect/reconnect is and
4 02/06/08 Disconnect/Reconnect during calls 02/06/08 why they might occur. Customer experienced one

particularly bad call, but otherwise does not have a chronic
disconnect/reconnect issue.




12/03/07

Customer gave agent the number to dial and agent
asked for the number two more times. There was no
response from the agent after that. so the customer
hung up to dial back into relay for another agent.
Apologize to the customer and informed that this will be
forwarded to the agent's superviser for follow up.
Customer satisfied and does not want a follow up call.

12/03/07

Team Leader spoke with Communicatiors Agent and asked
het 1o pay closer attention to the calls on her screen. |f she
is having difficulties and cannot hear a Voice Carry Over or
has garbling, please call a supervisor over to disconnect the
cali so it can be documented

11727107

Customer is getting typing repeated 4 times on each
sentence of her call with AR relay agent. This made a 5
minute call take nearly an hour. Customer Service's
response: Apologized for the problem and assured that
the trouble ticket would be sent in as stated. Also let her
know that this is a known issue with the relay service.
Call back was requested and created a Trouble Ticket.

04/25/08

This issue was resolved. Relay Program Manager called the
customer and made sure that calls are going smoothly.
Relay Program Manager now acknowledged that this issue
is now resolved and now it is closed.

11/09/07

Agent hung up on caller while giving message to
outbound party. A complaint filed on 11/7/07 at 8:45 am
No follow-ups requested.

11/09/07

Agent does not recall this particular call and assured that
agent would not disconnect the call until it has been relayed
and completed.

11/09/07

Agent hung up on inbound while relaying message to
outbound. Complaint came in on 11/7/07 at 8:45 am. No
follow-ups requested.

11/09/07

This agent number does not have an agent assigned to it.

10/22/07

Voice Carry Over user complains on 10/22/07 at 10:15
a.m. that her callers can't hear her, she gets nothing at
all and then only the end of what they say, and a lot of
garbling. Customer unable to read the text, so | called
her back via refay and call went fine. Apologized,
explained ! would inform the relay technicians and
submitted Trouble Ticket. Customer wants contact from
program manager with resolution.

10/22/07

This issue was resclved with a new release on the platform.
Relay Program Manager called customer and left a
message asking that customer call again if she experiences
any problems with Voice Carry Over. Relay Program
Manager now acknowledged that this issue is now resolved.
This complaint is now closed.




A

Sent customer information explaining the difference between
a CapTel and a traditional phone. Explained to customer

10 11107 DisconnectReconnect during calls 27 why disconnecticn/reconnection might be occurring and sent
emait with tips to reduce their occurrence.,
A technical problem was reported that affected how Cailler ID
propagates through the CapTel system. This affected a
11 09/13/07 Caller ID 09/14/07 small number of users. Technical support has a manual
adjustment in place to provide correct Caller ID detail until
our equipment vendor can provide a permanent solution.
Customer's friends who usually call have been "unable
to get through to her lately. Customer does not know if
had problems reaching an operator, problems dialing Not enough information to follow up on this issue. If
12 06/27/07 out or preblems connecting. Apologized for her 06/27/07 customer is still having the problem, they can contact
inconvenience. Does not require follow up. May have Customer Service.
one of her friends call back with mare specific
information.
Assigned CapTel user's preferred carrier of choice
13 06/05/07 Billing - General 06/05/07 designation to allow them to make long distance calls from

CapTel! phone.




ARKANSAS
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Complaint Tracking for AR (06/01/2007-05/31/2008). Total Customer Contacts: 13

Tally

Date of Compilaint

Nature of Complaint

Date of Resolution

Explanation of Resolution

05/07/08

Set up - General

05/07/08

Advised customer to switch the phone lines on her 2 line
CapTef so the correct dial options are available on line 1.
Customer's experience was resoived.

04/17/08

After the call at 12:15 p.m., Voice Carry Over requested
for a supervisor and stated that she has been getting a
{ot of misspellings and words that doesn't make sense.
Stated that she have been experiencing garbling a lot
lately and would like to get this resolved. Voice Camy
Over also mentioned that my typing to her is bad as
well. | checked the agent's screen and there were no
such misspelling or anything in that nature. Apologized
for the inconvenience and assured her that this will be
forwarded to our Sprint Technicians and Account
manager. Wanted a fotllow up by phone.

05/30/08

Trouble ticket entered into system. Technician would like
Customer Service to do test call to troubleshoot garbling
before doing further testing. The cail center has attempted
to contact the customer for follow up but has not able to
establish an effective communication with the customer. The
customer will be referred to customer service if any other
issues are brought to the attention of the center.

03/31/08

Customer can no lohger reach relay service when
digling 711. Relay Customer Service response:
Apologized for the problem and assured that a trouble
ticket would be sent in so that the problem could be
investigated further. No call back requested

04/14/08

Trouble Ticket was entered, Relay Program Manager
contacted customer. Customer could not understand what
was being typed due to garbling. Relay Operator tumed
Turbo Code off and then customer could read what was
being typed. At this time the customer said she is not having
trouble. She will call customer service if there are any further
issues.

02/06/08

Disconnect/Reconnect during calls

02/086/08

Explained to customer what a disconnect/reconnect is and
why they might occur. Customer experienced one
particularly bad call, but otherwise does not have a chronic
disconnect/reconnect issue.




12/03/07

Customer gave agent the number tc diat and agent
asked for the number two more times. There was no
response from the agent after that, sc the customer
hung up to dial back into relay for another agent.
Apologize to the customer and informed that this will be
forwarded to the agent's supervisor for follow up.
Customer satisfied and does not want a follow up call.

12/03/07

Team Leader spoke with Communication Agent and asked
her to pay closer attention to the calls on her screen. If she
is having difficulties and cannct hear a Voice Carry Qver or
has garbling, please call a supervisor over to disconnect the
call so it can be documented.

127107

Customer is getting typing repeated 4 times on each
sentence of her call with AR relay agent. Thismade a 5
minute call 1ake nearly an hour. Customer Service's
response: Apologized for the problem and assured that
the trouble ticket would be sent in as stated. Also let her
know that this is a known issue with the relay service.
Call back was requested and created a Trouble Ticket.

04/25/08

This issue was resolved. Relay Program Manager called the
customer and made sure that calls are going smoothly.
Relay Program Manager now acknowledged that this issue
is now resolved and now it is closed.

11/09/07

Agent hung up on caller while giving message to
outbound party. A complaint filed on 11/7/07 at 8:45 am.
No follow-ups requested.

11/09/07

Agent does not recall this particular call and assured that
agent would not disconnect the call until it has been relayed
and completed.

11/09/07

Agent hung up on inbound while refaying message to
outbound. Complaint came in on 11/7/07 at 8:45 am. No
follow-ups requested.

11/09/07

This agent number does not have an agent assigned to it.

10722107

Vaice Carry Cver user complains on 10/22/07 at 10:15
a.m. that her callers can't hear her, she gets nothing at
all and then only the end of what they say, and a lot of
garbling. Customer unable to read the text, sc | called
her back via relay and call went fine. Apologized,
explained | would inform the relay technicians and
submitted Trouble Ticket. Customer wants contact from
program manager with resolution.

10/22/07

This issue was resolved with a new release on the platform.
Relay Program Manager called customer and left a
message asking that customer call again if she experiences
any problems with Voice Carry Qver. Relay Program
Manager now acknowledged that this issue is now resolved.
This complaint is now closed.




Sent customer information explaining the cifference between
a CapTel and a traditional phone. Explained to customer

19 167107 Disconnect/Reconnest during cails 16207 why disconnection/reconnection might be occurring and sent
email with tips 1o reduce their occurrence.
Atechnical problem was reported that affected how Caller ID
propagates through the CapTel system. This affected a
1 09/13/07 Caller 1D 09/14/07 small number of users. Technical support has a manual
adjustment in place to provide correct Caller 1D detail until
our equipment vendor can provide a permanent solution.
Customer's friends who usually call have been "unable
to get through™ to her lately. Customer does not know if
had problems reaching an operator, problems dialing Not enough information to follow up on this issue. If
12 06/27/07 out or problems connecting. Apologized for her 06/27/07 customer is stilt having the problem, they can cantact
inconvenience. Does not require follow up. May have Customer Service.
one of her friends call back with more specific
information.
Assigned CapTel user's preferred carrier of choice
13 06/05/07 Billing - General 06/05/07 designation to allow them ta make long distance calls from

CapTel phone.
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Complaint Tracking for AR (06/01/2007-05/31/2008). Total Customer Contacts: 13

Date of Complaint

Nature of Compiaint

Date of Resoiution

Exptahation of Resolution

05/07/08

Set up - General

05/07/08

Advised customer to switch the phone lines on her 2 tine
CapTel so the correct dial options are available on fine 1.
Customer's experience was resolved.

04/17/08

After the call at 12:15 p.m., Veice Carry Over requested
for a supervisor and stated that she has been getting a
lot of misspellings and words that doesn't make sense.
Stated that she have been experiencing garbling a lot
lately and would like to get this resolved. Voice Carry
Over also mentioned that my typing to her is bad as
well. | checked the agent's screen and there were no
such misspelling or anything in that nature. Apologized
for the inconvenience and assured her that this will be
forwarded to our Sprint Technicians and Account
manager. Wanted a fellow up by phone.

05/30/08

Trouble ticket entered into system. Technician would like
Customer Service to do test call to troubleshoot garbling
before doing further testing. The call center has attempted
to contact the customer for follow up but has not able to
establish an effective communication with the custamer. The
customer will be referred to customer service if any other
issues are brought to the attention of the center.

03/31/08

Customer can no longer reach relay service when
dialing 711. Relay Customer Service response:
Apologized for the problem and assured that a trouble
ticket would be sent in so that the problem could be
investigated further. No call back requested

04/14/08

Trouble Ticket was entered. Relay Program Manager
contacted customer. Customer could not understand what
was being typed due to garbling. Relay Operator turned
Turba Code off and then customer could read what was
being typed. At this time the customer said she is not having
trouble. She will call customer service if there are any further
Issues.

02/06/08

Disconnect/Reconnect during calls

02/06/08

Explained to customer what a disconnect/reconnect is and
why they might occur. Customer expetienced one
particularly bad call, but otherwise does not have a chronic
disconnect/reconnect issue.




12/03/07

Customer gave agent the number to dial and agent
asked for the number two more times. There was no
response from the agent after that, so the customer
hung up to dial back into relay for another agent
Apologize to the customer and informed that this will be
forwarded to the agent's supervisor for follow up.
Customer satisfied and does not want a fallow up call.

12/03/07

Team Leader spoke with Communication Agent and asked
her to pay closer attention to the calls on her screen. If she
is having difficulties and cannot hear a Voice Carry Over or
has garbling, please call a supervisor aver to disconnect the
calt so it can be documented.

11/27/07

Customer is getting typing repeated 4 times on each
sentence of her call with AR relay agent. This made a 5
minute call take nearly an hour. Customer Service's
response: Apeclogized for the problem and assured that
the trouble ticket would be sent in as stated. Also let her
know that this is a known issue with the relay service.
Call back was requested and created a Trouble Ticket.

04/25/08

This issue was resolved. Relay Program Manager called the
customer and made sure that calls are going smoothly.
Relay Program Manager now acknowledged that this issue
is now resolved and now it is closed.

11/09/07

Agent hung up on cailer while giving message to
outbound party. A complaint fited on 11/7/07 at 8:45 am.
No follow-ups requested.

11/09/07

Agent does not recall this particular call and assured that
agent would not disconnect the call until it has been relayed
and completed.

11/09/07

Agent hung up on inbound while relaying message to
outbound. Complaint came in on 11/7/07 at 8:45 am. No
follow-ups requested.

11/09/07

This agent number does not have an agent assigned to it.

10/22/07

Voice Carry Over user complains on 10/22/07 at 10:15
a.m. that her callers can't hear her, she gets nothing at
alt and then only the end of what they say, and a lot of
garbling. Customer unable ta read the text, so { called
her back via relay and call went fine. Apologized,
explained ! would inform the relay technicians and
submitted Trouble Ticket. Customer wants contact from
program manager with resolution.

10/22/07

This issue was reselved with a new release on the platform.
Relay Program Manager called customer and left a
message asking that custamer call again if she experiences
any problems with Voice Carry Over. Relay Program
Manager now acknowledged that this issue is now resolved.
This complaint is now closed.




Sent customer information explaining the difference between
a CapTel and a traditional phone. Explained to customer

10 10/11/07 Disconnect/Reconnect during calls 10/12/07 why disconnectioniraconnection might be occurring and sent
email with tips to reduce their occurrence.
A technical problem was reported that affected how Caller ID
propagates through the CapTel system. This affected a
11 09/13/07 Caller ID 09/14/07 small number of users. Technical support has a manual
adjustment in place to provide correct Caller ID detail until
our equipment vendor can provide a permanent solution.
Customer's friends who usually call have been “"unable
to get through" to her lately. Customer does not know if
had problems reaching an operator, problems dialing Not enough information to follow up on this issue. If
12 06/27/07 out or problems connecting. Apologized for her 06/27/07 custamer is still having the problem, they can contact
incenvenience. Does not require follow up. May have Custamer Service.
one of her friends call back with more specific
information.
Assigned CapTel user's preferred carrier of choice
13 06/05/07 Billing - Generat 06/05/07 designation to allow them to make long distance calls from

CapTel phone.
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