WILLKIE FARR & GALLAGHER v 1875 K Street, NW

Washington, DC 20006

Tel: 202 303 1000
Fax: 202 303 2000

July 1, 2008

VIA ECES

Marlene H. Dortch, Secretary

Federal Communications Commission
Office of the Secretary

445 12th Street, SW

Washington, DC 20554

Re:  Snap Telecommunications, Inc. Annual Complaint Log Summary,
CG Docket No. 03-123

Dear Ms. Dortch:

Pursuant to 47 C.F.R. 8§ 64.604(c)(1), attached please find the complaint log summary for the
provision of video relay services (“VRS’) of Snap Telecommunications, Inc. for the 12-month period
ending May 31, 2008.

Should you have any questions, please do not hesitate to contact the undersigned.

Respectfully submitted,

/s/ Francis M. Buono

Francis M. Buono
Counsel for Snap Telecommunications, Inc.

Attachment

cC: Arlene Alexander, Consumer & Governmental Affairs Bureau (with attachment)
Thomas Chandler, Chief, Disability Rights Office (with attachment)
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Annual Consumer Complaint Log

June 1, 2007 — May 31, 2008

June | July | Aug | Sep Oct Nov | Dec Jan Feb Mar | Apr May

‘07 ‘07 | ‘07 ‘07 ‘07 ‘07 ‘07 ‘08 ‘08 ‘08 ‘08 ‘08 Total
# of 0 0 2 3 0 3 0 2 2 1 1 2 16
Complaints

complained that VI did not
interpret full recording on an
answering machine.

Competence: Caller
complained that VI was using

9/06/07

9/06/07

Nature of Complaint Date of Date of Explanation of Resolution
Complaint | Resolution

Call Content: Caller 8/8/07 8/8/07 VI Supervisor intervened during call, processed caller’s
complained about VI adding VI calls. Supervisor had feedback/coaching session with VI
number inappropriately during immediately following call.
call.

Resolved.
Call Content: Caller 9/18/07 9/18/07 Customer Service responded to Caller to assure this
complained that VIs announce would be forwarded to VI General Manager and
VRS when Caller directed them addressed in training.
not to announce.

Resolved.
Call Content: Caller 11/02/07 11/02/07 Customer Service documented and forwarded to VI

General Manager. General Manager worked with local
center manager to address the issue directly with the
VI. Steps were taken to resolve the issue for future
calls.

Resolved.

Customer Service contacted Caller to elicit details, e.g.,
VI #, to address it. Caller was not available for
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“wrong sign language
communication.”

additional information. VI General Manager addressed
this issue generally in training with Vls.

Resolved.

Competence: Caller
complained that VI was slow to

respond/understand the Caller.

11/13/07

11/13/07

Customer Service documented and forwarded to VI
General Manager. General Manager worked with local
center manager to address the issue directly with the
VI. Steps were taken to resolve the issue for future
calls.

Resolved.

Competence: Caller
complained that VI sign space
was either too low or too high.

1/15/08

1/15/08

Customer Service followed up with email to Caller to
ask for details, e.g., VI #, documented and forwarded to
VI General Manager. General Manager worked with
local center manager to address the issue directly with
the VI. Steps were taken to resolve the issue for future
calls.

Resolved.

Competence: Caller reported
VI was awkward and VI’s signs
didn’t seem right.

4/15/08

4/15/08

Customer Service documented and forwarded to VI
General Manager. General Manager worked with local
center manager to address the issue directly with the
VI. Steps were taken to resolve the issue for future
calls.

Resolved.

Competence: Caller did not
understand VI.

5/13/08

5/13/08

Customer Service documented and forwarded to VI
General Manager. General Manager worked with local
center manager to address the issue directly with the
VI. Steps were taken to resolve the issue for future
calls.

Resolved.

Competence: Caller reported
one VI misinterpreted Caller’s
message and another VI's
presentation was
unprofessional.

5/25/08

5/25/08

Customer responded to Caller, documented and
forwarded to VI General Manager. General Manager
worked with local center manager to address the issue
directly with the VI. Steps were taken to resolve the
issue for future calls.
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Speed of Answer: Caller
complained it took too long for
a Vlto answer.

8/27/07

8/27/07

Resolved.

Customer Service responded via email explaining that

high call volume can result in a longer wait time, but is
rare and that Snap has always complied with the FCC's
speed-of-answer requirements.

Resolved.

complained about network
outage.

Redundancy: Caller 1/30/08 1/30/08 Customer Service documented and referred to
complained about loss of server Technical Support.
connection.
Resolved.
Redundancy: Caller 2/13/08 2/13/08 Customer Service informed Caller about the temporary
complained about network network outage and explained that the IP address
outage. function still allowed Caller to use Ojo to make
outbound calls. Customer was directed toward the
website for information about how to place IP address
calls from the Ojo (ASL Video Tip #6).
Resolved.
Redundancy: Caller asked why | 2/22/08 2/22/08 Customer Service informed Caller about the temporary
their Ojo wasn’t working. network outage and explained that the IP address
function still allowed Caller to use Ojo to make
outbound calls. Customer was directed toward the
website for information about how to place IP address
calls from the Ojo (ASL Video Tip #6).
Resolved.
Redundancy: Caller 3/03/08 3/03/08 Customer Service informed Caller about the temporary

network outage and explained that the IP address
function still allowed Caller to use Ojo to make
outbound calls. Customer was directed toward the
website for information about how to place IP address
calls from the Ojo (ASL Video Tip #6).
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Resolved.
Interoperability: Caller 9/12/07 9/12/07 Customer Service referred Caller to Technical Support.
complained that their video Router settings were changed successfully.
phone didn’t work when the
Ojo is on. Resolved.
Interoperability: Hearing 11/12/07 11/19/07 Snap’s General Counsel emailed the individual and
individual complained that the explained that: 1) Ojos obtained by hearing individuals
Ojo phone he bought is not are not interoperable currently; 2) Snap is not required
interoperable. by FCC rules to make interoperable Ojos available to

hearing individuals; and 3) Snap is working with the
manufacturer of the Ojo to develop a Friends and
Family program that will enable hearing people to
purchase interoperable Ojos, and when such program
becomes available to all, Snap will be happy to
download the advanced software code to the user’s Ojo
so that it will also be interoperable.

-4-
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