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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,
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Anthony Cemtetlla, Director
Division of Telecommunications
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Complaint Tracking for NJ (06/01/2008-04/30/2009). Total Custamer Contacls: 62

time to die! tha number, however il was noted by a suparvisor that
there was a mislake in the [yping of the number by tha inbound,
Agent apelagized to the customer and informed her tha oparelor
would be coached.

Tally |Date of Nature of Gomplaint Date ol Explanation ot Resolution
Compl. Resolution

1 06/18/08  |A YCO user cemplained shal the typing coming from the agent was |06/18/08  |A 1eam leader met with the Comwmunications Assistant and asked him to ba
very bad. It was not garbled, there was just a lot of spelling errors more caraful when typing to TTY users, A lollow-up letler was mailed to the
and mistakes. The customer would like a brlel follow-up letter customed.
mailed lo her. The camplain? was forwarded.

2 06/19/08 A NJ TTY customer is English but the computer keeps sending 06/t3/08  |A technician opened a trouble ticket but could not dupiicale problem, The issue
them Spanlsh Macros. The preference was changed 1o English but seams to ba resolved. No foliow-up was requesied.
it keeps typing in Spanish, Cusiomer Service apologized 1o the
cusiomer and turned in a trouble tickal. No follow-up ia needed.

£ 08/25/08  |A custemer said they "Gave my number to cail and then | said 06/25/08  [Supervisor meat with this agem and coached on answering machine
leave message...s0 Agent was typing the message to this and the pracedurss, and lollowing customer instruclions. Agent did not remember the
agent interrupled me with the ringing metro, Agent needs lo pay call, bul apolcgized lor any inconvenience caused.
lanention 1o the deaf cusiomes”. Farwerded the compleint to a
supervisor for tollow-up.

4 06/25/08  Customer requesied that VCO be turned on after they lyped out  [06/25/08 (A supervisor met with this egent and coached them on YCO procedures and
thae calling to number. Reached en ans. mach. Agent lailed 10 wm how to process VCO calls with answering machines. The supervisor called the
on VCO. Agent expleined to cusiomer that they thaught the customer.
cuslgmar meant outbound would be VCO. Forwerded to supervisor
tor follow up.

5 07/02/08 A NJ TTY customer has been reaching Spanish agents when e [07/02/08  [The Relay Frogram Manager called the cuslomer four times but got a busy
dials 711. Agent apologized tor the inconvenience, 1asted the 711 signal eacn tima. There is no other meens of reaching them. The technician
Iranslation number end received an English agenl. Opened a branded number for English.
trouble tickat. Follow-up was requested.

6 Q07/09/08 The VCO customer stated that the operator had really bad speling [07/09/68  [The gperator recalled this YCO customer who complained she had bad
Ihroughout the enlire conversation. She staled that the spelting, The operalor called over a supervisor, who witnessed thal the typing
conversation was terrible because of the operator's mislakes. was not gerbled and it did nol heve Lypos. The eupervisor rried lo speak to the

customer byl was disconnected, The supervisar documented this conversation.

7 07/09/08  |This NJ TTY user is calling 711 and getting a Spanish greeting, but]c7/08/08  [Manager spoke with tha customer, who sald everything right naw is going
she uses English. This delays getting her calis processed. Agsni smoothly, She thanked the Program Manager lor caring and does not request
checked system infermation and celt answer typo, selacted any turther essistance.

English, and submitted a troubla licket. The cuslomer wants
contact lrom the Program Manager.
8 07/13108  [ATTY customner slated that the cperator 10id thern 1o call directory [07/11/08  [The operator recalled this TTY Customer. The operator stated thal tha
istance by dialing 411 instead of dialing direciory assistance for customer called and asked for the number to Diraclory Assistance. The

them, oparater Informed them that the quick dial was 411 and esked the customer it
they would like her lo dial out lor themn. The operator siates that the custemer
informed them they knew that information and became upset, The operetor
called for a supervisor but call was disccnnected before the supervisor could
review [he call. Operators ere encouraged to call on a supervisor if 1hare are
any customer concerna. The operator was alsg reminded 1o aiways follow
customer requests cr instructione.

] 07/22/08  |A cuslomer dialed inlo relay and gave a number 1o dial anc a Q07/22/08  |The agent understood thai they dialed the incorrect number, A floer superviser
message 1o Ieave on the answering machine on lirst oul dial. The coached Ihe agant on taking up to § saconds Irom the "GA® to verily the
agent dialed the incorrect number and typed out the full answering number. The egent was trying 1o show the cusiomer that the correct enswering
machine. Tha agent reelized the mistake ard dialed the correct machine was reached by typing 1he beginning of the message, bul was coached
number, but continued 1o type the beginning o answering machine not te type the message if a customer wants a message leftt right away. A
before leaving the message. supervisor called the customer 3 times but there was no angwer,

10 |7/24/2008 |Customer called in relation 16 issue with billing error. 7/24/2008  |Custamer mistakenly provided the wrong phone number for carrier registration

via amail 10 CapTel Customet Service. The numbsr custemer gave was whal
was entered in the system, thus when the correct number was used to place a
call our system senl Biling lo the defaull carrier for a long dislanca call. CapTef
Customer Service corrected customer's repistration receords with correct phone
number once brought e our attention. This remedied the problem.

11 07/25/08 The callar reported that her VCO branding and notes ere not 07/25/08  |A rouble ticket was open and a dedicated VGO number was provided. The
working with the relay cperalers and her calls have been VCO branding was checked and Customer Service apologized for the
disconnected all night long because the sgenls did not know sha inconvenlence. Na lollow-up was retuested.
was a VOO user. The agent kepl lyping over and over "number
dialing ple®,

12 |o729i08  [The customer expressed cancerns about the agent taking along  [07/29/08  |The operator was coached that if she can't get the number dialed aut within 5

seconds or less due o billing or raading of customer notas elc., that she needs
to type "one moment please” to keap Lhe caller informed. The operator was very|
receplive to the coaching.




instructicns from a caler and could not read entite message. After
telling the inbound user several limes that the message was
garbled, the inbound caller hung up. This is & 1echnical Issue and
not agent error.

13 |07/29/08  |The caller reporied thal her VOO branding and noles are nat 07/29/08  [The cuslomer was calted 4 limes to inquire about the slatus ol issue. There was
warking with the relay operatars end her calls have been no answering machine and no other way to make contact. The consumer did
disconnecting afl night long betause the agents did not know she not call back wilth any more comglainte.
was a VCO uger, The operetors kept typing over and over "number
dialing pls". The noles plalnly state that she uses VGO and when
she calted Gustomer Service her number appears branded ¥CO
and the notes appear. She provided an egent ID nurmber to
determine which call canter handled the calls. A trouble ticket was
entered. Customer Service apologized lor the inconvenience and
told her & frouble lickel would be entered. We alsc provided the
dedicated VCO number \o use in the meantime. No icllow-up was
requested.

14 |07/20/08 The cusiomer states that het mother cannal make any Long 01/26/09 Tha Account Manager tried calhng the consumar 4 times. | left my phore
Distance calls when calling through Relay MJ. Relay Customer number, spoke with another person in the house who said thal | needed to
Service apologized lar the problem and assured the caller that a speak with consurmer later. | did not gel a return call and have no other way o
trouble ticket woule be sent in. A frouble ticket was opened. The contact the custamar. The Actouni Manager has closed e cass.
caller's daughter Linda would like a call back when the issue Ig
reselved.

15 |cR/07/08  [The caller slaled that the agent was nol properly ulﬁg 1he 08/07/08 | The complaint was forwarded to the carrect center for follow-up.

Automatic Machine Retripval 1eature 10 reirieve his messages. The At the tirne this complaint was received, the operalor mentioned was no longer
customer algo felt that the agent wes typing poorly/wrong speed. employed by the company, If the oppartunily to coach the operator had besn
They did nat glve a dale for when this occurrence happened, but availabla, we would have retrained that individual on the proper use of the

they staled ihal il happens ail the time with Aulomatic Machina Autarmatic Machine Retrieval leature and the importance of guallty call
Retrigvals, Fallow-up was requested. processing. Accounl Manager ¢alled customer 3 imes bul there was no answet.

16 |06/08/08 A call came in on the TTY line and customer placed 2 calls without [08/08/08 The agent admils that she bacame confused wilh the Instruetions and placed
saying enything about luraing an YCO. When the customer typed the outbound on VGO, since the inbound customer hed been typing on the
another number and said to urn on VGO, the agent lhought it was other calls. There ware no customer nates {hat say “somelimes YCO™, but the
for next outbound cell and became conlused, as VCO was agent underslands now o verily any instructions beforg ouidialing in case sha
supposed (o be for inbound. Agenl apologized ta the cuslomer and gets conlused, A supervisor lollowsd up with the customer at the tima ol the
[oilow-up was requested. complaint.

17 |08/2B/0B A NJ VCOD user calling customer service came in as HGO. The 08/28/08 | The cusiomer was called 4 times and four messages were lefl. There was no
custcmer reports What this has occurred bafore and when il does he reply. There |s no other means of conlacting the cansumet. Customer Service
can't get lo e relay operalor. The customer |s cancerned If he has re-brandad the number end set it 1o VCO mods,
amergency he may not be able 16 gel help. | apologized, re-
granded, and sel the preference far VCO answer typa

18 |09/05/08  |A custamer called to camplain that the, "Agent did not do a good  [08/08/0B  [The complaint was forwarded to a supervisor lar coaching on TTY calls, VCO
1ob with my call. | wanted to type and they kept telling me Lo “vaice calls, end keeping the customer intormed, The team leader will contacl the
now." | wes not sure if | was connacted to my glrtriend, relay would customer with the results o! the conversalion.
rot respond. Thae gperater completely messed up my calll ™, Agent The agent was lermineled from the company lor poor work performance and the
apolegized 1o the cusiamer lar any inconvenienca. licket was clooed.

A leam leader spoke with the cusiomer in regards 1o Ihis compiaint.

19 |0S/05/08 A NJ HCO customer has not been ab'e 1a cannect (o relay NJ 08/05/08 |The Account Manager called the custormer 3 limes o inquire on the siatus,
since yasterday 9/4, She has dialed 711 end the 10!l free relay NJ since lechnician chacked out lhe issus and a trouble ticket wes opened. The
numbar end she “gets nothing,” Agent apotogized for the calls were not relurned and the Accounl Manager cauld not reach the
inconvanience and cpened a rouble ticket, Follow-up was consLUMmer.
reguested.

20 |0S/08/08 A VCO customer cannel complete long distance calls via NJ Relay.[09/22/08 Account Manager called back and the customer is not having any mare
| apologized for the problem encauntered and edvised that a problems,
complaint and trouble tickel would be entered, The customer
requests cenlact,

21 09/11/08 A NJ HCO custorner is not able 1o hear customer service or the a9/11/08 The Account Manager tried to contact 1he sonsumer 3 times, there was no
relay operalors. The customer is branded as an HCQ user. answer and na call back. Case closed since no there is no alternative means of
Customer Service cauld hear chirping sounds coming Irom the contact available.
customer's machina - they may need to turn off sending aulo 10.

Customer Sarvice apologized.

22 |09/14/08 A VCO user calied asking it the Customner Service Represeniative [05/16/08  |Relay Customer Service will contact the customer for further information,
could haar him. | assured him that | ¢ouid hear him clearly, then The cusiomer did not return the cell to discuss the issue furiher.
began ta type informatien 1o him about who 10 call for new VCO
mobile phone equipmenlt. During the calt the sound drepped off.

The person muel have baen able 10 reed me as he watled until all
of the information was pravided, then hung up. 1 could nol haar him
for the rest of the call. Please chack for sound issues.

23 [08/15/08  |A NJ VCOQ customar cannol complele calls through NJ Relay. 08/15/08  [A technician needed to inform the consumer to turn ofl caller ic. | called back ®
They get an error message saying: "Cannol proceed with outdisl. inquire ebaut the status of the problem and the consumer is no longer having
COC not fourf, | apologlzed for 1he problam and opened a any dithcully with long distance calls.
trouble bicket Follow-up is required

24 |08/15/08  |A voice tustomer is unabie to compiete long distance call via NI |05/01/09  [The Account Manager foliowed up and asked if there ware any other problems
Relay with their requesied Carrier Of Choice. | apologized lor the related to carrier of choige. Tha cusiomer said that the issue is resolved snd
problem, advised them that | would open a trouble tickel. and that al that she loved using NJ Relay and gave the stall her complimenits. She
campiaint would be entered. The customer requests contact ASAP thanked me lor the resolution.

25 |08/17/08  |The agent had terrible garbling on her screen while laking 09/17/08

Technical issue reported. No follow up reguested.




26

09/17/08

An inbound TTY caller complained that agents were not following
(heir instruclions. The text was very givbled and unreadabie. All
|erocedures wem followed to straighlen out the typing but nothing
worked. This Is a technlcal issue and not agent error so no action
was taken.

09/17/08

Technical issue reparted. No foliow up requested.

27

08/22/08

A voice customer says the operator would nat process the call
without hearing "GA". The cusiomer says the operator chaslised
het lor speaking withaut using *GA". Agent apologized lo the
customer and processed a customer supper letm. No follpw-up
was requested.

09/22/08

Cuslomer Satvice apologized to the consumer and processed a Cusiomad
support form. They were satisfied and did not request a lollow-up call.

28

G9/22/08

The custornar has not been able ta receive incoming calls over her
TTY, which is an Uliraiec. She has contaclsd iratec technical
Ssupporl but the issue has nol been rescived. She would like Sprint
technical supporl te help her with this problemn. She is able to place
outgoing calle.

0§/22/08

The customer had the setting on tha TTY incorrect'y programmed. There is no
turther issue wilh her TTY calls.

29

10/09/08

A customer slates thal she called a business using relay. The
speratar typed the name of Lhe business and the senlence, "How
may | he!p you ga”. The customer pracaeded 1o spaak by Lyping lo
the outbound, but she was Interrupled. The oparator interjstted,
"Explaining Relay". The customer contends ihe interruption was
rude and the macro (explaining ralay) could heve waited until the
custorner had finished typingAalking, The superviser defended the
agent errar. Agent apologized. Training will be notified and follow-
up was requested,

10/08/08

A supervisor reviewed the call and wainessed this call wes processed according
lo procedure. The aperator lyped the entita avibound greesing which ended
with “May | Haip You®, The outbound customer did not kngw relay so the agent
had to explaln It

20

10/09/08

A NJ VCO user complains that she is unabie 1o connect, has to call
4 times and it takes up 10 an hour 1o connect with reley using the
dedicated VGO numbar. | apologized, re-branded, pul a note, and
selgcted VOO as 1he cellar's preference. | let the customer know to
calt back If the issue persisted. A 1es{ call was mada 1o the
custorner succasshully.

10/09/08

The customer had maved and was calling from hes new number, branded,
sdded a note and sel prelerence as a VCO user in the customer databaee.

31

10114708

A VGO caller is unable to make any long distance calls through NJ
Relay. | apologized 10 the caller and opened a trouble tickel. | alao
contacted Verizon (LEC) to reporl the problem -+ a ticket was
issued from Verizon. The cuslomer wants follow-up.

10/14/08

The Account Manager contacted the consumer 10 ask if the issue is stil!
unresolved. They said that everything is fing, thare were nc more problems, and
they are satisfied with the resalution.

32

10/17/08

A caller reported several ilems of discontent with Sprint Relay. He
reporied that ort several occasions, VOO with privacy was not
wuorking, Ha siates thal il this happens again he will file a lawsuit
and “this would not stend up in a court of law”. In the past his
number was changed from ¥CO o HCO without his knowledge, his
database notas have been changed by relay opereters wilhoul his
permission, and he considers the service "a big jpke”. He
instructed Customer Service not 1o say *'m sorry”, because thai

tried to answar the many questions he pasad in as much detail as
possible, Follow-up is nol requesiad butl is edvised

means nothing to him, so no apology was given, Customer Senvice

1017/08

The Account Manager called the consumer 3 times and lelf messages but there
was no relurn call, The case is closed, since there have been no consumer
contact atler repeated altempts lor connection.

33

10/20/08

A voice calier caliad into NJ relay stating that relay operator lett a
message on her answering machine aboul medical records. The
voice person stated that "l amn a dector end | have spent the pest
half hour trying 10 find cut who this parson was, because there was
no name of return nmber for the person requesting medical
records.” The celer stated that the operater said “This is operalor
with & message could you pleese cail 711 about my medical
recards you have my Informalion, thank you®. | assursd the

jcustomer that the matter would be loeked into. The galler wauld

like & tollow-up as to why there was na canlact information given.

10/20/08

The operalor showed proper knowadge ol processing calls where they leave &
message an an answaring machine lor a Voice Customer. The operator did not
recall an incidant where thay called a doctor's olfica end was esked to leave a
message. They plsg showed knowledge ther gl messages should be read
verbalim. The operalor was coachad to immediatety lel a supervisor know If
thera may be any tethrcaf issues that could cause cohceris with calls. | called
the doclor's office three tlimes and left messagas. No retum calls 1o the NJ
Cantar wara mage.

34

10/24/08

A voice caller from NJ cormplains thal when trying ta call from her
cell to her daughter's cell phane by Yarizon, she is connecling to a
relay service recording regarding Inerriet Relay. Naither of the
parties use relay, Agent apologized, made e 1est call, and recelved
same recording.

10/24/08

The custemer was referred lo Verizon 10 fix the issue since it is not an issue
regarding ralay servicea. The cusiomer did not request contacd.

3k

11/09/08

A customer called sgying "Cperator gisconnects ruda,
incompetent, anger, told VGO user all she does le camplain - her
mother complaina about har tog," The customer says it tock §
atiernpts to place a call and she did not place the call. They would
like @ follaw-up e-mall.

11/09/408

The agent ir questich no longer warks hers.

KK

1111/08

The custamer requested Verizon as their Long Distance carrier

immadiate crediL The complaint was lorwasded to a suparvisor for
tollow-up.

and the ageni dialed through Sprint. A supervisor assisted in giving

11/11/08

A team leader went over this with the agent and coached her on processing
Long Distance calls with Carrier Of Choica and how 1o do immediate credit. The
agent did not remamber the call, bul apolegized for the inconvenience 1o
cusiomer,

11/11/08

The customer requasiad Verizon as their Long Distante carrier
and the agant dialed through Sprinl. A supervisor assisted in
issuing an immediate credil. The complaint forwarded [© 8
supervisor tor coaching on lotlowing instructions and how fo do
immediate credit,

11/11/08

A team leader spoke with this agenl abaut this incident. The agent did not
remerrber the cafl, however, the team leader coached them on fofiowing
customar insiructions and procassing immediale credit. The egent apologized
for the inconveniance.




39 [11/18/08  |A voice customer is having problem connecting properly to his 05/0BRY | The Acccunt Manager called the consumer and was told, "Everything is fine.
mether, a TTY user, via NJ Relay. Agenl advised the cusiomet that Mother had the TTY set on ASCIl code, when she did nol have a computer, sa it
a trouble tickst and complaint would be opened per his request. A wasn't going theough. Everything is line now, thanks".
trouble ticket was apaned. The customer requasts contact asap.

40 [12/02/08  |The customer slates that she cannot consistently reach a retay 01/27/09  |The consurner said that the dedicated number far ¥CO dig not work very well,
operaigr when dialing 711 of the VGO dedicated number. She said and she started using 711 for all her retgy calls. She has had na problem with
thal sometimes the call goes thraugh but sometimes it dose nol. using 711 and has no other issues.

Relay Customer Service apologized for tha problem and assured
her that a corplaint would be sent in.

41 12/05/0B  |A NJ VGO user complains that she is unable to connect as VOO [12/05/08  [Customer service apologized 1o customer for the prablem reaching relay.
when dialing 711. Having never received an incoming call in the 4 Agent pravided the dedicaled VCO user number, varified that the caller's
years she has had her machine, she is very concernad for har answer type i§ correct in system and thai the branding shows VCO. |Agent
tammunication. Ageni provided Ihe dedicated VCO user numbes educaled tha customer on how to receive an incoming call via 1elay, placed a
and verified thal the cailer's answer type Is correcl. tast call successiully through relay, and submitted a trouble bokal.

42 [12/12/08  |Technical - General 12/12/08  |At approximately 202 PM CapTe! experienced an interruglion al the Data
Center causing same calls 1o be dropped and othars were not answerad dufing
the 10 minute cutage. Calls continued to queue up during the oulege and were
promptly answered once the inlerruption was resolved. The cuslomer was
notilied ol the circumstance end upon irying her ¢all egain ahs was suscassiul

43 12A13/08 | The cuslomer has been having problems reaching an operalor 12/13/08 Custorner Service apologized and torwarded the information lor review to j
when placing YCO calls via New Jersey relay using an technical support. The consumer wes satisfied and did not request loliow-up.
Amariphang. They have 1o wait ‘7 or 8 minutes consistently when the prablem continues, the consumer will call back.
trying 1o piace relay calls. The line s branded V{CO and the
problem has been occurring & ‘long fime”.

44 |i216/08  |The customer explained that she asked lor a supervisor atter her  [12/16/08  |Custormer Service apologized. The consumer accepted the apelegy and na
call had ended. The egenl did not follow her instructions. Agant additional lollow-up was requested.
apologized and no follow-up was requested.

45 |12/21/08  [The customer cornplained that they were unable 10 reach the relay |05/08/09  [This issue was assigned to Custorner Service, who will conlact the customer ta
sarvica. Atternpts made in the last manth lo reach a relgy aperator discuss the issue lurther belare opening a trouble tickel.
have resuited in busy signals. Cuslarner service epologized for the The customer had the ASCI code programmed on her TTY bul did not have &
inconvenience and suggested a 1echnical service lollow-up,  Alter computes. The programming wak swilched end the TTY calls are fine now.

|discussing the issue further with the VCO customar, & rouble ticket!
was opened regasding the problem and assigned to the Program
Manager.

46 [02/02/09 The customer reporis that the Relay operalor did not theis follaw  |02/05/09  |A manager went over the procedures with the agenl, who does know
raquasi 1o activate VCO. The operator did not comply end appropriate procedures.
communication was not achieved. The cuslomer expecis this
operator to leasn the proper proceduras of the pb and the
customer requesls contact.

48 |Q3/05/09  [Customer called abgut e dialing issue - Unable to dial regional 800 ]03/05/09  [Technical Support macie an adjusiment so that the CapTel user can
number. successtully make captioned call 1o regional 800 numbers.

49 |03/08/08  |The cuslomer complained thal they instructed the agent 1o hang up|03/08/09  |The agent was coachad on the misunderstanding from the cusiomer and the
if they reached an engwering machine. The vCO ueer was harg 10 correct procadutes from a floor supervisor . Follow-up was requested. The
understand end the agent thought he wanted to leeve 8 message. agent's team leader called the cusiomer 3 hmes bul there was no answes,
After 2 “ga® and a couple of "ek"s were sen, the customer laold &
supervisor tha! the agent kept teiling him "beep”.

50 |03/08/09 A voice customer was frustrated toward ihe agent because the 03/08/08  [The agent tallowed procedures and did nothing wrong, Non-agent error, and no
agent would nat engage in conversalion with him during a call. action was laken,

| Ol FEE) Cuslomer called about the accuracy of captions. 0311108 |A customer shared feedback regarding the accuracy of captiens and provided
specific cal data. The Customer Service Represeniative apologized for the
incident and thanked the customer for the leedback, The call delail waa shared
with Gall Center menagement for {ollow-up with the Communications Assistent
by their supervisor.

52  |3/17/2009 |Customer called about disconnect/reconnect issuas during calls.  [3/17/2009  |Sent customer information explaining the differance between e CapTeland a
Iraditienal phone, Explained to customer why disconnection/racannection might
be occuming and seni email with lips to reduce their occurrance.

53 (031708  }A voice customer from a court office called into NJ relay staling 03117/09  |manager stated thai call center does not have any agenls with that identilication

that when they received a relay call, operater "8100 did nat keep number,
me informad of anything thar was happening, No GA's were used

al any lime, There were periods ol dead silence, Typing was very

bad and siow. And | believe | was disconnecled because there was

dead silence and never any response.” Agent informed the voice

caller thal \he informalion would be traneferred to the immediate

supervisor of the operawar
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54  |04/08/09  [ATTY user asked to be connected io cusiomer service. The agent [04/0809  [The ficor supervisor reviewed TTY to TTY procedures with e agent and also |
said the message was gertiad but did nol Iollow the notes, The them an approach with customers. The agent did not process the call correctly
TTY user said the egem was ned and ergued with them, The agent and was upset with the situation. The supervisor told the ageni she needed to
did nol loltow TTY procedures and the caller [ell the agent was be aware of how she eounded and 1ypad.
rude and nol skllled.

55 |04/08/08  |A customer said that a supervisor would not their gender of name  [04/08/08  [There is no supervisor with that number, and the agent with thal number was
when the caller wes asking tor it. The caller felt thal the supasvisor not working at the me the compleint came in.
was rude. This was lorwarded to the correct center.

56 [04/15/09  |A TTY user said, 'l was on the phone with an agent That wag 04715/09  [The supervisor says the cuslomer was harassing him and threatening lo
ierrible. | asked lor a supervisor. Supervisar came on the line did cormplain about him tor mo reason. He provided his gender to the customar and
not say name or gender. | asked for the gender, the supervisor then transferred to Cuslomer Service per tha cusiomer's reguast,
said did not need to give that inlo and refused. Eveniually
suparvisor said i you must knaw its {M). | asked for help and
supervisor said goodbye and hung up.” The TTY user is very
upset and is alraid the supervisor in question will get the caller's
persanal inlo and harass them.

57 104720409 Cusiomer called regarding the accuracy of caplians on the CapTel. [04/20/08 | The customer's husband shared general teadback regarding the accuracy ol
captions. The Customer Service Representative apologized for the incident and
thanked the custorner for bringing 1heir experience to our atiention. Custorner
Sarvice noled thal they can take spadific aclion with call cenler pergonnel i
cuslomer docusments It
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