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The New Jersey Board ofPublic Utilities did not receive any written or oral complaints during
the period oOune 1,2008 through May 31, 2009, which alleged violations ofFCC 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.
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, Complaint Tracking for NJ (06f01/200B-04130/2009). Total Customer Contacts: 62

Tally ~~~~r Nature or Complaint Dale 01 Explanation 01 Resolu"on
Co I. Resolulion

1 06118/08 A veo user complained loatlne typing coming from the agent was 06118108 A learn leader mel with the CottVnunicalions Assistant and asked him to be
very bad. It was nol garbled, there was Justa lot of spelling errors more carelul when typing 10 TTV users. A follow-up lelter was mailed to Ii'll
and mistakes. The CUSlomer would Iilul a brlellallow-up letter custOIT'l8f.
mailed to her, lhe COfJlllaint was lorwardPd.

2 06119108 A NJ TTY customer is Eng!ish bullhe computer keeps sending 06119/08 A lechnidan opened a trouble ticket but could not duplicate problem. The issua
lhem Spanlllh Macros. The preference W8S changed to English but seems to be resolved. No follow-up was requested,
it keeps typing in Spanish. Customer service apologized \0 the
customer and turned In B trouble tickel. No follow·up is needed

3 06125106 A customer said they "Gave my number to calt and then I said 061:25/06 Supervisor met with this agent and coached on answering machine
leave message...so Agent was typing the message to thiS and the procedures, and follC1Wing customer Instructions. Agent did not remember It\e
agent interrupted me with the ringing mecro. Agent needs to pay call, but apologized lor any inconvenience caused.
anentlon to the deal customel". Forwerded the compleint.lo a
supervisor lor lollow-up.

4 06125106 Customer requested that VCO be turned on aller they typed out 06125106 A supervisor mel with this egent and coached them on VCO procedures and
the calling to nuntler. Reached en ens. mach, Agenllalled 10 (um how 10 protest VCO calls with answering machine,. The supervisor called the
on veo. Agent e:tpleined to customer that they thought the customer.
customer meant oulbound 'M:Iuld be VCO. Forwerded to supervisor
tor lollow up,

S 0710:2/06 A NJ TTY customer has been reaching Spanish agents when he 07/02108 The Relay Program Manager called lhe customer four times but got a busy
diats 711. Agent apologized for the inconvenience, lested the 711 signal eech time. There is no other meens of reaching them. The technicien
trans!a~on nurrber end received en English agent. Opened a branded number for English.
trouble tlcl<eL Follow-up was requested.

6 07/09/08 The veo customer slaled that the operator had really bad spelling 07/09/08 The operator recalled this veo customer who complained she had bad
throughout the entire conver&ation. She stated that the spelling, The operalor called over a supervisor, whoa witnessed thatlhe typing
conversation was terrible because 01 lhe operetor's mistakes. was not gerbled and it did nol heve typos. The eupervisor tried to speak to the

customer bul was c1isconnected. The supervisor documented this conversation.

7 07/09/08 This NJ TTY user is calling 711 llnd gelling a Spllflish greeting, but 07109/08 Manager spoke with the customer, who said everylhing right now Is going
she uses English. This delays getting her calls prOCl!lssed. Agent smoothly. She thanked the Program Manager lor cering and does not reQueet
checked system information aM celt answer type, eelectecl any lurther essistance.
English, and submitted a trouble licket. The customer wants
contacllrom Ihe Program Manager.

6 07111108 A TIY customer slaled that the operator told t'lem to call directory 07111108 The operator recalled this TTY Customer. The operator stated thellhs
assistance by dialing 411 inslead of dialing direclOry assistance lor customer called end asked tor the number to Directory Assislance. The
them. operator Informed them thaI the quick diat was 411 af'ld esked the customer II

they would like her 10 dial out lor them. The operator slales that the cuslomer
inlormed them lhey knew that inlormalion and became upset, The operetor
called tor a supervisor but call was disconnected belore the supervisor could
review the call. Operators ere encouraged to call on a supervisor \1 Ihere are
any customer CDncerna. The opere tor was also reminded to always loIIO'N
customer requests or instrudlone.

9 07122106 A customer dialed into relay and gave a number to dial and a 07/:22108 The agenl understood that they dialed the incorrect number. A floor &upervisQf
message to leave on Ihe answering machine on Ilrst out dial. The coached lhe agent on taking up to 5lXlconds from the '(lA" to vemy the
agenl diaied the Incorrect number and typed outlhe full enswering number. The egent was trying to show the customer that the correct enswering
machine. The agent reelized Ihe mistake and dialed the correct machine wall reached by typing the beginning olllle message, bul was coached
number, bUI continued 10 type the beginnill'iJ 01 answering machine not 10 type the message II a customer wants a message lett righl away. A
belore leaving the message. supervisor called the customer 3 limes butlhere was no answer.

10 7/2412008 Customer called in relahon to issue with billing error. 7/24/:2008 Customer mistakenly provided the wrong phone number lor carrier registration
via emellto CapTel Customer Service. The number customer gaWl was wha(
was enlered in lhe eystem. thus when the correcl number was used to place a
call our system senl billing to Ihe delaultcarrier lor a long dislenca cell. CapTel
Customer Servica corrected customer's reglSlration records wilh correct phone
number once brought 10 our attention. This remedied Ihe problem.

11 07/25108 The caller reported that her VCO branding and notes ere not 07125f{1S A tlouble ticket was open and a dedicated veo number was provided. The
working with the relay operators and her calls have been VCO branding was checked and Customer Service apologizea' lor the
disconnected all night long because the agents did not know sha inconvenience. No follow-up was requelled.
was a veo user. The agent kept typing ove, and over "nurmer
dialing pie".

12 07129108 The customer expressed \:(Jncerns about the agent laking a long 07129108 The operator was coached that if she can't gel the number dialed out within 5
time to dlel tha number, hOweVllr it was noted by a supervisor that seconds or less due to billing or raeding 01 customer nOleS etc., lhat she needs
there W85 a mistake In the typing olllle number by the inbound. to type 'one rroment please" to keep the caller informed. The operator was very
Agel'll apologized to the CU9tomer and intormec;\ her tha oparalor receptlvB to the coaching.
would be coached.



" 07129/08 The caller reported thai her veo branding and noles arEl nOI 07/29/08 The customer was ca"ed 4 limes to inquire aboullhe status 01 issue. There was
working with the relay opel'alClrs end her calls have been no answering machine and no other way 10 make conlact. The consumer did .
disconnecting all nighllong because Ihe agents did not know lhe 1'101 call back wil/'l any more complain....
was a veo ueer, The operators kepi typing oyer and over "numbe!'
dialing pis·. The notes plainly stale thai she uses veo and when
she t<llted Customer Service her number appears branded veo
and the noleS appear. She provided ar'\ IlgenllD nulTtler to
determine which call canler handled Ihe calls. A trouble licket was
entered. Cuslomer Service apologized lor Ihe inconvMience and
told her a trouble licke\ would be enlered. We also provided the
dedicated veo number 10 use in Ihe meantime. No tollow-up was
requested.

14 07/29/08 The customer states that her mother cannot make any Long 01/26f09 The Account Manager tried calling tha cr;m~umer 4 times. I left my phone
Distance calls when caTiing through Relay NJ. Relay Customer number, spoke with another person in the house who said that I needed to
Service apologized 'or the problem and assuled me caller Ihat a speak wittl consumer 'ater.1 did not get a relurn call and have no omer way to
trouble ticket would be sent In. A Irouble ~cl(el was opened. The contact Ihe OO1Ilomer. The Account Manager has closed Ihe cue.
caller's daughler Unda would like a call back when the issu. II
resolved.

15 08107/08 The caller stated Ihat the agent was not properly utilizing the 08107/08 The complaint was 'otwarded to the correct center for follow"up.
Aulomatic Machine Relrievallealure 10 retrieve his messages. The At the time Ihis complainl was received, Ihe operalor mentioned was no looger
customer al60 leilihalthe agenl wes typing poorlyfwrong speed. employed by the company. If Ihe opportunity to coach Ihe operator had been
They did not give a dale lor when Ihis OCC\Jrrence happened, but available, M "Mluld have relrained Ihat individual on lhe proper use 01 the
they slaled that il happens all the lime wiltl AUlolT\lltic Machine Automatic Machine Retrieval leature and the importence 0' quality call
Retrieval ... Follow-up was requested. proceSSing. Account Maneger called cuSlomer 3 lime!. bUllhere was no answer.

16 08108108 A cali came in on the TIY line and customer placecl 2 calls w:,thout 08108108 The agent admils that she became confused with the Instructions and placed
saying enything aboUlturning on VCO. When the customer typed the outbound on veo, since the inbound customer hed been typjng on the
another number end said 10 turn on VCO, Ihe agenlthought il was other calls. There Mre no customer notes that say "sometimes veo·, but the
'or next outbound cell and became conIused, as VCO was agent undel'Stands now 10 verily any instructions before ouldialing in case sha
supposed to be for inbound. Agent apologized to Ihe customer and gets con'used. A supervisor followed up with the cuslomer at the time 01 the
follow-up was requested. complaint.

17 06/28/06 A NJ VCO use! calling customer service came in as HCO. The 06126108 The customer was called 4 times lind tour messages Wllre left. There was no
customer reports lhat this has occurred before and when it does he reply. There Is 1'10 other means 0' conlacling the consumel. Customer servlce
can't get 10 e relay opelator. The customer Is concerned II he has re·b,anded the nUrOOer end set it to VCO rrwxle.
emergency he mey not be able 10 get help. I apologized, reo
branded, and set the prelerence lor VCO answer type

18 09/05/08 A customer called to col'l1plain thai the, 'A.gent did not do a good 09/08108 The co~iaintwas forwarded 10 a supervisor lor coaching on TTY calls, VCO
JOb wi~ my can. I wanted 10 Iype and they ke~ telling me 10 "voice calls, end I(eeplng 1M customer informed. The team leader will conlacl the
now." I wes nOI sure ill was connected to my gh1triend, relay woutd customer with the results 01 Ihe conversation.
not respond. The operator completely messed up my c.alll ". Agent The agent was termineted Irom Ihe company tor poor work performance and the
apologized 10 the customer 'or any inconvenience. ticket was dosed.

A team leader spol(e with Ihe customer in regards 10 this cofTlllaint.

19 09105/08 A NJ HCO customer has not be",n able to connectlo relay NJ 09/05108 Tne Account Manager called the customer 3 limes to inquire on the slatus,
since yeslerday 9/4. She has dialed 71 I and the loll 'ree relay NJ since technician checl(ed oUlthe issue and a trouble ticket wes opened. The
number end she "gels nothing." Age'll apologized 'or the calls Mre not returned and the Account Manager could not reach the
inconvenience and opened a Irouble ticket. Follow·up was consumer.
requesled.

2D 09109/08 A VCO cuslomer cannot complele long distance calls via NJ Relay. 09/22106 Account Manager called back and the customer is not having any more
I apologized lor the problem encounlered and edvised thai a proble"".
complaint and Irouble ticl(el would be entered. The customer
requests contact.

21 09/11108 A NJ HCO customer is nol abie to hear custOO'l6! service or the 09/11/06 The Account Manager tried to contact the consumer:3 times, Ihere was no
relay operalors. The customer is branded as an HCO user. anSW8r and no call back. Case closed since no there is no alternative means 0'
Customer Service could hear chIrping sounds coming from the contact available.
cuslomer's me.~tIine • they may need to lurn oN sending aulo 10.
Customer service apologized.

22 09/1410& A VCO user called asking ilthe Customer Service Representative 09/16106 Relay Customer Service will contact Ihe customer for lurther information.
could hear him. I assured him Ihat I could hear him clearly,then The cuslomer did not return the cell to discuss the Issue 'urther.
begafllo type information to him abeUI who 10 call lor new VCO
mobile phone equipment Ouring the call the sound dropped off.
The person rT'IJet heve been able 10 reed me as he waited unlil all
01 the inlormaUon was provided, then hung up. ,coutd not hear him
lor Ihe real 0' Ihe t;all. Please check lor sound issue..

23 09115/08 A NJ VCO c"slomal cannol colll:llele calls through NJ Relay. 09115/06 A lechnidan needed to intorm the consumer to turn ott caller id. I called back to
They get all error message saying: ·Cannot proceed with ouldia!. inquire ebeut the status 01 the probiem and the consumer is no longer having
cae nOI 10uner. I apologiZed tOI the problem end opened e My dilfrCI.Ilty wilh long distance call •.
trouble ticket Follow-up is required

24 09115/08 A voice customer is unable to com~ete long distance call via NJ 05/01109 The Account Manager followed up and asked i' Ihere were eny other problems
Relay with Iheir reqUMted Carrier Of Choice. I apologized lor Ihe relaled to carrier 01 clloic;e. The customer said Ihal the issue is resolved and
problem, advised Ihem Ihet I would open a Irouble ticket. and that Ihal she loved using NJ Relay and gave lhe stall her corrpliment9. She
complaint would be entered. The cuslomer requests contacl ASAP thanked me 'or Ihe re50lulion.

25 09117/08 The agent had terrible garbling on her screen wtlile laking 09117/08 Technical issue reporled. No follow up requested.
InSlructions from a caller and could not read entiTe message. After
telling the inbound user several limes that ltle meuage was
garbled, the inbound caller hung up. This is a technical Issue and
not agenl error.



26 09117/08 An inbound TTY caller complained that agents were not following 09117108 1 echnical issue reporled. No !allow up reQuested.
their instructions. The text was very garbled and unreadable. All
procedures _AI followed 10 straighlfll'l out the typing bul nothing
worked. This Is a technical issue and no! agent error so no acllon
was laken.

27 09/22108 A voice customer says the operalcr would not process the call 09/22108 CUSJomer Service apologized to the consumer and processed a customel
without hearing "GA". The customer says Ole operator chastised support lorm. They 'M:!re satisfied and did nOl request e toriow-up call.
her lor speaking without using "GA". Agen\ epologized 10 the
customer and processed a cuslorroer support romt No lollolll-up
was requested.

" 09/2V08 Ina customer has not been abla to receive incoming calls over her 09122/0a The cl.Jstomer had the selling on Iha TTY incorrectly programmed. Thore is no
TIY, which is an Ultralec. Shl! has contaclsd Ultralec technical further issue w'lh her TIV calls.
support but the Issue has nol been resolved. She would like Sprint
technical support to help her with this problem. She Is able to place
outgoing calle.

29 10109108 A customer states Ihal she called e bUSiness using relay. The 10109t06 A supervisor reviewed the call and WItnessed this call wes processed according
operator typed the name of the business aM the sentence, ·How to procedure. The operatol typed the entire outbound greeUng which ended
may I help you ge". The customer proceeded to speak by typing 10 with "May I Help Vou". The outbound customer did not know relay so Ihe agent
the outoouncl, but she was Interrupted. The operator interjected, had to eKplaln II.
·Explainlng Rllley". The customer contends \he InlerruptiOl1 was
rude and Ihe m8C:rO (explaintng relay) could heve waited unUllhe
customer had Ilnished typingllalking. The supervisor defended Ihe
agenl error. Agent apologized. Training will be noUlied lind lollow-
up was requested.

30 10109106 A NJ VCO user COrn;ltains that she is I.Jnable to connect, has to calt 10109108 The customer had moved and was catting trom her new number, branded,
-4 times and it takes up 10 an hour to connect with reley using the added a note and sel preference as a VCO user in the customer databaee.
dedicated VCO number. I apologized, re-branded, put a note, and
selected VCO as lhe caller's preference. t lei the cuelomer know to
call back If the issue persisled. A lest call was made 10 Ihe
customer successh.dly.

31 t0/1410a A VCO caller is unable to make any long distance calls through NJ 10114/0a The Account Manaller contacted Ihe consumer 10 ask if the issue IS still
Relay. I apologized 10 the caller and opened a trouble ~ckel. I aleo unresolved. They said ttlat everything is line, Ihere were no more problems, and
cOl1lacted Verizon tLEC) to report the problem·· a ticket was lhey are satisfied with the resolution.
issued Irom Verizon. Tl'ltl customer wants 101l0Y0'-up.

32 10117108 A caller reported several items 01 discontent With Sprint Relay. H, 10117106 The Account Manager calle<J the consumer 3 times and letl messages but there
reponed that on several occasione, VCO with privacy was not was no return call. The case is closlld, since there heve been no consumer
worKing. He states thalli this happens again he will file e lawsuit contact atter repeated anempts lor connection.
and "this would not stend up in a court 01 lew". In the past hie
number was changed from veo 10 HCO without his knowledge, his
database notes heve beRn changed by relay operelors withoul his
permission, end he con,iders the service ·e big )::Ike". Ha
mstrucled Customer Service not to say "I'm sorry", because that
means nolhing to him, 1$0 no apology was given. Customer Service
Iried to answer the many queslions he posed In as much delail as
possible. Follow-Up Is not requeSted bulls edvised

33 101;?DID6 A voice caller called into NJ relay stating Ihat relay operalor lett a 10120106 The operator showed proper kno......edge 01 processing calls where lhey leave II.

message on her answering machine about medical records. The message on an answering machine lor a Voice Customer. The operator did not
voice ~rson stated that "I em II. doctor and I have spent the pest recall an InCident where they called a doctor's olfice. end was esked to leave II.
hall hour trying to lind out who this person was, because there wes message. They also showlld knowledge lhel ell messages shOUld be read
no name or return number lor lhe person rllQuesling medical verbatim. The operetor was coached to immediately leI e supervisor know II
records.' The celler slatlld thetlhe operator said "This Is opere tor there may be any lechnice! issues thet could cause ccnceflis wilh calls. I called
with a messege could you pleese call 711 aboul rTrf fredlcal the doctor'S oHice lhree limes and lett measeges. No retum calls to !fle NJ
records you heve rTrf Inlormation, Ihank you". I assured lhe Canter were made.
customer thaI the maUer would be looked inlo. The caller would
like e lollo......up es to why there was no contacllnlormetion given.

34 1012410a A voice caller from NJ comptains that when trying 10 call from her 101i?4!08 The CUSlomer was referred to Verizon to lilt the issue since it is nol an issue
cell to her daughter's cell phone by Verizon, she Is conneCling to e regarding relay servicea. The cuslomer did not requesl conlaCt.
relay service recordIng regardmg Inlemet Relay. Neither ollhe
parties use reley. Agenl apologized, made e test call, end r&eetvlld
same. recording.

" 11/09/08 A customer called saying ·Operator disconnects rude, 11i09/08 The agenl in queslion no longer works here.
incompetent. anger, told VCO user all she does t8 comptaln • her
mother cornplalna about her too." The customer says it took 5
allempls to place e call and She did not place Ihe cell. They woutd
tike e follow-up e-mail.

37 11/11108 The cuslomer requesled Verlzon as lheir Long Distance carrier 11111/0a A team leade' went over this with the agent and coached her on processing
and the a(len' dialed through Sprint. A supervisor assisted in giving Long Distance calls with Garrier 01 Choica and how to do immediate credit. Ttle
immediate credit. The compleintwas lorwalded to a supervisor lor agent did not remall1ler lhe call, but apologized lor the inconvenience to
follow-up. customer.

38 11/11i08 lhe customer requested Verizon as their Long Distance COlrrl.r 11111/08 A team leader spoke with this agent abOut this incident. The agenl did not
and !he agent dialed through Sprint. A supervisor assisted in remember the cafl, however, lhe team leader coached them on following
Issuing an immediate credit. The c:omplaintforwerded to e customer instrUClions and procassing irrrnediate credit. The egent apologized
supervisor lor coaching on lollowing instructions end how 10 do I'0r the Inconvenience.
immediat. credit



" 11/18/08 A voice customer is having problem connecting properly to his 05/08/09 The Account Manager called the consumer and was laid, "Everything is fine.
mother, 8 TTY user, via NJ Relay. Agent advised the custOm&! that Mother had lhe TTY set on ASCII OOd8, when she did not have II. computer, so j

a trouble Iicl<.el and complaint would be opened per his request. A wasn't going through. Everything is line now, thanks",
trouble ticket was opened. The customer r&quests contact asap.

40 12/02/08 The customer slales that she cannot consistently leach a relay 01127109 The consumer said Ihallhe dedicated number lor veo dJeI 1'101 work very well,
operator when dialing 711 or lhll veo dedicated number. SI1e said and she staneel using 711 for all ner reley calls. She has had no problem with
Ihal sOlT'Ellimes the call goes through but sometimes it doee noL using 7\1 and has nO other issues.
Relay Customer Service apologized lor the. problem and assured
her that a cor'flliainl would be sent in.

" 12/05/08 A NJ VCO user cO"lllains that she is unable to connect as VCO 12/05108 Customer s&rvice apologi.zed to cuslomer for th& ploblem reaching relay.
....nen dialing 711. Having never received an incorring call in the 4 Agent provided the dedicaled VCO user number, verified Ihatthe caller'a
years she has had her machine, she is very concerned 'or her answer lype is correct in system and that the branding sho'll'$ veo. IAgen!
corrmunication. Agent provided lhe dedicated VCO user nUmbel educated tha customer on how to receive an incoming call via lelay, placed a
and verified that the caller's answer type is correct. test can succenfully through relay, and submitted a lrouble lickel.

42 12/12/08 Technical· General 12/12/08 At approximately 2:02 PM CapTel experienced an interruplion at the Data
Center causing some calls 10 be dropped and others were not answered during

the 10 minute outage. Calls continued 10 queue up during the oulege and were
promptly answered once Ihe Inlerruption was resolved. The cUltomer was
notilied or the circumslance end upon trying l1er call again ahe war; successful

43 1Ul310a The customer has been having problems reaching an operator 12113faB Custorner Service apologized and 'orwarded the in'ormation 'or review to
when placing veo calls via New Jersey relay using an technical support. The consumer wes satislied and did not Alquest lollow-up. l\
Ameriphone. They have \0 wail '7 or 8' minutes consistently wf'len thl! problem continues, lhe consumer .....ill call back.
trying '0 place relay calls. The line is branded VCO and the
problem has been occurring a 'long time".

44 12/16108 The cuslomer explained that she asked 'or a supervisor atter her 12/16108 Customer Slirvice apologiZed. The consumer acCflpted the apology and no
call had ended. The egent did notlollow her instruc~ons. Agent additional follow-up was requested.
apologiled end no '011ow-uP was requested.

45 12121108 The cuslomer complained that they were unable to leach the relay 05/08109 This issue was assigned to Cuslomer Service, who will contact the customer to
service. Attempts made in the las\ month to reach a relay operator discuss the issue lurther belore opening a trouble ticket.
have Tesulted in busy signals. Customer service epologized 'or the The customer had the ASCII code prograrrmed on her TTY bUI did not have e
inconvenience and suggested a technical service folloW-Up. Alter computeT. The programming was switched end Ihe TTY calls are fine now.
discussing the issue 'urther with the VCO customer, e trouble ticket
was opened rBg81ding the problem and assiIJned to the Program
Manager.

46 02/02109 Thl! cuslomer reports thaI the Relay operator did not Iheil follow 02/05/09 A manager went over the procedures with the agent, who does know
request to activate VCO. The ope.ator did not comply end appropriate procedures.
communication w~s not achieved. Thl! customer expects thla
operator to ]eam the proper procedures olthe pb and the
customer requesls contact.

46 OJ/05/09 Customer called about e dialing issue - Unable to dial regional 600 03105109 hChnical Support made an adjustment $0 that the Caplet user can
number. suc:e;esslully make captioned call to regional 800 numbere.

49 03/08/09 The customer complained thatlhey Ins\.ucted the agent to hang up 03108109 The agenl was coached on the misunderstanding 'rOm the customer and Ihe
if they reeched an enswering machine. The VCO ueer was hard to correct procedures 'rom a Iloor supervisor. Follow-up was requested. The
understand end the agentlhought he wented 10 leeve s message. agent's team leader called the customer 3 limes but theAl was flO ana_.
After a "gaO and a couple ot "ek"s were sent, the customer told e
supervisor thallhe agenl kept telling him "beep".

SO 03l08/D9 A voice customer was frustrated toward lhe agent beciluse 'he 03108109 The agent followed procedures and did nOlhing wrong. Non-agent error, and flO

agent would not engege in convereation with him during a call. action was taken.

51 03110109 Cuslomer called about the accuracy 0' captions. 03111/09 A customer shared teedback regarding the accuracy of captions and provided
specilic call data. The Customer Service Represenlative apologized for Itte
incident end thllnked the customer lor the leedbeck. The call delall WIl8 shered
with Call Cenler menagement/or follow-up wllnlhe Communications Assistent
bv their SUDervisor.

52 3117/2009 Customer called about disconnect/reconnecl issues during calls. 311712009 sent customer information explaining the dillerence between e CapTel and a
treditional phone. Explained 10 customer wf'ly disconneclion/reeonnection might
be occu";ng and sent email with lips 10 reduce their occurrence.

53 03/17109 A voice customer from a court office called into NJ relay staling 03117109 manager stated that call cenler does nol have any agents with that idenlihcation
lhatwhen they r~eived II. relay call, operator "B100did not keep number.
rna informed 0' anything thai was happening. No GA's were used
al any lime. There were periods 01 dead silence. Typing .....es. very
bad and slow. And I believe 1\1118.5 disconneCled because there was
dead silence and never any response." Agent inlorm3d the voice
caller Ihallhe inlollnation wOuld be trane'erred to Ihe immediate

supervisor 0' the operalor



54 04/05109 A TTY user asked to be connected \0 cuslomer service. The agent 04/08109 'The floor supervisor reviewed TTY to TTY procedures with tne agent and also
said the message was garbled but did nollo1\ow lI1e noles. The them on approach with customers. The llgllnl did not process the call correclly
TTY user aald the egent was bed and argued with them. The agent and was upset with the situation. The supervl60f told the agent she needflCllo
did not 1011011I' TTY procedures end the caller lellthe agent was be aware 01 how she Bounded and typed.
rude and not sk.llled.

55 04/08109 A customer said that a supervisor would not their gender Of name 04108109 There is no supervisor with thai number, and ltle agent with thai number was
Ykien the callBr wes asking lor it. The caller 'elt Ihallhe supervisor not working at the lime the compleint came In.
was rude. This was 'Ol\'lerdflCl to the correC! cerlter.

" 04115109 A TTY user said, "I was on the phone with an agent that was 04115109 The supervisor says Ihe customer was harassing him and threalening 10
lerribte. I asked tor a supervisor. Supervisor came on lhe line did complain about him lor 1'l0 reason. He provided his gender \0 the customer and
not say name or gender. I asked for the gen<ler, the supervisor then transferred to Cuslomer SerV1ce per the customer's reQuest.
said did not need 10 give thet inlo and refused. Eventually
supervisor said II you must know its (M). I ask&d tor help and
supervIsor said goodbye al'ld hUl'lg up." The TTY Uger Is wry
upset and Is alrald the supervisor il'l QuesliOl'l will get the caller's
personal il'llo and harass them.

57 04/:20109 Customer called regarding the accuracy of captions on lhe Caple',. 04/20/09 lhe customer's husband shared general feedback regarding lhe accuracy 01
captions. The Customer Service Representative apologized lor the Incident and
thanked the customer lor bringing their experience to our allention. Customer
Service noted that they can taka specific action with call cenler personnel II
customer documel'lt8 It.
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