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June 30, 2009

Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Street, S.W., Room TW-B204
Washington, DC 20554

Re: CG Docket 03-123
Dear Ms. Dortch:
The New Jersey Board of Public Ultilities did not receive any written or oral complaints during
the period of June 1, 2008 through May 31, 2009, which alleged violations of FCC rules

regarding Telephone Relay Service. The service provider, Sprint received directly, a total of
sixty-two complaints and their summary of these complaints is included herewith as part of our

response.
Sincerely,
Cpiitullos] fi5
Anthony Centetlla, Director
Division of Telecommunications
AC/bg/dr

oYY




PESE,
hv‘:’ “:E {JEIV!‘”
AU BARY,
R IV . LN

T i
JUN 15

SprintN}
Relay

New Jersey
FCC Complaint Log 2009




Comptaint Tracking for NJ (06/01/2008-04/30/2009). Total Customer Contacts: 62

Tally [Date of Natura of Complaint Date of |Explanation of Resolution
Compt. Resolution

1 06/18/08  |A VGO user complained that the typing coming from the agent was [06/18/G8  |A tearn leader met with the Communications Assistant and asked him to be
very bac. i was not garbled, there was jusl a lol of spelling arrors mare careful whean typing 1o TTY users. A follow-up latier was mailed 1o the
and mistakes. Tha cuslomer would like a brief follow-up [atter custamer.
maled 1o her. The complaint was forwarded.

2 06/19/08  |ANJ TTY customer is English but the computer keeps sernding 16/19/08  [A technician apanad a trauble tickst but could not duplicate problem The issua
thern Spanish Macros. The preterance was changed le English but seams to be rasolved. No follow-up was requaslad
it keeps Typing in Sparmsh. Customer Service apologized to the
customar and turned in a trouble lickel. No follow-up 15 needed.

3 06/25/08  |A customer said they "Gave my number 1o call and then | said 06/25/08  |Supervisor mat with this agent and coached on answering machine
|eave message...so Ageni was typing the message to this and the proceduras, and fallowing customer inslructions. Agenl did not remember lha
agent interrupted me with the ringing macro. Agent needs lo pay call. but epalagized ter any inconvenience caused.
attention Lo the deal cuslomer”. Forwarded the complaint to a
supervisor Tor tollow-up.

4 06/25/08 Customer requested that VCO be turned on after they typed ocut 06/25/08 | A supervisaor mal with this agent and coached themn on VCO procedures and
the calling to number. Reached an ans. mach. Agent failed lo urn haw to pracess VCO calls with answerng machines The supervisor called the
on VGO. Agent explained o custemer lha! they thoughl Ihe custamar.
customer meen| outbound would be VCC. Forwarded to supenvisor
tor fellow up.

5 07/02/08 A NJ TTY customer has been reaching Spanish agents when ha  |07/02/08 The Aelay Program Manager catied the cuslorner four times but got a busy
dials 71%. Agent epologized for the inconveniance, tesled the 711 signal each time. There is na alher means ol reaching lhem. The technician
translation number and received an English agant. Cpenad a branded numaer far English.
trouble ticket. Follow-up was reguesied.

B 07/08/08 | The VCO cuslomer stated Lhal Lhe operator had really bad spalling [07/05/08  |The cparator recallad this VCO customer who complained she had bad
throughoul the enlire conversalion. Sha slated Lhal the spelling, The oparator called aver a supervisor, who wiinassed thal tha typing
conversation was lerrible bacausa ol the operator’s mistakes. was nol garbled and il did not have Lypos. The superviser ined to speak to the

customar but was discennectad. Tha supervisor documentad this convarsaton.

7 07/09/08  |This NJ TTY user is calling 711 and getting a Spanish greeting, but[07/09/06  [Manager spoke with the customer, who said everything right now is going
she uses English. This delays gelling her calls processed. Agenl smoathly. She thanked the Program Manager for caring and does nol requesl
checked system information and call answer type, selectad any further assistanca.

English, and submitted a troubla tickel. The customer wantis
cantact from the Program Manager.

8 07/11/08  |ATTY customer stated that the operator told them to call directory |67/11/08  |The operater recalled this TTY Custgomer. The opgrator stated thal the
assistance by dialing 411 instead of dialing diractory assislance for custormner called and asked lor lhe number lo Direclory Assislance The
them. operator infarmed them that the quick dial was 411 and asked the custamer if

they would like her 10 dial oul lor them, The operator slales that the cugtomer
|nformad them they knew that information and became upsel. The operalor
called for a supervisor bul call was disconnected belore the suparvisor could
review the call. Operalors are encouraged to call on a superviser if thera are
any customar concerns, The operator was also reminded fo always lollow
cuslomer reguests or nstructions.

] 07/22/08 A customer dialed into relay and gave a number to dial and a 07/22/08 The agent understood that they dialed the incorract number. A floor supervisor
message lo leave on lhe answering mechine on first out dial. The coached the agent on aking up to 5 seconds from the "GA™ fo venly the
agent dialed the incorrect number and lyped oul the Iull answering number. The agent was trying to show tha cuslomer thal the corract answering
machine, The egenl realzed the mistake and dialed the correct machine was reached by lyping the beginning of the message, bul was coached
number, but continued 1o lypa the baginning of answering machine not to type the message if a customer wants a message left nght away. A
before teaving the message. suparvisor called the cuslomer 3 limes bul there was na answer.

10 [7/24/2008  [Customer cailed in ralation to issue with billing error. 7/24/2008 [Customer mistakenly provided the wrong phone number for carrier registration

via email to CapTel Customer Service. The number customer gave was whal
was entered in the system, thus when the corract number was used 1o place a
call our system sent billing lo the defaull carsier lor a long distance call. CapTel
Customer Service corrected customer's registration records with correc! phone
number gnce brought to our attenlion. This remedied the problem.

11 |07/25/08  |The caller raported that her VGO branding and notas are not 07/25/08  |A trouble ticket was open and a dedicated VCO numbser was provided. The
waorking with the relay cparalors ang her ¢alls have been VCC Sranding was checked and Customer Sarvice apelogized lor the
disconnscted all night long becausa the agents did nol know she inconvenience. No lollow-up was requesied
was a VGO user, The agenl kepl typing over and aver "number
dialing pls".

12 |07/25/08 The customer expressed concerns about the agent taking ajong  [07/29/08  |The operatar was coachad that if she can't get the number dialed out within 5
time to dial the number, hawever it was noted by a supervisor thal seconds or less due lo billing or reading of cusiomer notes aic., that she needs
thara was a mistake in the typing ol the number by the inbound, 10 type "One momenl please” ta keep the calier informed. The operator was very
Agent apologized to lha cusiomer and informed her the operator receptive to the coaching
would be coached.




13 (07/28/08 The caller reported that her VGO branging and notes are not 07/29/08 The customer was called 4 times ta inquire about the status of 1ssue. There was
working with the relay operalors and her calls have been no answering machine and no other way to make contact. The consumer did
disconnecting all night long because the agents did not know she not call back with any more complainls.
was a VCO user. The operalors kept typing over andg ovar "number
dialing pls“. The noles plainly slale that she uses VCO and when
sha called Gustamer Service her number appears branded YCO
and lhe noles appear. She provided an agenl 1D number to
determine which call center handlad the calls. A lrouble nckel was
sntered. Gustomer Service apologized lor the inconvenience and
told her a Irauble ticket would be enlered. We also provided the
dedicatad VCO number ta use in the meantime. No lollow-up was
requestad.

14 |07/28/08  |The customar states that her mother cannot make any Long 01/26/09  |The Account Manager tried calling the consumer 4 times. | laft my phone
Distance calls when calling through Relay NJ. Relay Customer number, spoke with another parson in lhe house who said thal | needed ta
Service apologized for the preblem and assured the caller thal a spaak with consumer later. | did nol gat a return call and have no clher way to
trouble ticket would be sent in. A trouble ticket was opened. The contact the cuslomer. The Accoun! Manager has closed the case.
caller's daughter Linda would like a call back when the issue is
resolved.

t5 |08/07/08 |[The caller stated that the agent was net properly utilizing the 08/07/08  |The complaini was forwardad to the correct canter far follow-up.

Automatic Machine Relrieval leature to retrieve his massages. The Af the time lhis complainl was received, he operator menlioned was no longer
customer also feil that the ageni was typing poorly/wrong speed. employed by the company. If the opporlunily tc coach Ihe operalor had bean
They did not give a date for when Ihis occurrence happened, bul available, we would have retrained that ndividual on the proper use of the

they stated that it happens all ihe tima with Automatic Machine Automatic Machine Retrieval fealure end lhe importance of quality call
Retrievals. Foflow-up was requested. procassing. Account Manager called cuslomer 3 limes bul there was no answer.

16 ]08/08/08  |A call came in on the TTY line and customer placed 2 calls without [08/08/08  |The agent admits that sha bacame confused with the instructions and placed
saying anything aboul turning on ¥CO. Whan the customer typad the outbound en YCO, since lhe inbound customer had been typing on the
another number and said to turn on YCO, the agent thought il was other calls. There were no customer notes ihat say "sometimes YGO*, but the
tor next oulbound call and became confused, as VCO wes agent understancs now to verily any instructions before ouldialing in case she
supposad to be for inbound. Agenl apclogized to lhe customer and gets confused. A supervisor ollowed up with the customer at the time of the
follow-up was requested. complaint.

17 |08/28/08  |AMNJVCO user camng customer service came in as HGO. The 08/28/08  [The customer was called 4 times and four messages were left. There was no
customer reports that this has occurred before and when il does he reply. There s no other means of contacting the consumer. Customer Service
can't get 1o a relay operalor. The cuslomer is concerned if he has re-Branded the number and set il to YCO mode.
emergency he may nol be able to get help, | apologized, re-
branded, and set the preference for VCO answer type

18 [09/05/08 A customer called to comptlain that the, “Agent did not do a good  [0%/08/08 The complaint was forwarded to a supervisor for coaching on TTY calis, VCC
job wilh my call. | wanled 1o lype and they kepl telling me to "voice calls, and keeping Lhe customer informed. The team leader will conlact lhe
now.” | was nol sure il | was connecled to my girlfriend, refay would customer with the results ol the conversation,
not respond. The operalor completely messed up my call! . Agent The agent was lerminated from the company for poor werk performance and the
apclogized to the custamer for any inconvenienca. ticket was closed.

A leam leader spoke wilh lhe cuslomer in regards Lo lhis complaint.

19 |09/05/08 A NJ HCO customer has not been able ta connect 1o relay NJ 08/05/08  |The Acgount Manager called {he customer 3 times 1o inguire on the stalus,
since yeslerday 9/4. She has dialed 711 and the toll Iree relay NJ since lechnician checked out the 1ssue and a lroukle ticket was opened. The
number and she “gets nothing." Agent apalogized for the calls were not returnad and the Accouni Manager could not reach lhe
inconvenience and opened a lrouble Bcket. Follow-up was consumer,
requested.

20 |0949/08  |A VCO customer cannot complete long distance calls via NJ Relay.[08/22/08  |Account Manager called back and the customer is not having any more
| apalogized for the problem encountered and advised Lhat a problems.
complaint and trouble ticket would be enlered. The cusiomer
requests cantact.

21 [09/11/08  |A NJ HCO custermer is not able to hear customer service or the 09/11/08  |The Account Manager tried 10 contact tha consumer 3 tmes, there was no
ratay oparalors. The customer is branded as an HCO user. answer and no call back. Case closed since no there is no allernalive means of
Custorner Service could hear chirping sounds coming from the contact available.
customer's machine - they may need lo turn off sending auto 1D.

Gustomer Sarvice apologized

22 |09/14/08  |A VCO user called asking if the Customer Service Reprasentative [09/16/08  [Ralay Customar Service will conlacl the customer for further information.
could hear him. | assurec him that | could hear him clearly, then The customer did nol return the cali to discuss ihe issue lurlher.
‘began to type information to him about who to calt lor new VCO
mobile phone eguipment. During the call Ihe sound dropped olil.

The person must have been abls to read me as he waited unlil all
of the information was provided, then hung up. | could not hear him
for the resl of the call. Plaase check lor sound issuas.

23 |09/15/08  |A NI VCO customer cannot complate calls through NJ Relay, 09/15/08  |A technician needed to inform the consumer 1o twrn off caller id. | called back to
They gat an error massage saying: "CGannol procead with ouldial. inguire about the status of the problem and Lhe consumer is na longar having
COG not found®. | apologized for the problem and opened a any difficulty with long dislance calls.
trouble ticket Follow-up is required

24 |09/15/08  |A voice customer is unable to complete long distance call viaNJd  [05/01/08 | The Account Manager followed up and asked if there were any other problems
Ralay with their requested Carrier Of Chaica. | apologized for tha ralated to carder of choice. The customer said hal Ihe 155ue is resolved and
problem, advised them that | would open a trouble ticket. and that a that she loved using NJ Relay end gave the slall her complimenls. She
complaint would be entered. The customer requests contact ASAP thanked me for Lhe rasolution.

25 |[09/17/08  |The agent had terribie garbling on her screen while taking 09/1748  |Technical issue reporied. No fallow up requested.

instructions from a caller end sould not read entire message. Atfer
talling the 1nbaund user several times that the message was
garbled, the nbound caller hung up. This is a technical issue and
not agent error.




26 [09/17/08  |An inbound TTY caller complained that agents were not following  [09/17/08  [Technicalissus reported. No fallaw up requasted
their instructions. The lext was very garbled and unreadable. All
procedures ware followad lo straighten out the 1yping bul nothing
worked. This is a lechnical issue and not agent efror s0 no aclion
was taken.

27 |09/22/08 A voice customer says the operator would not process the call 09/22/08 Cuslomar Service apologized to the eonsumar and processad a customer
without hearing "GA". The cuslomer says the operalor chaslised support [orm, They were satislied and did nol request a lollow-up cail
het for speaking withoul using "GA", Agent apologized 1o tha
customer and processed a customer support form, No follow-up
was requasied.

28 |09/22/08 The cusicmer has not been able to receive incoming calls aver her [09/22/G8  [The customer had the selting on tha TTY incarrectly programmed There is no
TTY, which is an Ultralec. She has conlacted Ulratec technical further issue wilh her TTY calis
support bul lhe issue has not baen resolved Sha would fike Sprint
technical support to help her wilh lhis problem. She 1s able to place
oulgoing calls.

29 [10/08/08  [A customer stales that she called a business using relay. The 10/69/08  |A suparvisor reviawad the call and witnessed this call was processed according
operator typed the name of the business and the sentence, "How 1o procedure. The operater typed the entire oulbound greeling which ended
may | halp you ga". The cuslomer proceeded lo speak by typing to with "May | Help You". The oulbound customer did not know relay so Lthe agenl
the outbound, bul she was inlerrupted. The operator interjected, had o explain it.

"Explaining Relay". Tha cuslomer conlends Lhe inlerruption was
rugde and the macro (explalning relay) could have wailed until lhe
customer had finished typing/talking. Tha supervisor detended the
agernt error. Agent apologized. Training will be notified and (sllgw-
up was requested.

30 [10/09/08  |A NJ VCO user complains that she is unable to connact, has te ¢all|10/09/08 | The customer had moved and was calling from her new numbar, branded,

4 times and it takes up to an hour to connact with ralay using (he added a note and set preference as a VCO user in the cuslomer dalabase
dedicated VCO number. | apologized, re-branded, put a nata, and

selected VGO as the caller's preference. | let Ihe cuslomer knaw ta

call back il lhe issue persisted. A test call was made to tha

customer successiully.

31 |10/14/08  |A VCO caller is unable ta make any long distance calls thraugh NJ [10/14/08 | The Account Manager contacted the consumer to ask if the 1ssue s still
Relay. t apologized 1o the caller and opened & traubls ticket. | alsa unresclved. They said that avarything is fine, there wara no more problems, and
contacted Verizen (LEC) to regort the problem -- a ticket wes they are satislied with the resolution.
issued Irom Verizon. The customer wants fallow-up.

32 [1017/08  |A caller reported several ilems ol discoment with Sarint Relay, Ha [10/17/08  [The Account Manager called the consurner 3 times and left messages but there
reporied ihal on several cccasions, VGO with privacy was nal was ne return call. The case is closed, since there have been no consumer
working. He stales thal il |his happens again he will file a lawsuit contact after repeated atlempts for connection.
and "this would not stand up n a court ol law". In the pasl his
number was changed from VCO to HCO withpul his knowledge, his
database notes have been changed by reiay operalora without his
permission, and he considers the service "a big jeke”. He
instructed Customer Service not to say "I'm sorry®, becausa Lhat
means nothing to him, 50 no apology was given. Customsr Service
tried to answer the many quastions he posed in as much detal as
possible. Follow-up is nol requesied bul is advised

33 |10/20/08  |A voice caller called inle NJ retay stating that relay operator lefta [10/20/08B  |The operator showad proper knawledge at processing calls where thay leave &
massage on hal answaring machine about medical racords. The message on an answering machine for a Voice Customer. The operator did nat
voice persen sialed thal "l am a doctor and | have spent the past recall an incident where 1hey called a doclor's affica and was asked lo leave a
half hour trying to find oul who lhis person was, because there was message. They also showed knowledge Ihat ll messages should be raad
no hame or ralurn pumber for the person requesting medical varbatim. The operator was coached o immadiately (et a supervisor know it
records.” The caller staled thal the operator said “This is oparalor there may be any technical issues thet could cause concerns with calls. | called
with & message could you please call 711 aboul my medical the docter's office three Limes and lell messages. Na return calls (o the NJ
recards you have my Informalion, thank you". | assured the Center were made.
customer thal the matter would be looked info. The caller wauld
like a follow-up as lo why there was no contact informatian given,

34 |10/24/08  |A voice caller from NJ compiains that whan trying to call from her  [t10/24/08 | The customer was referred 1o Verizon ic fix the issue since i1 is nol an issua
cell to her daughter's cell phone by Verizon, she is connecting lo a regarding relay services. The customer did net reques| conlacl.
relay service recording regarding Inlernel Relay. Neilher of the
parties use relay. Agent apalogtzed, made a 1est call, and recsived
same recording.

36 11/05/08  |A customer catled saying "Operator disconnects rude, 11/08/08 | The agent in question no longer works hers,
incompetent, anger, told VOO user all sha does 1s complain - her
mother complains about her too." The customer says it took 5
attempts 1o place a cali and she did not place the call. They would
like a follow-up g-mail.

37 |11/11/08  |The customer requested Verizon as their Long Distance carrier 11/11/08  |A team leader went over this with the agent and coached har on processing
and lhe agent dialed through Sprint. A supervisor assisted in giving Long Dislance calls with Carrier Qf Choice and how 1o do immediate credit. The
immadiate credit. The comptaint was forwarded to a supervisor lor agent did not ramember 1he call, bul apologized lor the incenvenience lo
tallow-up. customer.

38 1111408 [The customer requestad Verizon as their Long Distance carrier 11/11/08  |A team leader spoke with this agent about this incident. The agent did not

and the agent dialed through Sprint. A supervisor assigted in
issuing an immediaie credit. Tha complaint forwarded to a
suparvisor for coaching on lollowing inslructions and how ta do
immaediate credit.

rermember the call, howsever, the team leader coached Ihem on following
customer instructions and pracessing immediate credit. The agent apalogized
far the inconvenience.




that whan they received a relay call, operator "8130 did nol keep
me informed of anything that was happening. No GA's ware used
at any tima. There were periods of dead silence. Typing was very
bad and slow. And | believe | was disconnacted because there was
dead silence and nevar any response.” Agant informed the voice
caller thal the inlormation waull be tranefarrad to the Immediale
supervisor of the operator

39 |11/48K0B  |A veice customer is having problem connecling properly to his 05/08/08  |The Account Manager called tha consumer and was loid, "Everything is fing
mother, a TTY user, via NJ Relay. Agent advised the sustomer that Mother had the TTY sel on ASCIl code, when she did nol have a computer, so it
a trouble ticket and complaint would be opened per his requesl. A wasn't going through. Everyihing s fine now, lhanks™,
trouble ticket was opensad. The cuslomer requests conlact asap.

40 [12/02/08  [The customer states that sha cannot consistently reach a relay 01/27/63  [The consumer said that the dadicated number for ¥CO did ngl wark very well,
operator when dialing 711 or the VCO dedicaled number. She said and she slarled using 711 Jar all her relay calls. She has had na prablem wilh
that sometimes the call goes lhraugh bul somealimes il does nol. using 711 and has no olher issues.

Relay Customer Servica apologized for the problem and assured
her thal a complainl would be sant in,

41 1205/08 A NJ VGO user complains that she is unable to connect as VOO [12/05/08  |Customer service apologized 1o customer for the probler reaching relay.
when dieling 711, Having never received an incoming call in the 4 Agent provided the dedicaled VCO user numbar, veritiad that the callar's
years she has had her machine, she Is very concerned for her answer type is correcl in syslem and thal Lhe branding shows VCQ. 1Agen|
communicatian. Agent providad the dedicated VCO user number educatad the custornar on how | receive an incoming call via ralay, placed a
and verilied that the caller's answer typa is correct. test call successtully through relay, and submitted a trouble lickel

42 1212/Q8 Technical - General 12/12/08 Al approximataly 2:02 PM CapTel expariencad an inarruplion al the Data
Canter causing some calls to ba dropped and othars were nol answered during
the 10 minute outage. Calls conlinuad to queue up during the putage and were
promptly answerad once the interruplion was resolved The customer was
natified of the circumstance and upon trying her call again she was successiul

43 |12A13/08 Tha custormer has been having problems reaching an operator 12/13/08 Customer Service apologized and forwarded the information for review to
when placing VCO calls via New Jersay relay using an technical suppart. The consumer was satis!ied and did nol requesl lollow-up Il
Ameriphone. They have to wail '7 or 8' minules consislenlly when the problem continues, the consumer will call back.
lrying to place relay calls, The fina is branded VCG and Lhe
problem has been occurring a 'long ime™,

44 12/16/08 The customer explained that she askad for a supervisor after her  |12/16/08 Customer Service apologized. The consumer accapted the apology and no
call had ended. The agent did not foliow her insluclions. Agent additional follow-up was requested.
apologized and no follow-up was requested.

45 12/21/08 The customer complained that they were unable 1o reach the ralay |05/08/09 This issue was assigned o Customer Service, who will contact the customer to
service. Attempts made in the !ast monlh 1o reach a relay cperator discuss the issua further before opaning a trouble lickel.
have resulted in busy signals. Customer service apologized for the The cuslomer had the ASCIl coda programmed on her TTY but did nol have a
inconvenience and suggested a technical service lollow-up. Alter computer Tha programming was switched and the TTY calls are line now,

di ing the issue furthar with the VCO customer, a troukble ticket
was opaned regarding the problem and assigned 1o 1he Program
Manager.

46 |02/02/09 The customer reparts that the Relay operator did not thair fellow  |02/05/09 A manager want over the proceduras with the agenl, wha does knaw
reguest lo aclivate VCC. Tha operator did nat comply and appropriate procedures.
communication was ngt achieved. Tha custamer expecis this
aperalar lo learn the proper proceduras of the job and the
customer requesls conlact.

48  |03/05/03  [Cuslomer called about a dialing issue - Unable to dial regional 800 [03/05/09  [Yechnical Suppart made an adjustment so that the CapTel user can
number. suscesstully make caplioned call to regionat 800 numbers.

49 |03/08/03  [The customer complained that thay insttucted the agent to hang up|03/08/09  |Tha agenl was coached on the misunderstanding from the customer and the
i they reached an answering machine. The VCO user was hard lo corract precedures from a floor supsrvisor . Follew-up was requesled The
understand and the agent thought he wanted io leave 8 message. agent's team leader called the customer 3 times but there was no answer.
Aller 2 "ga” and a couple of "sk's were sanl, the customer told a
supervisor that the agenl kepl lelling him "baep”.

50 [03/08/08  [A voice customer was Irustrated toward the agent because the 03/08/08  |The agent tailowed procadures and did rothing wrong. Non-agent srrar, and no
agent would not engage in conversation with him during a call. action was Lakan.

51 [0310/08  |Customer called about the accuracy of captions. 03/11/09 1A customar sharad {eedback regarding the accuracy of captions and provided
spacific call data. The Customer Service Reprasentative apolegized for the
incigant and thankad the cuslomer for the leedback. The cell detail was shared
with Call Cantar managament lor follow-up with the Communications Assislant
by ther suparvisor.

52 [3/17/2008 |Customer called about disconnect/raconnect issues during calls.  |3/17/2D09  |Sant customaer informatian explaining the diffarence between a CapTs! and a
traditional phene. Explained lo customer why disconnection/reconnection mighl
be occurring and sent email with tips to reduce their occurrence

53 |08/ 7/09  |A voice customer from a court office called into NJ relay stating 03/17/09  |manager stated that call center does not have any agents with that idantification

number.




Date Generatad: Tue, May, 18ln, 2008 @ 12:21:52 PM CT

54 |04/08/09  |A TTY user asked to be connected to customer service. The agent [04/08/08  [The floor supervisor reviewed TTY lo TTY pracadures with the agent and also
said the message was garbled but did not fallow the nates. The them on approach wilh custamers. The agent did nat process [he call corraclly
TTY user said the agent was bad and argued wilh them. The agent and was upset with the situation. The supervisor 0ld the agent she needed to
did ngt fallow TTY pracedures and the caller (ell lhe agent was be aware of how she sounded and typed.
rude and not skilled.

5% |04/08/09 A customar said that a supervisar would not their gender or name  |04/08/0% Thers is no supervisor with that number, and the agent with that number was
when tha caller was asking for it. The catier fell thal the supervisar not working al the time the comptaint came in.
was rude. This was (orwardad La the correct center.

56 |04/15/09  |A TTY user said, "l was on tha phone with an agent thal was 04/15/09  |The supervisar says Ihe cusiomear was harassing him and threatening to
i1srrible. | asked for a supervisar. Supervisar came on the line did complain abaul him for no reason. He provided his gendar 1o lhe custemar and
nol say name or gender. | asked for the gender, Lhe suparvisor then transfarred 1o Customer Service per lhe cuslomer's request.
said did not need te give that into and refused. Eventually
supervisor said il you must know its (M). | asked for help and
supervisor said gacdbye and hung up.” The TTY user is very
upset and 15 afraid the supervisor in quaslion will get the caller's
persenal info and harass them.

57 |04/20/09 Gustemer called regarding the accuracy of captions on tha CapTal.[04/20/09 Tha custamer's husband shared general feedback regarding the accuracy of
captions. The Cuslomer Service Representalive apologized for the incident and
thanked tha customer for bringing their experience Lo our attenlion. Gustamar
Sarvica nated that thay can take specitic action with call center parsonnel it
customer documanis il
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