soreneon ccations”

4192 Souh Riverboat Road, Suite 100
Salt Lake City, UT 84123

T 3012879400

F 801 287 9401

W owww SOrenscn com

June 30, 2009
Via Hand Delivery FILED/AGCGEPTED

Marlene H. Dortch, Secretary JUN 3 02008
Federal Communications Commission Federal Gomrmunic&uons Commission
445 12th Street SW Office of the Secretary

Washington, DC 20554

Re:  Sorenson Communications, Inc. — Video Relay Service and 1P Relay Service
Annual Complaint Summary — CG Docket No. 03-123

Dear Ms. Dortch:

Sorenson Communications, Inc. (“Sorenson”) respectfully submits an original and
four copies of the attached complaint log summary pertaining to complaints received
between June 1, 2008 and May 31, 2009. The attached report summarizes the number of
complaints Sorenson has received alleging a violation of the federal telecommunications
relay service mandatory minimum standards, the date of each complaint, the nature of
each complaint, the date of resolution and an explanation of the resolution. As required
by 47 C.F.R. § 64.604(c)(1)(i), Sorenson maintains complete logs of all complaints it
receives. The attached summary is based on the complete log, which is on file at
Sorenson and available upon request by the FCC.

If you have any questions or require anything further. please do not hesitate to
contact me by telephone at 801-287-9400, or by email to mmaddix@sorenson.com.

Sincerely,

Risdad] D et [ 1

Michael D. Maddix
Regulatory Affairs Manager
Sorenson Communications, Inc.

Attachments

cc: Gregory Hlibok
Arlene Alexander
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Complaint ID Date of Complaint

334634

334707
334754
334757
334762
334766
334772
335009
335097
335852
335996
336213

336382
337085
337086
337108
337107
337119

337207
337513

337759
337766

337771
337774
338028
338075
338081

338701
338730
338733

6/2/08 10:07
6/2/08 12:44
6/2/0B 14:27
6/2/08 14:32
6/2/08 14:42
6/2/08 14:49
6/2/08 14:55
6/3/08 7:55

6/3/08 11:23
6/5/08 13:48
6/5/08 15:18
6/6/08 9.02

6/6/08 16:12
6/9/08 9:54

6/9/08 10:00
6/9/08 10:28
6/9/08 10:30
6/9/08 10:48

6/9/08 14:06
6/10/08 9:27

6/10/08 17:40
6/10/08 18:01

6/10/08 18:08
6/10/08 18:15
6/11/08 14:20
6/11/08 15.57
6/11/08 16:04

6/13/08 13:20
6/13/08 14:16
6/13/08 14:21

Date of Resoilution

7/1108 13.52
7/22/08 12:46
7/17/08 13:28
6/4/08 14:13
6/26/08 15:53
6/5/08 11:41
6/4/08 14:16
6/3/08 13:12
6/24/08 14:11
7117/08 7:51
6/6/08 9:45
6/6/08 9:03

9/2/08 13:19
6/9/08 11:31
6/10/08 8:12
6/10/08 8:07
8/7/08 13:26
6/10/08 8:51

6/12/08 13:37
6/10/08 9:27

6/10/08 17:41

6/10/08 18.01

6/11/08 11:56
6/13/08 13:11
6/11/08 16:25
6/13/08 1323
6/11/08 16:10

9/3/08 8:32
6/17/08 10:25
6/17/08 10:27

Sorenson Communications VRS Complaint log June 2008 through May 2009

State

CA
OR
MN
Mi

KS
CA
MN
MN
FL

uTt

OK

OH

CA
CA
MN

KS
NY

VRS Complaint Type

VI receptive skills inadequate
didn't keep cafler informed
Poor VI eliquette; VI receptive skills inadequat
Wi did not interpret recording

VI receptive skills inadeguate

VI did not stay with call

Poor VI etiquette

VI receptive skills inadequate

VI Disconnected Caller

VI signing/fingerspelling was not clear

Poor VI etiquette

VI receplive skills inadequate

VI signing/fingerspelling was not clear

VI signing was not clear

VCO

V| failed to relay outgoing voicemail message
Vi failed to relay outgoing voicemail message
Signmail- poor VI quality

Poor VI eliquette
Signmail- poor VI quality

VI receptive skills inadequate
Hold Times

Poor VI etiguette

Vi receptive skills inadequate
Poor VI quality

VI receplive skills inadequate
Poor signmail quality

Poor signmaif quality
VI receptive skills inadequate
VI signing skills inadequate

Interpreter {0

8946
G139
3896
C366
D438
AU8Ba7
818
ACB354
11911
U4540
6904
No ID

2625

AL4937

w4841

AP7403
XB7307

1020 - wrong 1D

CK9842
No ID

No ID
Hold time

AN8729
1630
6791
AV5110
No |ID

3941
AMB625
BL5331

Resolution

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager. Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
No Interpreter number provided
with the complaint

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Wrong ID and could not catch
Interpreter 1D.

Manager: Interpreter retrained
No Interpreter number provided
with the complaint

No Interpreter number provided
with the complaint

Director took call and apologized to

the customer.
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained

No Interpreter number provided
with the complaint
Manager; Interpreter retrained

Manager: interpreter retrained
Manager: Interpreter retrained



339990
339995
340004
340052

340252

340255
340638
340656

340668
340870
341085
341123
341845
342276

342378

342418
342426
342477
342691
342852

342856
344272
344275
344292
344293
344332
344425

344717
344840
345279
345643
346161
346166
346172
346279

6/17/08 16:25
6/17/08 16:30
6/17/08 16:40
6/17/08 17:39

6/18/08 10:51

6/18/08 10:55
6/19/08 10:02
6/19/08 10:54

6/19/08 11:15
6/20/08 9:08
6/20/08 14:11
6/20/08 15:14
6/23/08 11:13
6/24/08 9:30

6/24/08 12:57

6/24/08 14:12
6/24/08 14:23
6/24/08 15:48
6/25/08 10:08
6/25/08 16:07

6/25/08 16:18
6/30/08 9:13
6/30/08 9:17
6/30/08 9:49
6/30/08 9:50
6/30/08 10:53
6/30/08 14.03

7/1/08 8:49

7/1/08 1339
7/2/08 14:33
7/3/08 16:34
7/6/08 15:00
7/6/08 15:09
7/6/08 15:28
7/7/08 7:19

9/4/08 15:03
6/18/08 12:49
6/18/08 13:00
7/8/08 13:39

6/18/08 10:53

7/8/08 14:26
6/24/08 10:47
6/19/08 10:56

6/20/08 14:30
7/1/08 15:28
6/25/08 15:32
10/28/08 13:17
6/25/08 15:32
6/25/08 14.06

6/24/08 12:58

9/4/08 9:28
6/26/08 7:50
6/25/08 10:04
6/25/08 11:16
6/25/08 16:21

6/26/08 8:53
7/1/08 13:45
7/1/08 8:44
10/21/08 13:30
7/1/08 14:23
7/7/08 7:22
6/30/08 14.03

7/9/08 10:17
9/8/08 8:25
7/7/108 7:42
7/8/08 13:32
7/8/08 10:08
7/8/08 9:32
7/6/08 15:29
7/9/08 9:14

PA
TX
CA
FL

CA

NJ

WA

NY
MN
CA
MO
uT

MO
Wi

CA

CA

MO
MI
CA
RI

MN
CA

Poor VI etiquette
Poor VI quality
Poor VI etiquette
Poor VI quality

VCO call- poor VI etiquette

Poor VI etiquette
VI receptive skills inadequate
Poor signmail quality

Signmail

Poor VI etiquette
Poer signmail quality
VI interjected into call
Pcor interpreting
Mistake in interpreting

Poor VI etiquette

Vi receptive skills inadequate
Signmail- poor VI quality
Pooer VI etiquette

Poor VI etiquette

VI receptive skills inadequate

VI receptive skills inadequate
VI receptive skills inadequate
VI receptive skills inadequate
V| Disconnected Caller

V| Disconnected Caller

Poor VI etiquette

Hold Times

VI receptive skills inadequate
VI signing was not clear
Poor VI etiquette

VI Disconnected Caller

Poor interpreting

Poor V| etiquette

Poor Vi etiquette

Poor VI etiquette

9910

754

G734

6014 -wrong 1D

No ID

5413
6634
No ID

3021

BL503

360

9549

E584

215- wrong iD

60205 wrong id

F1630

6358

AW9926

3118

5678 - Wrong 'D

7541

5008
AB410
AQB925
E2242
P3426
hold times

AG406
BGB251
G734
7419
8734
4708

E15261 - Wrong ID

APT7422A

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: interpreter retrained
Wrong |D - Customer Service:
Responded te the customer

No Interpreter number provided
with the complaint

Manager: Interpreter retrained

Manager: Interpreter retrained

No Interpreter number provided
with the complaint
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained

Customer Service: Responded to
the customer

Customer Service: Responded to
the customer

Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained

Customer Service: Responded to
the customer
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: (nterpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained

Customer Service: Responded to
the customer
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter reirained
Manager: interpreter retrained



346290
346445
346745
346747
346762
346769

346771
347289
347312
347370
347515

347605
349135
349299

349729
349733
350006

350017

350041
350081
350093

350951
351352
351375
351386
351420
351432
352398
352408
352493
353224
353528
353540
353567
353577

7/7/08 744

7/7/08 13:45
7/8/08 10:00
7/8/08 10:03
7/8/08 10:36
7/8/08 10:44

7/8/08 10:48
7/9/08 14:18
7/9/08 15:09
7/9/08 17:51
7/10/08 8:40

7/10/08 12:35
7/15/08 10:06
7/15/08 15:36

7/16/08 17:12
7M16/0817:27
77/08 13:37

7/17/08 14:12

7/17/08 15:20
7/17/08 16:57
7M7/08 17:28

7/21/08 9:32
7/22/08 7:46
7122108 9:.07
7/22/08 9:22
7/22/08 10:22
7/22/08 10:41
7/25/08 7:21
7/25/08 7:40
7/25/08 11:22
7/28/08 13:00
7/29/08 8:43
7/29/08 9:07
7/29/08 10:03
7/29/08 10:17

7/17/08 T:40
7/8/08 6:28
7/17/08 15:36
7/8/08 10:45
9/10/08 7:.44
7/8/08 10:44

7/9/08 9:12
7/16/08 16:57
7/10/08 8:20
7/10/08 14:49
7/10/08 8:41

7/10/08 14:08
7/15/08 16:47
7/15/08 15:36

9/3/08 11:03
7/17/08 15:23
7/17/08 13:38

THTI08 14:13

9/2/08 13:35
7/18/08 17:16
7/47/08 17:28

7/28/08 10:51
7/23/08 10:06
9/3/08 11:05
9/2/08 16:44
7/22/08 14:13
7/28/08 13:59
7/29/08 13.07
8/7/08 13:28
8/4/08 14:58
T/29/08 7:55
8/4/08 8:05
8/21/08 11:40
7/30/08 12:54
8/22/08 10:00

WA
Mi
™
LA
CA

MA
CA

OR
AL

FL
uTt
MA

OR

CA
CA

FL

NY

SC
TX
T

WA
CA
CA
CA
MN
Co
CA

MN
CA

VCO call- poor V! etiquette
Poor VI etiquette

Poor VI etiquette

VI receptive skills inadequate
V1 did not stay with call

Vi disconnected Caller

V| receptive skills inadequate
Poor interpreting
Poor Vi etiquette
Poor VI etiquette
Poor Vi etiquette

Poor VI etiquette
VI receptive skills inadequate
Poor V1 etiquette

Poor VI etiquette
Poor VI etiquette
Hold Times

VI Disconnected Caller

Signmail- Vi fingerspelling was not clear

VI signing inadequate
Spanish services

Paor VI etiquette

VI receptive skills inadequate
Poor VI etiquette

VI interjected into call
Poor VI eliquette

Poor V| etiquette

Poor VI etiquette

VI Disconnecied Caller
V| Disconnected Caller
VI signing was not clear
Poor Vi eliquette

Poar signmail quality

VI did not relay conversation verbatim

V1 Disconnected Calier

HBE4

1151A - Wrong |ID
187

8745

AP9207

No ID

T422A
2566
3500
4169
No ID

XC7545
860
No ID

818
5910
Hold time

No 1D

1280
3270
Suggestion - Wants

more Spanish Interp.

G7237
9504
870
8406
3452
ES80
5008
G799
3002
4179
5717
7833
132a
7321

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained

No Interpreter number provided
with the complaint
Manager: Interpreter retrained

Manager: interpreter retrained
Manager: Interpreter retrained
Manager: interpreter retrained

No Interpreter number provided
with the complaint
Manager: Interpreter retrained

Manager: Interpreter retrained

No Interpreter nurmnber provided
with the complaint
Manager: Interpreter retrained

Manager:; Interpreter retrained

Customer Service: Responded to
the customer

No Interpreter number provided
with the complaint

Manager: Interpreter retrained

Manager: Interpreter retrained
Customer Service: Responded to
the customer

Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager; interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained



353598

353609
353755
354139
354145
354148
354152
355685
355689
355690
355704
355736
355819

356056
356197
356208
356411
356602
356631

356754
356871
356875
357440
357818
357956
357965
358669
358699
358836
353609
359612
359639

359836

359859
355880
360140
360145

7/29/08 10:35

7/29/08 10:52
7/28/08 15:37
7/30/08 16:32
7/30/08 16:47
7/30/08 16:49
7/30/08 16:56
8/5/08 9:31
8/5/08 9:35
8/5/08 9:37
8/5/08 10:08
8/5/08 11:10
8/5/08 13:49

8/6/08 8:45
B8/6/08 14.00
8/6/08 14:06
8/7/08 8:00
B/7/08 15:19
8/7/08 16:48

8/8/08 8:37
8/8/08 13:12
8/8/08 13:18
8/11/08 8:31
B/12/08 10:14
8/12/08 14:42
8/12/08 14:58
8M14/08 15:47
8/14/08 16:46
B/15/08 9:50
8/18/08 12:25
8/18/08 12:34
8/18/08 13:50

8/19/08 10:18

8/19/08 11:36
8/19/08 12:15
8/20/08 9:47

8/20/08 10:00

7/29/08 10:35

8/5/08 9:18
9/2/08 14:46
11/5/08 12:14
8/5/08 9:33
8/5/08 11:39
8/5/08 10:03
8/5/08 13:15
8/6/08 11:46
8/6/08 8:43
B/14/08 15:55
8/6/08 14:45
8/8/08 13:26

10/28/08 $:02
8/8/08 15:45
10/8/08 18:25
8/22/08 11:43
8/7/08 15:20
8/7/08 16:49

8/21/08 15:15
8/8/08 15:48
10/9/08 9:26
12/31/08 8:18
8/12/08 1448
8/14/08 12:19
8/12/08 16:00
8/14/08 16:19
9/17/08 9:52
8/19/08B 10:20
10/14/08 14.04
9/2/08 9:07
8/18/08 13:51

8/19/68 10:19

8/21/08 14:11
10/21/08 13:50
10/7/08 11:45
8/20/08 11:35

pc

MT
MN
MC

TX

MI
CA

CA
OK
Wi
PA

CA
CA
VA
CA
GA
WA

WA

NJ
KY
Mi
FL

Hoid Times

V) signing/fingerspelling was not clear
Poor Vi etiquetle

VI receptive skills inadequate

Pcor signmail quality

VI receptive skills inadequate:

VI did not relay conversation in real-time
Poor VI eliquette

Poor VI etiquette

Poor VI etiquetie

Poor VI etiquette

VI did not relay all conversation verbatim
Poor signmail quality

Poor VI etiquette

V! failed to relay outgoing voicemail message

Poor Vi etiquette

V! Disconnected Caller

VI receptive skills inadequate
Hold Times

VI receptive skills inadequate
Vi receptive skills inadegualte
VI receptive skills inadequate
Poor VI etiquette

VI Disconnected Caller

VI Disconnected Caller

VI Disconnected Caller

Poor interpreting

Poor V! etiquette

Poor signmail quality

Poor VI quality

VI signing was not clear

Vi receptive skills inadequate

Signmail- VI did not offer to leave message

Poor V! etiquette

Poor VI etiquette

VI Disconnected Caller

Wi receptive skills inadequate

Hold time

9606
8830
4336
9207
3374
8606
5007
5650
6926
9122
4553

SignMail not Clear -
60..7
1558

4636
1712
6166
3107
Hold time

7431
9716
6407
6508
2626
5313
1023
1024
534A
8420
507
2228
No (D

SignMail - NO message

2305
4602
338

7301

Customer Service: Apologized and

forwarded to National Trainer.

Manager

Manager:
Manager;
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:

Manager:
Manager:
Manager:
Manager:
Manager;
r Service: Apologized and

Custome

. Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained

interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained

forwarded to National Trainer.

Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:

Manager.
Custorne

Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
. Interpreter retrained

r Service: Apologized and

forwarded to National Trainer.

Custome

r Service: Apologized and

forwarded to National Trainer.

Manager.
Manager
Manager
Manager

. Interpreter retrained
. Interpreter retrained
- Interpreter retrained
- Interpreter retrained



360154
360161
360211
380214

360466
360516
360687

360715
360789

361804
362030

362378
362634
362635
362645
362678

362686
363295

363301
363337

363357
363665
363666
363708
363968

363982

363993
363996
364017
364071
365175
365191

8/20/08 10:17
8/20/08 10:31
8/20/08 13:30
8/20/08 13:37

8/21/08 11:40
8/21/08 14:38
8/22/08 9:51

8/22/08 11:20
8/22/08 14:31

8/26/08 14:27
8/27/08 10:05

8/28/08 13:19
8/29/08 12:58
8/29/08 12:59
B/29/08 13:22
8/29/08 14:41

8/29/08 14:50
9/2/08 9:26 AM

9/2/08 9:33 AM
9/2/08 11:00

9/2/08 11:24
9/3/08 7:49
9/3/08 7:50
9/3/08 10:15
9/4/08 8:57

9/4/08 9:27

9/4/08 10: 1
9/4/08 10:38
5/4/08 11:35
9/4/08 14:04
9/9/08 7:13
9/9/08 7:54

10/9/08 9:19
9/2/08 13:44
8/20/08 15.03
8/20/08 13:38

8/26/08 16:15
10/28/08 8:54
8/22/08 9:52

8/22/08 11:33
8/22/08 14:32

8/29/08 13:13
9/3/08 10:09

9/5/08 6:12
10/7/08 11:47
9/2/08 9:17
8/29/08 14:02
8/29/08 14:42

10/28/08 14:24
9/2/08 9:26

9/9/08 8:11
9/2/08 11:02

9/9/08 7:38
9/4/08 9:29
9/4/08 12:56
9/3/08 11:06
9/4/08 8:59

9/4/08 9:32

9/9/08 8:10
10/7/08 11:36
10/28/08 9:05
9/9/08 11:56
9/10/08 8:09
9/9/08 7.55

CA
GA

CA

PA

OH

GA

CA
wi

TN

CA
CA
MD

CA

NC

FL
FL
FL

MD

uT
FL
MO

cO

Poor VI etiquette
Poor Vi etiquette
VI receptive skills inadequate
V! receptive skilis inadequate

Poor interpreting
VI receptive skills inadequate
Spanish services

Signmail- poor VI quality
VI did not follow caller's request

Vi did not follow caller's request
VI skills inadeguate

Poor VI etiquette
VI did not relay conversation verbatim
V1 did not relay conversation verbatim
V1 did not relay conversation verbatim
Spanish services

VI signing/fingerspelling was not clear
VI Disconnected Caller

Vl receptive skills inadequate
Spanish services

Poor signmail quality

Vi1 receptive skills inadequate
VI receptive skills inadequate
Paor signmail quality

Poor V| etiquette

Poor interpreting

VI receptive skills inadequate

Poor V! etiquette

Poor VI etiquette

Poor V| etiquette

Poor signmail quality

V1 did not relay conversation verbatim

8737
G717
3118

Suggestion - Different

caolor shirts
3452

503

Spanish services - Hold

time
No 1D

47192 - Wrong 1D

9703

Skills - Unable to trace

the ID number
2510

354
6782
1033

Suggestion - Direct
Spanish Interpreter

4937
No ID

2580

direct Spanish VRS

number
4217
9871
1719
866

No 1D

No ID

9808
7405
4310
818

9258
842E

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Customer Service: Responded to

the customer.
Manager: interpreter retrained

Manager: interpreter retrained

Customer Service: Responded the
custorner.

No Interpreter number provided
with the complaint

No Interpreter number provided
with the complaint

Manager: Interpreter retrained

No Interpreler number provided
with the complaint
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
National Trainer

Manager: Interpreter refrained
Customer Service: Responded to
the customer

Manager: Interpreter retrained

Customer Service: Responded to
the customer
Manager: interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained

No Interpreter number provided
with the complaint

No Interpreter number provided
with the complaint

Manager: Interpreter retrained
Manager; interpreter retrained
Manager: Interpreter retrained
Manager: interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained



365211
365750
365985
366198
366901
366965
366967
367208
367212
367247
367266
3672986
367312
367809
367867

367874
368081
368089
368110
368151
368153
368733
368744
369068
369218
369357
369408
369433
369518

369529
369897

369907
370012

370541

9/9/08 9:15

9/10/08 16:58
9/11/08 13:41
9/12/08 10:37
9/15/08 11:02
9/15/08 13:32
9/15/08 13:33
9/16/08 10:19
9/16/08 10:26
9/16/08 12:21
9/16/08 13:05
9/16/08 1419
9/16/08 14:47
9/18/08 11:06
9/18/08 14:00

9/18/08 14:11
9/19/08 9:22
9/158/08 9:51
9/19/08 10:36
9/19/08 11:40
9/19/08 11:47
9/22/08 9:22
9/22/08 9:51
9/23/08 9:06
9/23/08 15:47
9/24/08 7:32
9/24/08 10:52
9/24/08 12:42
9/24/08 16:27

9/24/08 16:43
9/26/08 9:52

9/26/08 10:33
9/26/08 15:26

9/29/08 9:03

9/16/08 6:42

10/28/08 9:03
9/16/08 14:32
9/15/08 10:49
9/17/08 10:06
9/15/08 14:31
9/15/08 14:02
9/18/08 14:24
10/2/08 13:59
1/14/09 11:14
9/17/08 13:25
10/1/08 17:47
9/19/08 8:07

9/19/08 10:47
9/18/08 14:00

9/30/08 12:57
10/24/08 13:12
1/9/09 8:52
10/31/08 10:08
9/19/08 13:19
11/19/08 7:54
9/26/08 14:33
11/11/08 9:41
10/8/08 12:26
10/1/08 17:34
10/15/08 9:31
9/30/08 13:13
9/26/08 9:02
9/24/08 16:29

10/1/08 18:04
9/26/08 9:55

9/26/08 10:41
9/26/08 1527

1/9/09 9:05

MD

CA
MD
MN
MN
uT

CA

MI
FL
OR
™

FL
uT

MA
CA
CA

MN
CA

FL

X

TX

V1 did not interpret recording

VI signing was not clear

Poor VI etiquette

Poor V| etiquette

V1 receptive skills inadequate

V1 did not relay conversation verbatim
Vi did not relay conversation verbatim
Poor VI etiquette

Vi interjected into call

V1 did not relay conversation verbatim
Poor signmail quality

VI did not relay conversation verbatim
Poaor VI etiquette

Poor V| etiquette

Vl receptive skills inadequate

V1 Disconnected Caller

VI did not relay conversation verbatim
Poor VI etiquette

VI fingerspelling was not clear
Poor interpreting

Poor VI etiquette

VI skills inadequate

Poar V| etiguette

VI receptive skills inadequate
Poor VI etiquette

VI receptive skills inadequate
V| receptive skills inadequate
VI skilis inadequate

VI signing was not clear

Poor VI etiquette
Signmail- VI did not offer lo leave message

VI did not allow sequential call
Signmail

Poor signmail quality

9704
507
6133
7227
215
BA1030
ADG624
4B19E
7478
3323
623
2738
763

M5

No ID

2001
2610
6610
4300
7141
530A
8412
3654
4636
7219
3121
2717
790

No ID

6186
No ID

4138
No 1D

9422

Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:

Interpreter retrained
Interpretar retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Inlerpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained

No interpreter number provided
with the compiaint

Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:

Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained

No Interpreter number provided
with the complaint

Manager:

interpreter retrained

No Interpreter number provided
with the complaint

Manager:

Interpreter retrained

No Interpreter number provided
with the compiaint

Manager:

Interpreter retrained



370557 9/29/08 9:49 9/30/08 9:57 OH VI signing/fingerspelling was not clear 5001 Manager: Interpreler retrained
370581 9/29/08 10:50 9/29/08 11:39 NY Poor VI etiquette 136A Manager: Interpreter retrained
370585 9/29/08 11:03 10/3/08 12:05 NY VI receptive skills inadequate 8238 Manager: Interpreter retrained
370892 9/30/08 9:12 9/30/08 12:48 VA Poor signmail quality 3024 Manager: Interpreter retrained
370993 9/30/08 13:18 10/27/08 12:00 FL VI fingerspelling was not clear; Vi interjected into 4301 Manager: interpreter retrained
call
371020 9/30/08 13:56 10/2/08 8:58 MI Poor VI etiquette; VI receptive skills inadequate 9847 Manager: Interpretier retrained
371022 9/30/08 13.56 10/1/08 10:29 M Poor VI etiquette; VI receptive skills inadequate 9934 Manager: Interpreter retrained
371254 10/1/08 8:10 AM 10/13/08 10:29 MD Vlinterjected into call Gally 719 Manager: Interpreter retrained
371259 10/1/08 8:39 10/31/08 13:53 MN VI Discornnected Caller 784 Manager: Interpreter retrained
371298 10/1/08 10:22 10/3/08 14:23 AZ Mistake in interpreting 6358 Manager: Interpreter retrained
371465 10/1/08 17:27 10/1/08 17:28 FL VI receplive skills inadequate No ID Customer Service: Responded to
the customer
371616 10/2/08 9:32 10/2/08 10:07 T VI signing hard to follow 7932 Manager: Interpreter retrained
371628 10/2/08 9:55 10/2/08 10:04 NC Paoor VI etiquette 2699 wrong ID Wrong |D - Interpreter did not work
that day or no longer works for us
371629 10/2/08 9:57 10/2/08 1057 NC Poor Vi etiquette 9875 Manager: Interpreter retrained
371634 10/2/08 9:59 10/31/08 10:09 NC Poor VI etiquette 4300 Manager: Interpreter retrained
371644 10/2/08 10:20 10/6/08 9:18 MN VI receplive skills inadequate 13005 Manager: Interpreter retrained
371722 10/2/08 13:31 10/2/08 14:41 NC VI failed to relay outgoing voicemail message 7932 Manager: interpreter retrained
372009 10/3/08 12:10 11/6/08 8:36 MN VI receptive skills inadequate 8855 Manager: Interpreter retrained
372010 10/3/08 12:11 10/6/08 9:28 MN V! receptive skills inadequate 7541 Manager: Interpreter refrained
372030 10/3/08 13:16 10/3/08 13.54 NM VI interjected into call 5917 Manager: Inlerpreter retrained
372651 10/6/08 7:43 11/19/08 8:08 CA VI receplive skills inadequate 5859 Manager: Interpreter retrained
372674 10/6/08 8:52 10/8/08 12.09 PA V! receptive skills inadequate 6312 Manager: Interpreter retrained
37273 10/6/08 10:45 10/6/08 12:42 CA VI did not interpret recording 6634 Manager: Interpreter retrained
372758 10/6/08 11:48 10/6/08 11:49 CA VI signing was not clear No ID No Interpreter number provided
with complaint
372830 10/6/08 14.01 10/6/08 14.02 FL VI signing and receptive skills inadequate Suggestion - improve Customer Service: apologized and
interpreter forwarded to National Trainer
372857 10/6/08 14:36 11/3/08 11:57 VA Poor VI etiquette 1914 Manager: Interpreter retrained
373352 10/7/08 14:59 10/16/08 10:28 WY VI receplive skills inadequate 2581 Manager: Interpreter retrained
373366 10/7/08 15:17 10/8/08 1727 CA VI did not provide information on number of times 7318 Manager: Interpreter retrained
phane was ringing
373376 10/7/08 15:35 11/17/08 12:30 Poor signrmail quality SignMail not clear - 56xx Manager: Technical Issue
373401 10/7/08 16:07 10/8/08 17:30 MN Did not follow caller's request 1270 Manager: Interpreter retrained
373597 10/8/08 8:31 10/8/08 14:53 AZ Poor signmail quality Poor Signmail picture - Manager: Technical issue
or 512 or 5112 - wrong
o
373671 10/8/08 11:43 10/8/08 14:12 MN VI receptive skills inadeguate 5023 Manager: Interpreter retrained



373949
373978

374281
374290
374443
375339

375368
375383
375773
376249
376293
376313
376607
377465

377648

377702
377711
378166
378356
379235
379280
379286
379351
379698

379795
379801

379981
380016
380442
380471
380599
380779

381302
381307

10/9/08 7:35
10/9/08 9:33

10/10/08 8:57
10M10/08 9:36
10/10/08 16:06
10/14/08 8:16

10/14/08 9:26
10/14/08 9:59
10/15/08 8:57
10/16/08 12:50
10/16/08 14:48
10/16/08 15:34
10/17/08 13:54
10/20/08 16:25

10/21/08 B:42

10/21/08 11:00
10/21/08 11:19
10/22/08 15:17
10/23/08 9:08

10/27/08 8:18

10/27/08 10:12
10/27/08 10:16
10/27/08 12:21
10/28/08 12:07

10/2B/08 15:25
10/28/08 15:34

10/29/08 9:13
10/29/08 10:36
10/30/08 14:58
10/30/08 15:53
10/31/08 9:37
10/31/08 16:46

11/3/08 9:39

11/3/08 9:57
11/3/08 10:12

11/3/08 12:15
11/3/08 11:13

10/10/08 16:09
10/15/08 16:21
11111/08 11:17
10/14/08 13:21

12/4/08 14:34

11/11/08 10:36
10/21/08 8:49

11/11/08 12:52
106/16/08 15:29
10/16/08 16:39
10/20/08 10:16
10/20/08 16:26

10/22/08 6:05

10/21/08 11:01
11/11/08 10:44
10/22/08 16:12
11/13/08 10:10
2/4/09 11:43

10/29/08 12:50
10/27/08 13:55
10/27/08 14:52
10/28/08 13:11

10/29/08 15:13
11/11/08 9:25

11/3/08 11.08
10/29/08 10:42
10/31/08 12:31
11/4/08 15:51
12/5/08 9:07
1/26/09 10:12

FL
PA

NM

CA
FL

uT
VA
MD
KY

Ml

FL
TX

NY
FL
TX
TX
MN
VA

MI
MD

CA
OK
MD
OR
uT
Mi

11/7/08 1512 PA

1/14/09 15:23
11/7/08 8:32

PA
VA

Poor signmail quality
Poor signmail quality

VI skills inadequate

VI Disconnected Caller

VI receptive skills inadequate
VI receptive skills inadequate

Poor VI etiquette

VI failed to relay outgoing voicemail message

Poor VI etiquette
Poor VI etiquette
Pocr interpreting
VI skills inadequate
Poor VI etiquette
Poor VI etiquette

VI receptive skills inadequate

VI receplive skills inadequate

Poor interpreting

Vi fingerspelling was not clear

Poor VI etiquette

VI did not relay conversation verbatim
Poor VI etiquette

Paor interpreting

Poar VI etiquette

Poor video quality

Poor interpreting
Poor signmail quality

Poor V| etiquetie

Poor VI etiquetie

Poor VI etiquette

Poor Vi etiquette

VI signing/fingerspelling was not clear
Poor signmail quality

VI receptive skills inadequate
VI receptive skills inadequate
VI Disconnected Caller

115

Manager

: Interpreter retrained

visible - signmail - 7929 - Wrong D - It is not same
interpreter on signmail

wrong 1D
5025

3110
3710
1319 - wrong ID

2416
3505
9307
G752
3715
6785
3674
No ID

1589 - Wrong ID

9455
2618
6783
547

394

4725
1731
6812

847
8412

4180
7160
9816
9960
6702

SignMail not clear -
B83XX
4615

3374
3646 - wrong ID

Manager
Manager
Manager

. Interpreter retrained
. Interpreter retrained
. Interpreter retrained

Wrong ID - Customer Service
responded to the customer

Manager
Manager
Manager:
Manager
Manager
Manager
Manager

. Interpreter retrained
: Interpreter retrained
: Interpreter retrained
; Interpreter retrained
: Interpreter retrained
» Interpreter retrained
. Interpreter retrained

No Interpreter number provided

with com

plaint

wrong ID - Customer Service
responded to the customer

Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
Manager:
poor picture on signmail - Manager:

Manager;
SignMail not clear - 623 Manager:

Manager:
Manager:
Manager:
Manager:
Manager:
Manager:

Manager;

Manager

Wrong ID - interpreter did not work
that day or no longer works for us

Interpreter retrained
Interpreter refrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
interpreter retrained
tnterpreter retrained
Technical [ssue

Interpreter retrained
Technical Issue

Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Interpreter retrained
Technical Issue

Interpreter retrained
: Interpreter retrained



381313

381329
381725
381804

381828
381929

382176
362295

382296
382313

382471
382539
382545
382614
383176
383186
383188
383291

383439
383447
383455

383576
383849
384201
384204
384215
384216
384259

384262
385029

385043
385045

385088

11/3/08 10:22

11/3/08 10:54
11/4/08 13:58
11/4/08 16:48

11/4/08 1744
11/5/08 10:21

11/6/08 7:52
11/6/08 14:24

11/6/08 14:25
11/6/08 15:06

11/7/08 B:19
11/7/0B 11:27
11/7/08B 1137
11/7/0B 14:42
11/10/08 11:28
11/10/08 11:51
11/10/08 12:03
11/10/08 15:33

11/11/08 8:43
11/11/08 9:09
11/11/08 9:20

11/11/08 13:39
11/12/08 9:59
11/13/08 11:48
11/13/08 11:54
11/13/08 12:13
11/13/08 12:16
11/13/08 14:10

11/13/08 14:22
11/17/08 8:49

11/17/08 9:16
1117/08 9:21

11/17/08 10.:52

11/3/08 10:25

11/3/08 13:16
11/6/08 15:58
11/4/08 16:49

11/6/08 15:15
11/5/08 10:22

11/7/08 8:36
11/6/0B 14.49

11/7/08 14:15
11/10/08 12:21

11/7/08 11:30
11/19/08 7:58
12/17/08 B:35
11/10/08 12:37
11/11/08 8:27
11/20/08 10:57
11/11/0B 9:26
11/10/0B 15:54

11/12/08 9:32
11/20/08 11:41
11/13/08 10:09

11/13/08 10:08
11/13/08 10:10
11/17/08 16:52
11/17/08 16:55
2/11/09 11:04

11/13/08 14:11
11/13/08 14:10

11/17/08 11:18
11/17/08 8:49

NULL
11/17/08 922

11/17/08 12:32

FL

NM
MO

NJ

NY

Ml
CA

NC
MN

MN

Wi
FL
NH

CA
CO
Mi

uT
CA

OH
PA
NC

NC
CA

CA

Hold Times

Poor VI etiquette
VI receptive skills inadequate
Poor VI etiguette

VI receptive skills inadequate
Poor video guality

VI signing was not clear
VI skills inadequate

Poor interpreting
Poor signmail quality

VI did not relay conversation verbatim
Did not follow caller's request to transfer

VI signing was not clear

Did not follow caller's request
Poor VI etiquette

VI skills inadequate

Poor interpreting

VI receptive skills inadequate

Poor V| etiquette

VI did not relay conversation verbatim
V1 did not provide information on number of times

phone was ringing

Mislake in interpreting

VI skills inadequate

Poor VI etiquette

VI receptive skills inadequate
VI receptive skills inadequate
VI receptive skills inadequate
Poor VI etiquette

Poor VI etiquette
Poor VI etiquette

Poor VI etiquette
VI receptive skills inadequate

Poor V1 etiquette

hold time

736
8009
No ID

6407

Customer Service: Responded to
the customer

Manager: Interpreter retrained
Manager: Interpreter retrained
Customer Service: apologized and
forwarded to National Trainer
Manager: Interpreter retrained

poor picture on signmail - Customer Service: apologized and

No ID
not clear - 8739

1002 - Wrong ID

6179

SignMail not clear -
Can't recognize ID

1437
9102
7831
3715
732

4553
3101

forwarded to National Trainer
Manager: Interpreter retrained

Customer Service: Responded to
the customer
Manager: Interpreter retrained

Customer Service; apologized and
forwarded to National Trainer
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained

Ceberal Palsy difficult for Customer Service: apologized and

Vi's

5303
5472
7420

7454a
9858
7447
1221
507
4623
No |D

6025
No ID

7869
No ID

6367

forwarded to National Trainer
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained

Customer Service: apologized and
forwarded to National Trainer
Manager: Interpreter retrained
Customer Service: apologized and
forwarded to National Trainer

Customer Service: apologized and
forwarded to National Trainer
Manager: Interpreter retrained



385237

385255
385426
385429

385440
385842

386046
386065
386078
386158

386330
387058
387119

387307
387316
387604
387608

387656

388306
388322

388356
388415

388536
388545
388974
389124
389237
389277
389484
389529

389587
389612

11/17/08 16:37

11/17/08 1613
11/18/08 7:44
11/18/08 7:53

11/18/08 8:40
11/19/08 12:59

11/20/08 10:23
11/20/08 11:11
11/20/08 11:30
11/20/08 14:44

11/21/08 9:19
11/24/08 13:40
11/24/08 15:13

11/25/08 8:58
11/25/08 9:11
11/26/08 11:31
11/26/08 11:43

11/26/08 14:10

12/01/2008
12/01/2008

12/01/2008
12/01/2008

12/01/2008
12/01/2008
12/02/2008
12/03/2008
12/03/2008
12/03/2008
12/04/2008
12/04/2008

12/04/2008
12/04/2008

11/21/08 10:16

1/14/09 12:08
1/29/09 8:38
11/21/08 9:50

11/24/08 15:16
11/21/08 10:17

11/26/08 15:39
2/12/09 13:47

11/20/08 11:30
11/20/08 14:49

11/25/08 14:53
12/29/08 11:29
1/14/09 12:18

11/25/08 10:35
11/26/08 6:44
12/2/08 7:24
11/26/08 13:57

12/3/08 14:29

12/3/08 13:20
12/1/08 8:47

2/13/03 6:57
12/3/08 8:49

12/3/08 11:41
213/09 14:54
12/3/08 11:.42
12/3/08 13:02
1211/08 16:18
12/3/08 14:14
1/13/09 13:06
12/4/08 11:46

12/5/08 9:04
12/4/08 14:57

MN
M
NC

MA

MD

DC
ut
VA

OH
MN
NY

CA
FL

OH
FL

OR
FL

MI
wi

DE
uTt
NY
uT

MD
NC
NY

Ml
NE

Top 10 things you ¢an do now to prepare for
NOFA/FOA
Poor interpreting

VI receptive skills inadequate
Poor video quality

V| did net place sequential call
Poor VI etiquette

Poor Vi etiquette

VI skills inadequate

VI receptive skills inadequate
Signmail- poor VI quality

Poor Vi etiquette
VI signing was not clear
VI skills inadequate

Poor VI etiquette
Poor V1 eliquette
VI skills inadequate
Poor VI etiquette

Poor VI etiquette

VI Disconnected Caller
V| asked for information repeatedly

VCO
VI Disconnected Caller

VI signing and receptive skills inadequate
Poor VI etiquette

VI receptive skills inadequate

VI receptive skills inadequate

Poor VI etiquette

Poor V1 etiquette

Poor VI etiquette

VI receptive skills inadequate

Poor VI etiquette
Poor signmail quality

2929

557
1526

signmail - picture too
dark - 4218
No ID

VCO not followed - 6008

13003
6197
6515

SignMail to fast - No 1D

7116
6124
G714

5303

6702E

9831

Gally 1003 wrong ID

No tD

2225
No ID

1461
170 - wrong ID

7451a

2607

6782

8434

9960

1053

830

229 (Wrong ID})

6544

Manager: Interpreter retrained

Manager

: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained

Customer Service: apologized and

forwarded to National Trainer
Manager: Interpreter retrained

Manager: Interpreter retrained

Manager

: Interpreter retrained

Manager. Interpreter retrained

Customer Service: apologized and

forwarded to National Trainer

Manager
Manager

Wrong ID - interpreter did not work
that day or no longer works for us

Manager
Manager

: Interpreter retrained
. Interpreter retrained

- Interpreter tetrained
: Interpreter retrained

Manager: Interpreter retrained

Customer Service: apologized and

forwarded to National Trainer

Customer Service: apologized and

forwarde

d to National Trainer

Manager: Interpreter retrained
No Interpreter number provided

with com|
Manager

plaint
. Interpreter retrained

Wrong ID - Customer Service
responded to the customer.

Manager
Manager
Manager
Manager
Manager
Manager
Manager

: Interpreter retrained
. Interpreter retrained
. Interpreter retrained
- Interpreter retrained
. Interpreter retrained
: Interpreter retrained
: Interpreter retrained

Wrong ID - Customer Service
responded to the customer.

Manager

: Interpreter retrained

SignMail not clear - 1720 Manager: Technical Issue



389776
380457
390637
380663
390667
390678

390711
350712

390776
390790

391352
391365
391383

391396
391429

392260
392261
392263
352283
392646
392731
393051
393057
393361

393376

393378
393382

393434
393455
393519

393711
393712

12/05/2008
12/08/2008
12/09/2008
12/09/2008
12/09/2008
12/09/2008

12/09/2008
12/09/2008

12/09/2008
12/09/2008

12/11/2008
12/11/2008
12/11/2008

12/11/2008
12111/2008

12/15/2008
12/15/2008
12/15/2008
12/15/2008
12/16/2008
12/16/2008
12/17/2008
12/17/2008
12/18/2008

12/18/2008

12/18/2008
12/18/2008

12/18/2008
12/18/2008
12/18/2008

12/18/2008
12/19/2008

12/5/08 10:57
12/15/08 7:18
12/9/08 12:50
12/16/08 9:38
12/9/08 14:25
1/16/09 10:36

12/16/08 16:17
12/9/08 14:23

4/2/09 13:56
12/9/08 15:01

12/11/08 11:54
12/18/08 15:59
12/11/08 13:25

12/16/08 16:18
12/11/08 14:57

12/17/08 9:51
12/17/08 7:20
3/17/09 13:49
12/18/08 8:48
12/17/08 13:44
12/18/08 13:25
12/18/08 8:11
12/22/08 11:28
1/14/09 11:43

12/30/08 12:31

12/29/08 11:23
12/30/08 12:32

1/15/09 9:22
12/29/08 11:24
12/29/08 10:45

12/22/08 11:24
12/30/08 9:08

CA
Co
GA
FL

LA

NY

MO
™

CA
MD
HI

OH

PA

MN
MS
M

uTt
Ml

PA
CA

FL

MN

Wi
LB ¢
Mi

NC

Poor VI quality

VI receplive skills inadequate
VI receptive skills inadequate
Poor VI etiquette

Poor VI etiquette

Poor video quality

Poor video quality
VI fingerspelling was not clear

Poor VI quality
Paor VI quality

Mistake in interpreting
Poor signmail quality
Confidentiality concern

Poor VI etiquette
VI receptive skills inadequate

Poor VI etiguette

Poor VI etiquette

Did not fallow caller's request
Poor V| etiquette

Poor VI etiquette

Poor VI etiquette

Poor VI etiquette

Poor VI etiquette

Signmail

Poor Signmail quality

Poor Vi etiquette
Poor Signmail quality

Poor Signmail quality
VI receptive skills inadequate

Signmail- VI fingerspelling was not clear

Poor VI etiquette
Poor Signmail quality

8228

4203

7934

7179

6361

poor picture - 534 -
wrong ID

Too Dark - 1911

poor picture - 7202

277
6006

Processing the full
message
Too Dark - 6005

Confidentials Information

3813
No ID

3841

BO9E

8186

5001

Gally 747

6544

5208

215

Not Clear - No ID

Not Clear - 2797

7541
Too Dark - 11016

poor picture - 3361
6114

SignMail - Finger
spelling - 9717
3909

dark picture - 6026

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Wrong ID - Customer Service

responded to the customer.
Manager: Technical lssue

Customer Service: Apologized to
the customer for the technical
Manager: interpreter retrained
Wrong ID - Interpreter did not work
that day or no longer works for us
Customer Service: Responded to
the customer

Customer Service: Apologized 1o
the customer for the technical
Manager: Interpreter retrained

Manager: Interpreter retrained

No Interpreter number provided
with complaint
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager; Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
No Interpreter number provided
with complaint

Customer Service: Apologized to
the customer for the technical
Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the technical
Manager: Technical |ssue
Manager: Interpreter retrained
Manager: Interpreter retrained

Manager: Interpreter retrained

Customer Service: Apologized to
the customer for the technical



394094
394095

394111
394112
394118
394121
394128
394130
394142

394168
394169
394174

394186
394198

394221
394223

394226
394267
394273
394300

394312

394313
394320
394337

394350

394353
394354
394355

394356
394384
394394

12/22/2008
1212212008

12/23/2008
12/23/2008
12/23/2008
12/23/2008
12/23/2008
12/23/2008
12/23/2008

12/29/2008
12/29/2008
12/29/2008

12/29/2008
12/30/2008

12/30/2008
12/30/2008

12/30/2008
12/3012008
12/30/2008
1/6/09 8:53

1/6/09 9:54

1/6/09 9:59
1/6/09 10:39
1/6/09 13:22

1/7/08 9:40

1/7/09 10:58
1/7/09 11:32
177/09 11:34

1/7/09 11:39
1/9/09 8:06
1/9/09 15:01

4/1/09 8:50
12/22/08 14:.06

114/09 1521
12/29/08 8:42
12/23/08 13:57
1/6/09 9:45
12/29/08 13:07
12/23/08 15:27
12/23/08 14:46

12/25/08 11:41
1/8/09 15:33
12/30/08 12:34

4/1/09 9:22
12/30/08 14:43

1/13/09 13:32
12/30/08 10:45

1/14/09 11:48
12/30/08 16:18
12/31/08 13:50
1/7/09 12:00

1/6/09 9:56

1/6/09 10:02
1/9/09 7:29
1/6/09 15:01

3/3/09 8:42

1/9/09 7:47
1/9/09 7:45
1/7/109 11:36

1/16/09 14:43
1/16/09 7:56
4/1/09 8:43

CA
CA

FL
MN
MA

NM
ScC
CA

OH

OH

MN
MI

HI

FL

NY

wi
AZ
MD

MI

CA
MN

NC
MN

Poor V| etiquette
Hold Times

Signmail

Vl interjected into call

Poor VI etiquette

Didn't Keep caller informed
Poor interpreting

Poor VI etiguette

Hold times

VI Disconnected Caller
Signmail- Pcor VI quality
Poor Signmail quality

Did not follow caller's request
Poor Signmail quality

Poor VI etiquette
Signmail - signing was hard to follow

VI receptive skills inadequate
Poor VI etiquette

Poaor VI quality

Poor Signmail quality

Poor interpreting

Poor Signmail quality
Poor VI etigquette
VI signing was not clear

Poor VI etiquette

VI receptive skills inadequate
Poar V| eliquette
Signmail- fingerspelling was not clear

VI receptive skills inadequate
Did not follow caller's request
Poor Signmail quality

2729
hold times

poor picture - 1388

8423
6576
5321
1815E
5712

service was down

No ID

Not Clear - No |ID

Too Dark - 11021

5444

dark picture - 7468

9825

signing too fast - wrong

ID
145

9825
4234
9876 - wrong ID

interpreter confidences

947
6369
5620 - wrong ID

837 - wrong D

5008
2912
No ID

5303
9410
1736

Manager: Interpreter retrained
Customer Service: Responded to
the customer

Manager: Technical Issue
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the technical

No Interpreter number provided
with complaint

No Interpreter number provided
with complaint

Customer Service: Apologized to
the customer for the technical
Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the technical
Manager: Interpreter retrained
Wrong ID - Customer Service
responded to the cusiomer.
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Wrong ID - Interpreter did not work
that day or no longer works for us
Customer Service: Apologized for
the incident and forwarded to
National Trainer.

Manager: Interpreter retrained
Manager: Interpreter retrained
wrong ID - Interpreter did not work
that day or no longer works for us
Wrang ID - Interpreter did not work
that day or no longer works for us
Manager: Interpreter retrained
Manager: Interpreter retrained
No Interpreter number provided
with the complaint

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Technical Issue



394396

394408
394411

394431
394440
394446
394449
394451

394459
394460
394464
394484
394488

394495

394514
394515
394518

394520
394527
394539
394544
394554
394556

394565
394566
394567
394568
394573
394575
394617
394635
394642
394661

394670
394691

1/9/09 15:15

1/10/09 13:39
1110/09 13:49

1/12/09 8:00
1/12/09 9:49
1/12/09 12:22
1/12/09 13.36
1/12/09 14:47

1/13/09 9:56
1/13/09 9:59
1/13/09 10:09
1/14/09 14:21
1/14/09 15:10

1/14/09 16:14

1/15/09 9:48
1/15/09 9:54
1/15/09 10:09

1/15/09 10:20
1/15/09 13:11
1/16/09 7:58
1/16/09 9:47
1/19/09 8:18
1/19/09 8:27

1/20/09 8:37

1/20/09 13:.07
1/20/09 13:23
1/20/09 13:32
1/21/09 13:55
1/21/09 14:41
1/22/09 10:55
1/22/09 15:11
1/23/09 8:33

1/23/09 16:04

1/26/09 8:23
1/26/09 14:53

1/12/09 8:32

1/10/09 13:48
2/11/09 13:29

1/13/09 1308
2/5/08 10:31
1/12/09 14:28
1/12/09 14:42
4/8/09 12:46

1/13/09 15:53
1/15/09 13:30
1/13/09 13:01
1/14/09 16:25
1/14/09 16:33

1/15/09 10:24

1/22/09 11:15
1/22/09 15:47
1/15/09 13:13

1/22/039 11:55
3/21/09 10:19
1/20/09 8:16
1/20/09 8:10
2/5/09 16:02
1/19/09 8:29

1/20/09 14:46
3/16/09 13:49
4/1/09 8:43

1/21/09 14:44
1/22/09 15:25
3/16/09 10:59
1/23/09 13:19
2/9/09 9:31

1727/09 12:47
2/24/09 10:56

1/26/09 14:54
1/27/09 13:56

MO

PA

CA
uT
PA
CA

TX

Mt
PR
wi

FL

OR
NY
wv

AL
CA
uT
Wi
X
VA

KS
FL
CA
NC
co
MN

CA
Ml

FL

Did not foliow caller's request

Poor Signmail quality
Poor Signmail quality

Poor VI etiquette

Poor VI quality

VI fingerspelling was not clear
VI receptive skills inadequate
Voicemail- poor quality

V! interjected into call
Poaor VI quality

Poor VI etiquette
Poor Signmail quality
Poor VI etiquette

Poor Signmail quality

VI receptive skills inadequate
Poor Signmail quality
Poor VI quality

VI did noi place sequential call
VI receptive skills inadequate
Poor VI etiquette

VI receptive skills inadequate
Poor Signmail quality

VI signing was not clear

VI signing was not clear
Confidentiality concern

Poor Signmail quality

Did not follow caller's request
Poor Signmail quality

Did not follow caller's request
Poor VI etiquette

Poor Signmail quality

VI receptive skills inadequate
Poor Signmail quality

VI interjected into call
VI receptive skills inadequate

3585- wrong ID

Not Clear - 7004
Mot Clear - No ID

10206
9343
8739
7901
7143

3447
G717 - wrong ID
4608
Not Clear - 7432
5966 - Wrong ID

Not clear - Wrong ID

7515
5331 - tech issue
1053 - wrong ID

6508
123a
7301
8010
3941
No ID

9009
7447
271

7619
9204
1085
1593
9433
3250

Picture not Clear - 1035 -
Wrong I
7658

4615

Wrong ID - Interpreter did not wonk
that day or no longer works for us
Manager: Interpreter retrained

No Interpreter number provided
with the complaint
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained

Customer Service: Responded to
the customer
Manager. Interpreter retrained

Wrong 1D

Manager: Interpreter retrained
Manager: Interpreter retrained
Wrong ID - Interpreter did not work
that day or no longer works for us
Wrong 1D - Interpreter did not work
that day or no longer works for us
Manager: Interpreter retrained

Manager: Technical Issue

Wrong ID - Interpreter did not work
that day or no longer works for us
Manager: Interpreter retrained

Manager: interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained

No interpreter number provided
with the complaint
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Technical Issue

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained

Wrong ID - Interpreter did not work
that day or no longer works for us
Manager: Interpreter retrained

Manager: Interpreter retrained



394695
394696

394700
394703
394705
394721
394729

09177

309182
309185
3098203
309204
309207

309213

309233

309239

309242
309248
309266
309276
309282
309290
309300
309308

309316
309390
309405
309448
309451
309454
309476
309491

309496

1/27/09 10:06
1/27/09 10:11

1/27/09 10:34
1/27/08 10:51
1/27/09 10:54
1/27/09 14,52
1/28/09 7:29

1/29/09 12:49

1/29/09 1342
1/28/08 14:27
1/30/09 13:57
1/30/09 14:03
1/30/09 1419

1/30/09 14:49

2/4/2009 8:40

2/4/2009 11:07

2/4/2009 11:32
2/4/2009 13:56
2/5/2009 13:28
2/5/2009 15:26
2/6/2009 9:01

2/6/2009 14:52
2/6/2009 16:34
21772009 12:39

21772009 1418
2/9/2008 1318
2/9/2009 16:01
2/12/2009 10:12
2/12/2009 10:36
211212009 10:46
2/13/2009 7:58
2/13/2009 16:21

2/16/2009 8:32

2/7/09 14:48
1/27/09 10:12

1/27/09 12:00
2/6/09 16:54
1/29/09 12:45
2/5/09 8:20
2/4/09 11:36

1/29/09 12:49

2/5/09 9:44
2/6/09 13:26
3/18/09 15:08
2/3/09 9:54
1/30/09 14:19

1/30i09 14:49

2/4/08 8:40

2/5/09 9:58

2/4/09 11:33
2117109 10:29
2/6/09 13:24
2/6/09 15:00
2/9/09 9:06
2/19/08 10:19
2/13/09 14:53
2/7/09 13:39

2/11/09 10:09
2/9/09 13:52
3/3/09 8:36
2/13/09 14:56
3/20/08 11:02
4/9/08 15:21
2/13/09 11:48
2/13/09 16:21

2/22/09 14:22

GA

%
CA
%

NJ

MD

NULL

ut
NULL
CA
MN
co
FL
NY

ut
MN
MA
MN
MN
NV
MN
PA.

MA

VI receptive skills inadequate
VI singing was not clear

VI skills inadequate

Poor Signmail quality

Poor VI etiquette

Poor Signmail quality

VI signing and receptive skills inadeguate

Poor Signmail quality

VI receptive skills inadequate
Poor voice tone/quality

Poor VI etiquette

Poor VI etiquette

VI signing hard to follow

Poor Signmail quality

Signrail- Signing hard to follow

V| did not provide information on number of times
phone was ringing

Poor VI atiquette

Poor Vi etiquette

Poor Signmail quality

VI did not relay conversation verbatim

VI signing/fingerspelling was not clear

Poor Signmail quality

Poor VI etiquette

Poor video quality

Poor VI etiquette

Did not follow caller's request
Poor interpreting

Poor interpreting

Did not follow caller's request
Poor VI etiquette

Did not follow caller's request
Fingerspelling was not clear

VI receptive skills inadequate

8206

Not Clear - No ID

9019

Not Clear - 4713

2305
5335
225 -wrong ID

NO ID

A140A
3237
803
7116
No ID

No ID

No ID

9213

6626
6549
10224
7485
818
940
810
No ID

5349
1462
836

4746
4555
9922
2630
No ID

7480

Manager: Interpreter retrained

No Interpreter number provided
with the complaint

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Wrong ID - Interpreter did not work
that day or no longer works for us
No Interpreter number provided
with the complaint

Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained

No Interpreter number provide with
the complaint

Customer Service: Apologized to
the customer for Technical Issue.
Customer Service: Apologized for
the incident and forwarded to
National Trainer

Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained

Customer Service: Responded to
the customer.
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreler retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
No interpreter number provided

with complaint
Manager: Interpreter retrained



309499
309500

308511
309519
309527
309529

309544
309546

309552
309571

309576

309584

309594
309602
309611
308615
309619
309620

309622

309640

309643
309656
309659

309661

309663

309691
309694
309695
309706
309707
309708

2/16/2009 9:27
2/16/2009 9:38

2/17/2009 12:21
2/17/2009 13:47
2/17/2009 16:00
2/18/2009 8:27

2/18/2009 15:28

2/19/2009 8:15

2/19/2009 13:52
212212009 15:44

2/22/2009 15:56

2/22/2009 16:27

2/23/2009 13:51
2/23/2009 14:44
2/24/2009 8:00
212412009 8:24
2/24/2009 8:40
2/24/2009 8:57

2/24/2009 9:30
2/24/2009 14:03

2/24/2009 14:17
2/25/2009 11:44
2/25/2009 16:14

2/25/2009 16:26

2/25/2009 16:33

2/26/2009 13:57
212712009 7:52
2/27/2009 8:05
2/2712009 10:40
3/1/09 19:23
3/1/09 19:26

2/22/09 14:58
2/16/09 9:38

2/1B/09 15:03
2/18/09 15:31
2/18/09 8:33

2/24/09 14:25

5/31/09 13:06

2/24/09 13:16

2/23/09 B:53
2/22/09 15:44

2/22/09 15:56

2/22/09 16:27

2/25/09 13.:51
2/23/09 14:45
2/25/09 13:48
2/25/09 11:36
2/24/09 14:49
2/24109 14:41

2/26/09 11:58
3/6/09 13:31

2/25/09 16:44
3/16/09 11:31
2/26/09 12:44

2/26/09 13:08

2/25/09 16:33

3/5/09 6:57
6/3/09 10:52
3/2/09 12:52
3/4/09 14:54
3/10/09 11:07
3/17/09 11:36

NY
FL

NY

NY
VA

FL

MA

MI
MD

NULL

co

FL
NY
CA
FL
MN

Mi

MD

NULL
OH
OH

CA

NY

CA
MN
NY
NY
MD
CA

Paoor VI etiguette
Poor V| etiquette

Poor VI etiquette

Poor Vi etiguette

VI Disconnected Caller
Poor Signmail quality

Poor Signmail quality
Poor Signmail quality

Poor VI etiquette
VI signing hard to follow

Poor Signmail quality
Poor Signmail quality

VI did not relay message verbatim

Poor VI etiquette

VI signing was not clear

VI Disconnected Caller

V! failed to relay outgoing voicemail message
Poor Signmail quality

VI did not provide information on number of times
phone was ringing
Poor Signmail guality

V! interjected into call
Poor VI etiquette
V| Disconnected Caller

Poor VI etiguetie
Poor Signmail guality

V| skills inadequate

VI did not offer to place sequential call
Poor VI etiquette

VI receptive skills inadeguate

Poor VI etiquette

Paoor Signmail quality

1135
No ID

6747
11004
7104
5337

2724
5341

9920
No ID

No ID
No ID

9242
2737
2729
13011
507
5707

456 - wrong 1D
6330

3039
6329
3707

4113 - wrong ID
No ID

1839E
3896
7128
7233
7005
8262

Manager: Interpreter retrained
No interpreter number provided
with complaint

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the Technical
Customer Service: Apologized to
the customer for the technical
Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained
No interpreter number provided
with complaint

Customer Service: Apalogized to
the customer for the Technical
Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained

Customer Service: Apologized to
the customer for the Technical
Wrong ID - Customer Service
responded to the customer
Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter refrained
Manager: Interpreter retrained

Customer Service: Apologized to
the customer for the Technical
Wrong ID - Interpreter did not work
that day or no longer works for us
Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained



309709
309716
309717

309719
309724
309730

309734

309752

309754
309758
309759
309763
309787

309799
300817

309820
309825

309847
309849
309851
309853

309855

309871
3096879
309900
309914
309917

309922
309923
309926

3/1/09 19:35
3/1/09 19:57
3/1/09 20:01

3/1/09 20:14
3/2/09 7:46
3/2/09 11:01

3/2/09 13:02
3/3/09 10:41

3/3/09 12:36
3/3/09 14:32
3309 14:35
3/3/09 15:04
375109 11:06

3/5/09 12:56
3/6/09 11:07

3/6/09 12:15
3/6/09 13:22

3/9/09 8:43
3/9/09 9:00
3/9/09 9:13
3/9/09 9:23

3/9/09 9:35

3/9/09 14:47
3/10/09 8:20
3/10/09 12:42
3/10/09 14:52
3/10/09 15:19

3/11/09 10:38
3/11/09 10:41
3/11/08 10:52

3/1/09 19:35

3/1/09 19:57

3/1/09 20:01

3/10/09 11:03
3/5/09 11:42
3/2/09 11:01

3/10/09 12:44

3/5/09 11:59

3/4/09 14:55
3/11/09 11:38
3/6/09 B:14
3/6/09 12:45
3/5/09 11:06

6/15/09 7.34
3/6/09 11:07

6/15/09 9:11
3/6/09 13:22

3/17/09 13:05
3/10/09 11:38
3/10/09 12:34
3/10/09 14:57

3/10/09 8:12

3/16/08 11:36
4/8/09 9:25
6/1/09 11:20
3/11/09 10:25
3/10/09 15:53

3/16/09 10:35
3/16/09 10:50
3/16/09 11:37

NC

Cco
CA
CA

NY

Wi
FL

CcT
Cco

MI

MA
MA

Mi
MA

Wi

CA
TN

VI receptive skilis inadequate
VI recepiive skills inadequate
VI failed to relay conversation verbatim

Poor VI etiquette
Signmail- Poor V| quality
Poor Signmail quality

VI signing was not clear

Poor Signmail quality

VI signing and receplive skills inadequate

Poor VI etiquette

VI receptive skills inadequate

Poor VI etiquette

VI signingffingerspelling was not clear

VI receptive skills inadequate
VI did not relay conversation verbatim

Poor VI etiquette
Poor Signmail quality

Poor interpreting
Poor VI etiquette
Spanish Services
Spanish Services

VI signing was not clear

VI failed to relay outgoing voicemail message

VI signing was not clear
VI interjected into call
Poor VI etiquette

VI Disconnected Caller

VI skills inadequate
VI signing was not clear
VI signing was not clear

Wrong ID
No ID
Ne ID

7532
4545
no 1D

8603
948

8017
3911
1732
7541

2510
No ID

7477
9737

5933
4169
8236
8810

715 - Wrong ID

6133

9908

383

11001

210 or 216 - Wrong 1D

9187
714
6009

Wrong ID - Interpreter did not work
that day or no longer works for us
No Interpreter number provided
with complaint

No Interpreter number provided
with complaint

Manager: Interpreter retrained
Manager: Interpreter retrained

Customer Service: Apologized to
the customer for the Technical
Customer Service: Apologized to
the customer for the Technical
Customer Service: Apologized to
the customer far the Technical
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Customer Service: Apolegized for
the incident and forwarded to
National Trainer

Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained

Customer Service; Apologized to
the customer for the Technical
Wrong ID - Customer Service
responded to the customer
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: interpreter retrained

Wrong ID - Customer Service
responded to the customer
Manager: Interpreter retrained

Manager: CA retrained
Manager: Interpreter retrained



309964

309972

309973
309981

309998
310016
310032

310037
310042
310054
310062
310064

310075
310081
310083

310093
310094
310102
310110

310111
310112

310123
310139

310145

310147
310155

310165

310166

310172

3/16/09 13:27

3/17/09 9:26

3/17/09 9:31
3/17/09 11:.09

3/17/09 13:37
3/18/09 13:06
3/19/09 14:46

3/19/09 15:21
3/20/09 14:13
3/23/09 15:49
3/24/09 12:21
3/24/09 1236

3/25/09 14:25

3/26/09 11:14

3/26/09 11:20

3/26/09 13:11
3/26/09 13:22
3/26/09 14:44
3/27/09 7:44

3/27/09 7:48
3/27/09 7.52

3/27/09 15:20
3/30/09 9:33

3/30/09 14:36

3/30/09 14:41
3/31/09 9:54

3/31/09 11:56
3/31/09 12:11

3/31/09 13:39

316/09 13:27

3/17/09 9:26

4/7/09 16:45
3/17/09 11:09

3/26/09 1513
3/20/09 14:16
3/19/09 14:46

3/20/09 13:53
3/23/09 15:17
3/24/09 13:57
4/7/09 17:00

3/24/09 12:36

3/25/09 14:25
3/26/09 11:14
3/26/09 11:20

3/30/09 14:45
3/31/09 9:05
4/21/09 10:01
3/27/09 7:44

4/8/09 9:32
4/16/09 11:32

3/30/09 13:24
3/30/09 9:33

3/30/09 14:36

3/31/09 14:13
3/31/09 10:16

3/31/09 11:56

5/12/0911:27

5/7/09 15:24

CA

NY

CcO

NY
MN
CA

MN
GA
CA
FL

MA

FL

MO

FL
co

MD

WA
WA

OH

Cco

uT
CA

NJ

FL

NA

Poor Signmail gquality

Poor Signmaii quality

Poor VI etiquette
Poor Signmail quality

V| skills inadequate
Vi failed to relay conversation verbatim
VI skills inadequate

VI Disconnected Caller
VI signing was not clear
Poor Signmail quality
VI interjected into call
Poor Signmail quality

Poor Signmail quality
Poor Signmail quality
Hold Times

VI receptive skills inadeguate

VI failed to relay outgoing voicemail message
VI singing skills inadequate

Poor Signmail quality

VI signing and receptive skills inadeguate
VI skiils inadequate

VI Disconnected Caller
Poor Signmail quality

Poor Signmail quality

Poor Vi etiguette
Paor Vi etiquette

VCO
Poor Signmail quality

Poor VI etiquette

492

10101
9182

9544
1718
6029
3911

7080

3746
5025
8830
No ID

996
3621 - Wrong ID

7532
No ID

No D

8421
1178 - Wrong ID

No ID
No ID

4011

Customer Service: Apologized for
the incident and forwarded to
National Trainer

Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained
Custarmer Service: Apologized to
the customer for the technial issue.
Manager; Interpreter retrained
Manager: Interpreter retrained
Customer Service: Forward to
National Trainer.

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the Technical
Customer Service: Responded to
the customer

Customer Service: Apologized to
the customer for the Technical
Customer Service: Responded to
the customer

Manager: Interpreter retrained
Manager. CA retrained

Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained
Wrong ID - Interpreter did not work
that day or no longer works for us
Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the Technical
Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained
Wrong ID - Interpreter did not work
that day or no longer works for us
Customex Service: Responded to
the customer

Customer Service: Apologized to
the customer for the technical
Manager: Interpreter retrained



310178
310184

310189
310193
310196

310202
310231

310235
310237

310238
310250
310255

310258
310262
310264
310280
310283
310284
310290
310294

310299
310300

310301
310310
310312
310314
310327

310328
310343
310354
310355
310360
310371

3/31/09 14:26
04/01/2009

04/02/2009
04/02/2009
04/02/2009

04/02/2009
04/02/2009

04/02/2009
04/02/2009

04/02/2009
04/07/2009
04/07/2009

04/07/2009
04/07/2009
04/07/2009
04/08/2009
04/08/2009
04/08/2009
04/08/2009
04/08/2009

04/08/2009
04/08/2009

04/08/2009
04/09/2009
04/09/2009
04/09/2009
04/09/2009

04/09/2009
04/10/2009
04/10/2009
04/10/2009
04/13/2009
04/14/2009

3/31/09 14:27

04/01/2009

04/07/2009
04/10/2009
04/02/2009

04/07/2009
04/03/2009

04/03/2009
04/02/2009

04/02/2009

04/07/2009

04/07/2009

06/02/2009
04/07/2009
04/09/2009
04/08/2009
04/09/2009
04/09/2009
04/09/2009
04/08/2009

04/20/2009
04/08/2009

04/09/2009
04/09/2009
04/17/2009
04/29/2009
04/09/2009

05/06/2009
05/13/2009
04/17/2009
04/17/2009
04/17/2009
06/18/2009

MI

Mi

OR
MN
CA

cT
NH

CcO
MO

FL

MO

MN
MN
T
Wi

CA
MN

uT
VA

NY
T

MN
NY
MD

MA
FL
™
Wi

PA

VI receptive skills inadequate
Poor Signmail quality

Signmail
V1 Disconnected Caller
Poor Signmail quality

Poor VI etiquette
Poor Signmail quality

Poor Signmail quality
Poor Signmail quality

W\ receptive skills inadequate
VI Disconnected Caller
Signmail- VI fingerspelling was not clear

VI receptive skills inadequate

VI failed to relay conversation verbatim
Poor Signmail guality

Poor voice tone/quality

V1 Disconnected Caller

VIl was rude

VI receptive skills inadequate

Poor VI etiquette

VI receptive skills inadequate
Poor Signmail quality

Poor interpreting

Poor Signmail guality

Signmail- fingerspeliing was not clear
Vi Disconnected Caller

V1 fingerspelling was not clear

Poor Signmail quality

Signmail

Poor Signmail quality
Signmail- signing was not clear
Poor VI etiquette

VCC

No ID
No ID

1111
9960

8729
2830

5341

Wrong 1D
No ID
No iD

3378
9812
5332
3703
4176
3043
7942
No ID

7221
No ID

754
No ID

2939
No ID

1940
3239
3703
11011
6803
4234

Wrong ID - Customer Service
responded to the customer
Customer Service: Responded to
the customer

Manager: Interpreter retrained
Manager: Interpreter refrained
Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the Technical
Wrong ID - Customer Service
responded to the customer
Customer Service: Respond to the
cuslomer.

Customer Service: Respond to the
customer.

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
No Interpreter number provided
with complaint

Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained

Customer Service: Responded to
the customer
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter refrained
Manager: Interpreter retrained



310379
310402

310403
310404

310406

310410
310412

310413
310428
310450

310452
310464

310482
310513
310514

310524
310536
310549
310560
310573
310574
310577
310579
310580
310595
310597
310602
310603

310606

310607

310609
310611

04/14/2009
04/16/2009

04/16/2009
04/16/2008

04/16/2009

04/16/2009
04/16/2009

04/16/2009
04/17/2009
04/20/2009

04/20/2009
04/20/2009

04/21/2009
04/23/2009
04/23/2009

04/23/2009
04/24/2009
04/24/2009
04/2472009
04/27/2009
04/27/2009
04/27/2009
04/27/2009
04/27/2009
04/27/2009
04/27/2009
04/27/2009
04/27/2009

047272009

04/27/2009

04/27/2009
04/27/2009

04/14/2009

04/16/2009

04/20/2009
04/16/2009

04/17/2009

04/20/2009
04/23/2009

04/17/2009
04/20/2009
04/20/2009

04/20/2009
04/21/2009

05/07/2009
05/04/2008
04/23/2009

05/05/2009
04/27/2009
06/05/2009
04/30/2009
04/27/2009
04/30/2008
04/30/2009
04/28/2009
04/27/2009
05/04/2009
06/18/2009
04/29/2009
04/27/2009

04/27/2009

04/29/2009

04/30/2009
04/29/2009

OH

sC

CA

NM
MN

FL
sC
MD

MN
Wi

TX

uTt

MN
MN
MN
FL

NC
MI
NC
NE
ut
wi

NC

MN

OR

Poor Signmail quality
VCO; Poor VI etiquette

Poor VI etiguette
VI receptive skills inadequate

VI Disconnected Caller

Poor VI etiquette
Signmail- VI signingffingerspelling was not clear

Poor V| etiguette
VI receptive skills inadequate
Poor Signmail quality

VI Disconnected Caller
VI receptive skills inadequate

VI signing hard to follow
Voicemail- poor quality
Poor Signmail quality

VI failed to relay conversation verbatim

V| failed to refay conversation verbatim

Did not follow caller's request

Vi Disconnected Caller

VI failed to relay conversation verbatim

Poor Vi etiquette

Poor VI etiquette

VI failed to relay outgoing voicemail message
VI skills inadequate

VI failed to relay outgoing voicemail message
Poar interpreting

Poor VI etiquette

Signmail

V! did not interpret recording
VI Disconnected Caller

Pgor V! etiquetie
Poor V| etiguette

5303
6456

3708

6415
580 - wrong ID

7457A
8307

9321
13008

9908
5494
No ID

6005
6703A
278
9453
4977
9518
9518
7558
9009
8720
6722
7148

3270

2607
580

Customer Service: Apologized to
the customer for the Technical
No Interpreter number provided
with complaint

Manager: Interpreter retrained
Wrong D - Interpreter did not work
that day or no longer works for us
Customer Service: Apologized to
the custemer for the Technical
Manager: interpreter retrained
Wrong ID - Interpreter did not work
that day or no longer works for us
Manager: Interpreter retrained
Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained
Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: interpreter retrained
Customer Service: Apologized to
the customer for the Technical
Customer Service: Respond to the
cusiomer.

Customer Service: Apologized to
the customer for the Technical
Manager: interpreter retrained
Manager: Interpreter retrained



310612

310616

310636
310639
310640
310643
310645
310652

310657

310666

310679

310680

310682
310685

310687

310690
310692
310700

310705
310707

310715
310724

310738
310743
310746
310751

310761
310762

04/27/2009

04/29/2009

04/29/2009
04/29/2009
04/29/2009
04/29/2009
04/29/2009
04/29/2009

04/30/2009
04/30/2009
04/30/2009
04/30/2009

05/04/2009
05/04/2009

05/04/2009

05/04/2009
05/04/2009
05/05/2009

05/05/2009
05/05/2009

05/05/2009
05/05/2009

05/06/2009
05/06/2009
05/06/2009
05/06/2009

05/07/2009
05/07/2009

06/02/2009

04/29/2009

04/30/2009
04/30/2009
6/2/2009 13:08
06/18/2009
04/30/2009
04/29/2009

04/30/2009

6/1/2009 8:49

04/30/2009

04/30/2009

05/06/2009
05/04/2009

05/04/2009

05/05/2009
05/05/2009
05/06/2009

05/07/2009
05/05/2009

05/11/2009
05/05/2009

05/08/2009
05/08/2009
05/07/2009
05/06/2009

06/18/2009
05/07/2009

WA

VA

MN

CA

CA

DE

OK

X

NC
MA

TX
NY

TX
X

CcT

MN
OR

KS
CO

Poor Signmail quality

VI skilis inadequate

Poor voice tone/quality
Poor VI etiquette

V! Disconnected Caller
Poor Signmail quality

VI signing and receptive skills inadequate

VI receptive skills inadequate

Poor voice tone/quality

Did not follow caller's request
Poor Signmail quality

Poor VI etiquette

VI did not relay conversation verbatim
VI skills inadequate

Signmail- fingerspelling was not clear

VI skills inadequate
Poor VI etiquette
VI signing was not clear

VI did not interpret recording
Vi did not leave voicemail

VI receptive skills inadequate
VI Disconnected Caller

Poor Signmail quality

VI receptive skills inadequate
VI signing hard to follow

Vi receptive skills inadequate

VI receptive skills inadequate
Poor Signmail quality

7655
3967
394

589A
4998

8263

Wrong ID

8019
Wrang ID

No ID

7220
9465
1235 - Wrong ID

3130

2720
No ID

5484
8843
7478

1466

Customer Service: Apologized to
the customer for the Technical
customerCustomer Service:
Apologized for the incident and
forwarded to Mational Trainer
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Customer Service: Apologized for
the incident and forwarded to
National Trainer

Customer Service: Responded to
the customer

Wrong 10 - Interpreter did not work
that day or no longer works for us
Customer Service: Apologized io
the customer for the Technical
No Interpreter number provided
with complaint

Manager: Interpreter retrained
Wrong ID - Customer Service
responded to the customer
Customer Service: Responded to
the customer.

Manager: Interpreter retrained
Manager: Interpreter retrained
Wrong 10 - Interpreter did not work
that day or no longer works for us
Manager: Interpreter retrained
Customer Service: Responded lo
the customer,

Manager: Interpreter retrained

No Interpreter number provided
with complaint

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Customer Service: Responded to
the customer.

Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the Technical



310772
310789
310790

310792
310793

310798
310823

310825
310834

310845

310846
310849
310857

310872
310874

310876
310882

310883
310885
310800
310801

310915

310916
310925
310929
310952
310958
310964

310981
310986
310988

05/07/2009
05/07/2009
05/07/2009

05/07/2009
05/07/2009

05/07/2009
05/07/2009

05/08/2009
05/08/2009

05/08/2009

05/08/2009
05/08/2009
05/11/2009

05/11/2009
05/11/2009

05/11/2009
05/11/2009

05/11/2009
05/11/2009
05/11/2009
05/11/2009

05/11/2009

05/11/2009
05/12/2009
05/12/2009
05/14/2009
05/14/2009
05/14/2009

05/15/2009
05/15/2009
05/15/2009

05/21/2009

05/19/2009

05/08/2009

05/08/2009
05/07/2009

05/07/2009
06/05/2009

05/11/2009
05/08/2009

05/08/2009

05/08/2009
05/11/2009
05/11/2009

05/12/2009
05/11/2009

05/14/2009
05/11/2009

05/27/2009
05/11/2009
05/11/2009
05/11/2009

05/11/2009

05/14/2009
06/18/2009
05/12/2009
05/14/2009
05/14/2009
05/14/2009

05/20/2009
05/18/2009
05/18/2009

NY

OR

CA
CA

NY

urt

MN
NY

CA

MA

FL

NE
NE

NE
NY

NV
uTt

™

AK

1P,
AL

FL
CA
NY

NC
CA

Signmail- VI signing/fingerspelling was not clear

VCO
Poor Signmail gquality

Poor VI etiquette
Poor Signmail quality

Poor Signmail quality
Poor VI etiquette

VI receptive skills inadequate
VI receptive skills inadequate

Pogr Signmail quality

Poor VI etiquette
Poor VI etiquette
Poor Signmail quality

VI signing and receptive skills inadequate
VI signing and receptive skills inadequate

VI signing and receptive skills inadequate
Signmail- Signing hard to follow

VI skills inadequate

VI receptive skills inadequate
Vlinterjected into call

V! receptive skills inadequate

V1 signing was not clear

Poor Vi etiquette

VI did not relay all conversation verbatim
VI Disconnected Caller

Poor interpreting

Poor VI etiquette

VCO

Poor VI etiquette
Did not follow caller's request
Poor VI etiquette

4241
259
605

7323

118a

7115
5346 - Wrong ID

5918
9101

4868
81008 - Wrong ID

10011
No ID

3124

5151

13023

5571b - wrong ID

Wrong ID

3028
7004
9922
7432a
2148
No ID

9223
6907
8302

Manager: Interpreter retrained

Customer Service: Apologized to
the custaomer for the Technical
Wrong 1D - Interpreter did not work
that day or no longer works for us
Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the Technical
Customer Service: Responded to
the customer.

Director called and apologized to
the customer

Manager: Interpreter retrained
Wrong ID - Interpreter did not work
that day or no longer works for us
Customer Service: Responded 1o
the customer.

Manager: Interpreter retrained
Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained
Wrong ID - Customer Service
responded to the customer
Manager: Interpreter retrained
Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained

Manager; Interpreter retrained
Manager: Interpreter retrained

Wrong ID - Interpreter did not work
that day or no longer works for us
Wrong ID - Customer Service
responded to the customer
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained

No Interpreter number provided
with complaint
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained



310989
311004

311013
311024
311031
311039
311059
311069
311073
311079
311080
311082
311083

311086
311092
311113
311118
311132
311147
311149
311174
311177

05/15/2009
05/18/2009

05/18/2009
05/18/2009
05/19/2009
05/20/2009
05/20/2009
05/21/2009
05/21/2009
05/21/2009
05/21/2009
05/21/2009
05/21/2009

05/21/2009
05/22/2009
05/26/2009
05/26/2009
05/26/2009
05/26/2009
05/26/2009
05/28/2009
05/28/2009

05/18/2009
05/19/2009

05/20/2009
05/20/2009
06/16/2009
06/02/2009
05/22/2009
05/26/2009
05/27/2009
06/01/2009
06/02/2009
06/02/2009
05/21/2009

06/18/2009
05/22/2009
05/26/2009
05/27/2009
05/27/2009
05/27/2009
06/01/2009
06/02/2009
06/02/2009

MN
MO

OK
PA
=1
CA
Wi
X
AZ
FL
FL

MN
MI
MN
NC
FL
WA
FL
NY
MN

Poor VI etiquette; VI Disconnected Caller
VI did not stay with call

VI signing was not clear

Poor VI etiquette

Signmail- Vi skills inadeguate
Signmail- Signing hard to follow
VI Disconnected Caller

VI receptive skills inadequate
V| receptive skills inadequate
Poor VI etiguette

Poor VI etiquette

Vi signing was not clear

VI failed to relay conversation verbatim

VI receptive skills inadequate

V1 signing was not clear

VI failed to relay outgoing voicemail message
VI failed to reiay outgoing voicemail message
VI signing was not clear

VI receptive skills inadequate

VI interjected into call

Poor VI etiquette

VI failed to relay all conversation verbatim

9880
3015

4605
2391E
667
5419
7454
1100
3121
3006
754
3379
No ID

8218
5154
5610
9660
6549
9877
6804
8852
6648

Manager: Interpreter retrained

Customer Service: Apologized to
the customer for the Technical
Manager: Interpreter retrained

Manager: Inierpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager. Interpreter retrained
Manager: Interpreter retrained

No Interpreter number pravided
with complaint
Manager: Interpreter retrained

Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained
Manager: Interpreter retrained

TOTAL: 702



Sorenson Communications IP Relay Complaint log June 2008 through

May 2009

Complaint Date of

Date of
Resolution

Resolution

D Complaint

338349 6/12/08 11:45
341093 6/20/08 14:26

344880  7/1/08 14:19
345163  7/2/08 10:27
345257  7/2/08 13:58
347135  7/9/08 9:22
349706  7/16/08 16:26
350203  7/18/08 8:10
351378  7/22/08 9:13
353595  7/29/08 10:33
353599  7/29/08 10:37
354142  7/30/08 16:42
355650  8/5/08 8:47
355793  8/5/08 12:57
355829  8/5/08 14:10
356097  8/6/08 10:02
356418  8/7/08 8:19
357854  8/12/08 11:14
358675  8/14/08 15:58
360217  8/20/08 13:43
360428  8/21/08 10:03
360518  8/21/08 14:43
361800  8/26/08 14:24
363282  9/2/08 8:43
363723  9/3/08 10:59

CA Complainis

6/13/08 14:14 CA did not interpret

recording

6/20/08 14:27 CA disconnected call

8/6/08 7:33
7/2/08 10:30
7/2/08 14:03
7/9/08 9:23
9/2/08 13:52
7/18/08 8:13
9/2/08 13:43
7/29/08 10:43
7/29/08 10:39
7/30/08 16:42
8/5/08 9:12
8/7/08 §:31
8/5/08 14:12
8/6/08 10:03
8/7/08 8:22

8/20/08 9:51
8/14/08 15:58

8/21/08 15:30

8/21/08 10:13

8/21/08 16:47
10/27/08 15:38

9/5/08 12:00

9/5/08 11:57

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Did not follow callers
request

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Poor CA etiquette

CA disconnected call

Unable to connect to
service

Unable to connect to
service

CA competency

CA disconnected call

Unable to connect to
service
Unable to connect to
service

Manager
Manager
Manager
Manager
Manager
Manager
Manager
Manager
Manager
Manager
Manager
Manager
Manager
Manager
Manager
Manager
Manager

Manager
Manager

Manager
Manager

Manager
Manager

Manager

Manager

: CA Retrained

: CA Retrained

: Technical issue resolved
: Technical issue resolved
: Technical issue resolved
: Technical issue resolved
: CA retrained

: Technical issue resolved
: Technical issue resolved
: Technical issue resolved
: Technical issue resolved
: Technical issue resolved
: Technical issue resolved
: Technical issue resolved
: Technical issue resolved
: Technical issue resolved
: Technical issue resolved

: CA retrained
: CA retrained

- CA retrained
. Technical issue resolved

: CAretrained
. CA retrained

: Technical issue resolved

: Technical issue resolved



365169

365199

365286

365907

366317

366894

366912

366989

369070

369363

369472

369653

369995

371264

373583

375458

3735504

375939

376154
377322
378404

380455
382181

382278

382622

383167

383435

384165

9/9/08 6:43
9/9/08 8:20
9/9/08 11:53
9/11/08 10:30
9/12/08 14:21
9/15/08 10:43
9/15/08 11:18
9/15/08 14:33
9/23/08 9:17
9/24/08 7:53
9/24/08 14:38
9/25/08 8:38
9/26/08 14:56
10/1/08 8:57
10/8/08 7:44
10/14/08 12:11
10/14/08 13:38
10/15/08 15:18

10/16/08 9:14
10/20/08 11:28
10/23/08 11:51

10/30/08 15:20
11/6/08 8:27

11/6/08 13:56

11/7/08 15:12

11/10/08 11:05

11/11/08 8:31

11/13/08 9:53

9/9/08 9:20

9/9/08 10:19

10/27/08 15:42

9/11/08 10:45

9/12/08 14:23

9/15/08 10:44

9/15/08 11:19

9/18/08 14:23

9/24/08 7:20

9/24/08 9:58

9/24/08 14:41

9/25/08 9:30

9/26/08 14:57

10/1/08 10:34

10/8/08 12:13

10/14/08 12:12

10/14/08 13:41

10/15/08 15:20

10/16/08 11:31
11/11/08 10:49
11/3/08 10:50

11/3/08 10:46
11/6/08 14:11

11/6/08 15:05

12/4/08 11:50

1/14/09 9:44

11/13/08 9:55

11/18/08 8:38

Unable to connect to
service
Unabile to connect to
service
Unable to connect to
service
Unable to connect to
service
CA disconnected call

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Line disconnected

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Line disconnected
CA competency

CA disconnected call

CA competency
Unable to connect to
service

Unable to connect to
service

CA disconnected caller

Bad connection

Unable to connect to
service
CA competency

Manager: Technical issue resolved
Manager: Technical issue resolved
Manager: Technical issue resolved
Manager: Technical issue resolved
Manager: CA retrained

Manager: Technical issue resoived
Manager: Technical issue resolved
Manager: Technical issue resclved
Manager: Technical issue resolved
Manager: Technical issue resolved
Manager: Technical issue resolved
Manager: Technical Issue
Customer Service: Apologized to the
customer for Tech issue

Technical Resolution

Technical Resolution

Technical Resolution

Technical Resolution

Technical Resolution

Manager: CA retrained
Manager: CA retrained
Manager: CA retrained

Manager: CA retrained
Technical Resolution

Technical Resolution
Manager: CA retrained

Customer Service: Apologized to the
customer for the technical issue.

Technical Resolution

Manager: CA retrained



384212
385492

385494
385509

386332

387016
387305

387335

388479

390455

391648

392660

393069
393622

394138

394183

394271
394442

394443

394468

394471

394540

394649

394698

394711

394714

11/13/08 12:10
11/18/08 10:52

11/18/08 10:59
11/18/08 11:49

11/21/08 9:29

11/24/08 11:56
11/25/08 8:53

11/25/08 10:01

12/1/08 14:18

12/8/08 14:29

12/12/08 10:20

12/16/08 9:36

12/17/08 11:10
12/19/08 6:52

12/23/08 14:00

12/29/08 13:53

12/30/08 14:44
1/12/09 10:21

1/12/09 10:29

1/13/09 12:44

1/14/09 7:23

1/16/09 8:08

1/23/09 10:21

1/27/09 10:20

1/27/09 12:38

1/27/09 12:54

11/13/08 12:11
11/18/08 10:57

11/19/08 13:38
11/19/08 10:49

2/12/09 15:08

11/24/08 13:59
11/26/08 8:17

11/25/08 10:03

12/1/08 14:29

3/3/09 8:38

1/14/09 11:38

12/17/08 9:54

12/17/08 11:11
12/19/08 6:57

12/24/08 7:45

12/29/08 13:54

1/14/09 12:22

1/15/09 11:37

4/2/0910:11

1/13/09 12:47

1/15/09 8:42

1/16/09 8:10

1/23/09 10:49

3/18/2009 15:28

2/11/09 13.47

1/27/09 12:56

CA did not follow
instruction

Unable to connect to
service

Line disconnected

Unable to connect to
service

Unable to connect to
service

CA competency

Unabie to connect to
service

CA disconnected caller

Unable to connect to
service

Unable to connect to
service

CA didn't keep caller
informed

Unable to connect to
service

Poor CA etiquette

Unable to connect to
service

Unable to connect to
service

CA failed to relay
answering machine
message

CA competency

CA disconnected caller

102: Did not follow
callers request
Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

Unable to connect to
service

CA competency

CA competency

Unable to connect to
service

Manager: CA retrained
Technical Resolution

Manager: Technical 1ssue
Technical Resolution

Technical Resolution

Manager: CA retrained
Technical Resolution

Manager: Technical Jssue

Customer Service: Apologized to the
customer for the Technical Issue

Customer Service: Apologized to the
customer for the Technical Issue

Manager: CA retrained

Customer Service: Apologized to the
customer for the Technical Issue

Manager: CA retrained

Customer Service: Apologized to the
customer for the Technical Issue

Customer Service: Apolagized to the
customer for the Technical lssue

Customer Service: Apologized to the
customer for the Technical Issue

Manager: CA retrained
Manager: CA retrained

Manager: CA retrained

Customer Service: Respond to the
customer,

Customer Service: Respond to the
customer about FCC Policy
Customer Service: Respond to the
customer about FCC Policy
Customer Service: Respond to the
customer for the Technical lssue
Customer Service: Respond to the
customer,

Customer Service: Respond to the
customer

Customer Service: Respond to the
customer



394719

309173

309187

309216

309231

309232

309241

309241

309250

309256

309257

309258

309259

309260

309262

309263

309269

309273

309280

309281

309304

309344

309371

309371

308371

309386

309403

1/27/09 14:47

1/29/2009 8:35

1/29/2009 14:58

2/3/2009 9:16

2/42009 7:47

2/4/2009 7:50

2/4/2009 11:25

2/4/2009 11:25

2/4/2009 14:26

2/5/2009 8:59

2/5/2009 9:19

2/5/2009 9:24

2/5/2009 9:25

2/5/2009 9:29

2/5/2009 9:39

2/5/2009 9:43

2/5/2009 13.47

2/5/2009 14:49

2/5/2009 16:05

2/6/2009 8:18

2/7/2009 13:24

2/8/2009 11:33

2/9/2009 9:21

2/9/2009 9:21

2/9/2009 9:21

2/9/2009 12:50

2/9/2009 15:51

3/18/09 8:55
2/3/2009 15:45
2/25/2009 10:27
2/3/2009 9:16
2/4/2009 7:48
2/4/2009 7:51
2/4/2009 11:27
2/4/2009 11:27
2/4/2009 14:26
2/5/2009 8:59
2/19/2009 10:45
2/5/2008 9:24
2/5/2009 9:28
2/5/2009 9:28
2/6{2009 9:39
2/19/2009 10:46
2/5/2009 13:47
2/5/2009 14.49
2/10/2009 10:33
2/6/2009 8:19
2/7/2009 13:24
2/8/2009 11:33
2/9/2009 9:22
2/9/2009 9:22
2/9/2009 9:22
2/9/2009 12:51

2/9/2009 15:53

Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable ta connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service
Unable to connect to
service

Customer Service:

customer

Customer Service:

customer.

Customer Service:

customer

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

custiomer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Customer Service:

customer.

Respond to the

Respond to the

Respond to the

Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the
Responded to the

Responded to the



309407
309416
309418
309432
309469
309525
309528
309539
309541
309568
308697
310012

310277

310397
310720
310827

311023

2/10/2009 8:17
2/10/2009 10:13
2/10/2009 10:25
2/10/2009 16:02
2/12/2009 15:50
2/17/2009 15:40
2/18/2009 7:25
2/18/2009 14:00
2/18/2009 14:26
2/22/2009 15:34
2/27/2009 8:21
03/17/2009

04/07/2009

04/15/2009
05/05/2009
05/08/2009

(5/18/2009

2/10/2009 8:20
2/10/2009 10:14
2/10/2009 10:29
2/10/2009 16:06
2/12/2009 16:40
2/19/2009 11:32
3/3/2009 8:35
2/18/2009 14:32
2/19/2009 16:04
2/24/2009 11:56
3/3/2009 15:33
03/18/2009

04/05/2009

04/15/2009
05/11/2009
05/12/2009

5/21/09 14:56

Unable to connect to
service
Unable to connect to
service
Unable to connect to
sefrvice
Unable to connect to
service
Proccessing call time

Unable to connect to
service

Unable to cannect to
service

Unable to connect to
service

Unable to connect to
service

CA etiquette

Line disconnected

CA did not keep caller
informed

CA disconnected caller

Unable to connect to
service
Proccessing call time

Line disconnected

Unable to connect to
service

Customer Service: Responded to the
customer.

Customer Service: Responded to the
customer.

Customer Service: Responded to the
customer

Customer Service: Responded to the
customer.

No CA number provided with
complaint

Cusiomer Service: Responded 1o the
customer about FCC policy
Customer Service: Responded to the
customer.

Customer Service: Responded to the
customer.

Customer Service: Responded lo the
customer.

Manager: CA retrained

Customer Service: Customer Service:
Apologized to the customer for the
Technical Issue

Manager: CA retrained

Customer Service: Apologized to the
customer for the Technical Issue

Customer Service: Responded to the
customer
Manager: CA retrained

Customer Service: Responded to the
customer

Customer Service: Apoiogized to the
customer for the Technical Issue

TOTAL: 123



