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Compiaint Tracking for OH {06/01/2008-05/31/2009). Total Customer Contacts: 96

calls using OH Relay with Cincinnati Bell as a carrier of chaice in his
prolile. The customer is upsel he can't communicate with family or
place calls lor buginess purposes. | apologized and explained | would
inform Lhe lechnicians thal the problem conlinues | spoke wilh the
center supervisor who repofis thal other calies using CN Beli are
having issues as well. | advisad the caller lo check wilh ihe phone
company 1o verify the CIC codes for his Yong distance plan. The
customer does nol reguest additional contact.

Talty [Date of Gompl, [Natuse of Complalnt Dale of Rasoim?ﬁ@ﬁanaﬁon of Resclution

1 J06/02/68 |The TTY customer states the agent disconnected before they could |06/02/08 The agent waited approximately two minutes, called for a
type. Customer Service apologized for the incident and assured the supervisor and had the call discennecled due to no
customer that the agent would be coached by a supervisor. response. This incident is documented.

2 106/03/08  |A caller reports that Deaf customers are able to reach relay but are  J06/03/08 | spoke with the custamer and she stated that all is now
unable to contact this business via relay. When called, lhey gel a working well She thanked me for loliowing up with her.
sren-like noige. | tested the number today at 10:15 AM CT. |
apologized and created a Trouble Ticket. Follow-up was requested

3 J06/06/08 |ATTY customer states that the egent hung up on her. The call took [06/06/08 The agent was coached by the Team Leader and was
place today, 6/6/08, at approximalely 12:15 CT. Customer Service instructed to call a Supervisor f they are having trouble with
apologized. No follow-up was requested acall so any disconnects can be documented.

4 J06/26/08 1The cuslomer wanted to leave a message on an answerng machine |06/2£/08 The Team Leader met with the Communication Assistant
The agent al first dialed the wrong number. The agent did apologize {CA} and reminded him to verify the number if needed and to
and the cuslomer recognized the apology but still wanted to write a pay closer atiention to diafing the correct number the first
compiaint, lime.

5 ]06/25/08 JA customer complained that the Communication Assistant (CA} 06:26/08 The Team Leader met with the Communication Assistant
repeatedly typed "Scrry piease repeal.” The customer dudn'l {CA) and lhis incident had been documented as garbling.
appreciate being asked to repeal and was sick of repealing The The Team Leader menticned to lhe CA to call a supervisor a
customer asked the CA to repeat the number back because the CA little sooner Instead ol asking the caller lo repeal so many
kept dialing the wrong number. tmes A letler was sent 10 the customer on 6/26/2008.

6 J06/26/08 ]A customer tiled a complaint regarding the accuracy of the caphions  |06/30,08 The customer shared ‘eedhack regarding tha accuracy of
caplions. The Custemer Service representalive apologized
for the incrdent and thanked the customer for the feedback.
The customer was informed that ine infermation would be
shared with the appropriate caplioming service staffl for follow
up This agent's calls were monitored for quality and
ceaching on call handl.ng was provided. The cusiomer was
satistied wilh this resolution

7 Jo7/ot/08 A customer states lhat on June 1%, 2008, he was not able to place a |07/01/08 The customer did not leave contact information for follow-up.
long distance call throcugh the GH Relay using Cincinnati Bell.

Customer Service apologized and a Trouble Ticke! was opened The
customer prefers follow-up at his convenience, so he will call
Custamer Sawvice lar fellow-up.
8 |[07/03/08 JAn OH VCO user complains he is sl unable to make long distance  |07:/03/08 The customer called back saying Cincinnati Bell referred him

bzck o relay saying it's a relay problem  Agent apologized
ard conhrmed entered a Trouble Tieko! for thiz 1ssue.
The cuslomer did not reguest lollow-up.




9 |07/04/08 |A customer reports the operator "just stopped typing in the middle of [07/04/08 The agent did not hang up on the customes. The computer's
my conversation. There was a long pause after | said GA before memory became full and decided to "dump™ the memory in
anything got back to me and then the operator disconnected me.” the middle of the call. This stops the call process and

disconnects the call. This is a technical issue and not an
agent grror.

10 |07/06/08 A veice customer was not able to reach Ohio Refay when diating 711 {07/07/08 Agent verified the line 15 now branded for vaice. Agent spoke
or the 1ol free number. Customer Service apoiogized. The Relay with the customer and she stated she can now use 711 to
systemn appears L0 recognize their phane number as a text lelephane reach Ohio Relay Relay answers on lhe first ring and she
user. Cuslomer Service wil! brand the line tar Voice, Follow-up was has been able 1o make her Voice-10--TTY cai's The
requested. customer also dialed Lhe toll [ree number and it is also

answered as a voice call.

11 Jo7/07/08 JAo OH VCO customer complains the agent didnt know how to 07/07/08 Managsr foltowed-up with this agent and she stated she
retneve her messages, which delays her being able 1o return calls. does not recall having ditficulty in retrieving messages. The
Customer Service apologized and explained the agenl's supenvtsor agent was able lo demonstrate her knowledge in message
and lrainers would be nolitied. The cuslomer wants to be contacted retrieval, Automatic Message Relrival and Voice mail.
by a Relay Program Manager. Account Manager calied the customer and left three

messages for her 1o call back. The customer has nol
returned calls. The case Is closed

12 |07/07/08  |A custemer reported experiencing garbling on relay calis. ! 07/07/08 The customer did not leave contact information for follow-up.
apalogized lor the problem and opened an on-ling trouble lickel.

Foliow-up is required lor problem resolulion. The customer said she
will conlinue to call unlil lhe problem is resolved.

13 07/09/08  JAn OH VCO customer states the relay operaters are unable to 07/09/08 The agent said the call was drsconnected or the caller hung
retrieve her messages from her answering machine. Customer up before she was able 1o sel up the call. The agent 1s
Service apologized to the customer. The cuslomer would like follow- familiar with the correct procedures for Answering Machine
up by the Pragram Manager. Retrieval. Agent followed-up with the customer to let her

know the Team Leader me! with the agent.

14 J07/09/08 JAn OH VCO customer slates the relay operator typed out the 07/0%9/08 The agent acknowledged that she misread the customer's
answsering maching message aven lhough it slates in her notes rol note ard typed lhe answering machine message The agent
1o lype out answering machine messages Customer Service attempted to apologize to the cuslomer
apologized to the customer the customer would like follow-up from Manager loid the cuslomer that the agent acknowledged that
the program manager she misread lhe cuslomer's noles. She apologized for this.

15 |07/09/08 |An OH VCO cuslomer states the relay operator is unable ‘o retrieve |07/09/08 Follow-up with the agent was not possible due to insufficient
her messages from her answering machine. Customer Service information provided to us There was no syndication when
apologized to the customer The customer would ke follow up by the and/or what lime this incidenl occurred. If Ilis occurred prior
Program Manager to he initizl cuslomer contacl wilh customer service, the

agent idenbbed was not scheduled al the tme of the alleged
incident Manager lelt lhree messages lor lhe cuslomer to
call me back. Manager did not gel any relurn cails The case
15 closed.

16 J07/11/08 JAn OH voice caller warks in banking and complains that when 07/11/08 The Team Leader mel with the Communication Assistant

speakming with her hearng impaired customer the agent relaying lhe
call made 1l hard 1o follow due lo mumbhing and mixing up numbers
given by her cuslomer. The calier has used relay frequently and feels
this kind of service makes it more difficull for the public to
understand a service they may not be tamiliar with. Customer
Service apologized and explaned the agenl's supervisor would be
notified for lollow-up with the agent. The cuslomer does nol want lo
be contacted.

{CA} and advised her to speak more loudly and to read
carefully what 15 \yped by the TTY user She emphasized 10
not be in & hurry and that to turn up the volume on the
microphene 1s a standard procedure.




aithough they are able to connect to relay via the loll free number.
Relay Customer Service apologized tor the problem, instrucled the
customer 1o dral the Lol free number to connect for the tme being
and turned in a Trouble Ticket. Follow-up was nol requested.

17 |07/13/08 ~ |A customer is experiencing problems making voice to TTY calls via J07/15/08  |The Retay Customer Service representative contacled the
OH Relay using Yahoo Messenger from their cornputer. The customer lo discuss the issue. The problem experienced is
customer requested to be contacted back. not a Relay issue. The customer wili contac) Yahoo

Messenger Service regarding calling from a number
transmitted to Relay.

18 {07/15/08 JA VCO cuslomer complained of garbling and is prepared lo contact  |07/15/G8 The customer said her cails are improving, but she will
the Better Business Bureau. The mosl recent garbled call took place document everything when the problems do arise. She
today prior to 11:00 AM CT. Customer Service apologized and thanked me for working with her.
opened a Trouble Ticket. Fallow-up was requesled.

19 §07/17/0B  |An OH VCO customer says the agent did not follow her profile 07/17/08 The agent is aware 1o follaw a customner's profile notes and
instructions mdicating not lo type the answering machine recording ingtructiors. Agent followed-up with the customer.
and to type only gender and GA fer greeting. Customer Service
apologized for the inconvenience. Follow-up was requested.

20 Jori17/08  |An OH VCO customer says the agent did not follow her profile 07/17/08 All agenis were coached on the importance of following a
instructions indicating not to type the answering machine recording customer's notes and Instructions. | lelt a message with the
and to lype only gender and GA for greeting Customer Seivice customer apologizing and informirg her Ihat all agents were
apologized for the inconvenience. Follow-up was requested coached on the issue.

21 107/17/08  JAn OH VCO cuslomer says the agent did not follow her notes to not |07/17/08 The agent remembered the call and he sald he was cenain
type oul the answering machine message and 1o not type any that he had lollowed Llhe customer's notes fo the "T". The
greeting expect for gender and GA Customer Service apologized for agent is very careful lo read and follow customer notes.
the inconvenience. Follow-up was requested. Agent called the cuslomer back and lefl a message on the

answering machine that | had followed up with this agent.

22 [07/17/08 ]JAn OH VCO cuslomer says this agent did not folfow her customer  f07/17/08 Coached Agent on reading and foliowing customer notes.
notes about answering machine retrieval or lyped greetings Agent wil be very careful in Lhe fulure. Left message on
Customer Service apologized for the inconvenience Fallow-up was customer's ans machine 1o let her know that Agent had
requested followed up with the agent.

23 |67/17/08  JAn OH VCO customer called o complain that agents in MO and MN f07/17/08 Agent called the customer three limes and left messages for
centers are nol able o retrieve her answernng machine messages. her to call me back. The customer has not returned my calls.
Customer Service apoiogized for the inconvenience and opened a The case is closed
Trouble Tickel. Foliow-up was requested.

24 |07/18/08 |A customer complains that the operalor did not follow the customer's J07/18/08 The Team Leader went over Llhis complaint with the agent.
profile notes that state "Don't lype answering machine message-just She said thal she misread the instructions, apologized for
type (ans mach)GA". Also "type gender and then GA when phone s the inconvenience and will be mare carefu! in the future.
answered”. The operater apologized, however the customer is very
tred of this happening on so many calls. Customer Service Ihanhed
her for letting us know and told her the report would be sent ta the
call center supervisor Follow-up was requesied

25 [07/23/08 |An OH TTY customer reports being unabte ta connect using 711. 07:23/08 The customer did not provide thew contact numier for us to

work with their LEC. The cuslomer also did nol request
follow-up




26 |07/26/08 | A voice customer calted in six times on 7/26/08 and heard only TTY |07/26/G8 Account Manager spoke with the customer’s son who stated
tones an each cali when attempling to reach relay services. The jthat his mather has not had trouble with her relay calls and
customer dialed bath 711 and the 800 number and was able lo get all is working well.
thraugh but only to TTY tones; voice communication was never
established. The customer's LEC is ATAT. Customer Service
apologized to the customer and went through the steps on the 711
Troubleshooling Job Aid sheet. They gathered perlinent information
and informed the cusiomer the issue would be directed \o Technical
Suppart for resolution. The representative recommended Lhe
cuslomer continue atternpting to establish communication with a
relay operatar, making sure lo stay on the line through the TTY tones
for a possible Yink to a voice aperator. The customer requesled follow]
up.

27 167/31/08  |A cuslomer reports an agemt had trouble reading what was typed andf07/31/08 The Supervisar met with the agenl and reviewed voice tone
relaying whal was said. and reading lext 1o lhe caller.

28 |08/04/08 |JA TTY customer states they cannot reach Ohia Relay Service. 08/04/08 A technician left a message for the customer on August 25
Cuslomer Service apologized for the problem and opened a Trouble and Agent left another message today, September 29,
Ticketl Follow-up 15 required for problem resolution. requesting the customer call me back.Agent lelt another

voice message [or the cuslomer lo call back
The customer has not relurned any of lhe calls The caseis
closed

29 J08/06/08 |A calier reported that for the past six months she has been unable to {08/06/08 Agent forwarded this issue to the deveiopment leam and
connect 1o her sister-in-Jaw in MA using the OH relay loll tree number they said the problern originates lrom the private lines.
and 711 She has also tred lhe MA relay number. The relay agent Account Manager called the custamer to let hes know
reaches a siren lype sound with no ringing when dialing the TTY
number. | placed a tesl call direclly to the number and it rang wilh no
answer six limes | enlered a Troubie Ticket with all lhe delails |
apologized and lel her know thal a Trouble Ticket would be eniered,
and a technician mighl call If more information was needed. She
welcomes any call and lollow-up is requesied.

30 J08/10/08 |The customer staled that the Communication Assistant did not type The customer did nol request joilow-up
accuralely or verbatim what was voiced by the person she called. |
apologized lo the cuslomer. No [ollow-up 1s necessary.

31 J08/11/08  |An OH Voice cuslomer slales that when dialing the toll free number  |08/11/08 Agent left three voice messages on the customer's voice
to reach a voice relay agent they gel TTY tones and then the hine mail asking her lo call back Mg calls relurned. case cloged
disconnects and lhey are unable (0 place ther call Retay Cuslomer
Service apologized for the problem and submitied a Trouble Ticket
Fallow-up is requested.

32 |08/12/08  |The customer states. “the relay operalor didn't type clearly and il was[08/12/08 Agent explained to the TTY user thal it sounded hke a
all mixed letters. | was no! satisfied.” technical issue and was not necessarily the operator's

typing. Agent emailed lhe cusiomer that the agenl had been
coached and given ways to possibly clear up garbling.




agent's typing.

33 [08/12/08  [The customer reports that a VCO to VCO call was not processed 08/13/08 The Supervisor reviewed VCO to VCO procedures with the
correctly. The Communication Assistant did not type anything for agent.
either caller on line.

34 |08/15/08 |[The customer states a Coomunication Assistant did not know how to 08/15/08 Manager met with the Communication Assistant ang covered
properly leave a2 message on an answerng machine VCO to answering machine procedures.

35 J08/17/08 |A caller reported that the agent did not read and follow her customer |08/18/08 The Supervisor spoke with this agenl about the call. She
notes. She wanted lo Jeave a message the first time and lhe agent remembered the customer and did admit to making the
did not do that. No follow-up was requested. mistake. The agent apologized al the time to the customer

but the customer hung up. The agent again apologized for
the inconvenience.

36 J08/19/08 |IThe customer states the agent made the same mistake cn three 08/19/08 The agent remembers this and says the notes indicate 1o not
separate calls. She wanted to leave a message withoul redial The type answering machine recordings but does not say lo
notes are in place in the customer profile database. Cuslomer leave a message the firsl tme wilhout a redial to the answer
Service apologized. No fellow-up was requested. machine The procedure is the agent hangs up and lets the

caller know an answering machine was reached. The agenl
then wails lor the customer to say il they wanl lo leave a
message of nal The agent does not assume the customer
wants lo leave a message.

37 |08/21/08 The customer reports the Agent lyped verbatim whalt the gutbound  [08:27:08 The Agent tollowed procedure
voice person said and after 3 minutes lhe outhound voice caller hung
up.

38 [08/23/08 |The caller complained that the agent did not iollow her instructions  |08/28/08 Agent met with agent and coached them about maintaining
and was nol locused on the call. focus and keeping the caller informed.

39 108/24/08 |A customer stated that the agent dig not follow their instructions. The |08/24/08 There is no agent with that number
Customer Service represenlalive apalogized to Ihe custormer. No
follow-up was requested.

40 |08/27:08  |An OH VCO customer states the relay operalor did not follow the 08/27:08 The agent was coached on the imporance of reading the
customear's notes. The customer does not want the operatar lo type customer's notes and lollowing the inslructions as slated.
out the message recording, so lhat they can leave a message the The agenl acknowledged Lhis.
first ume Customer Service apologized to the customer No follow-
up was needed by the Supervisor.

41 108/30/08 |A customer has made many atiempts o reach a number. However. [08:30/08 Customer Service enterad a Trouble Ticket to resoive the
tha relay operator stales the number is invalid ana will not place her 1ssue so Ine cuslomer will be able to connect 1o the number
call Customer Service apologized for the inconvenience The diaied through relay
customer requested a follow-up. Agent lefl a message to ask lhe customer how her calls were|

working oul
Agent lefl two more messages There was no answer nar an
answering machine The case is closed

42 |09/01/08 RThe customer gets garbling on their TTY and cannot read the relay  [09/05/08 Agent called the customer and she got a new {elephone so

ail 1s now working fine




43 109/02/08  |A customer states the agent did not keep the VCO user informed 09/02/08 The Agent was typing the outbound caller's response. The
and then disconnecled the call. They asked the agent to hold for 3 outbound caller voiced thal they could only hold for 3
minutes and ihe Agent lyped that they can anly hold for 3 minutes, minutes and the agent was merely lyping the outbound
then disconnected before VOO user returned 1o the call. person's response. After the voice party hung up, the agent

relayed thal the person hung up.

44 |09/02/08 {A customer reports they were waiting for the Communication 09/02/08 Agent met with the agent and coached them about
Assistant (CA) to respond. The CA said ‘one moment please’ and maintaining locus and keeping the caller informed.
then gave no lurther response. The caller was not sure if Ihe CA had
hung up, so they called back and got a different CA.

45 |09/08/08 JA TTY user came in on the wrang line and hung up. 0=2/09/08 The custemer did not request fcllow up

46 [08/10/08 JA TTY call came in on the wrong line. 09/10/08 The customer did not reguest follow-up

47 |09/12/08  JAn OH Voice customer reports calling 711 and that nothing happens. |08/12/08 The customer did not reques! follow-up.

The cuslomer said she called from two different phones and got the
experience. The customer states they do not need 1o dial a 1 or & 1o
jget out of the building. The cuslomer calls to our designated loll fres
number and reacres a relay operalor. The custamer is afraid other
paopie wil not be able to reach a relay operalor when dialing 711.
Customer Service turned in a Trouble Tickel. No follow-up was
needed.

4B |C9/18/08 [A caller 1s expenencing feedback thal sounds like an echo on the line]03/18/08 The customer did not request follow up.
when making Speech to Speech calls. Customer Service apclogized
for the problem and opened a Trouble Tickel. Follow-up 1S not
required on his Issue.

49 [09/18/08 [The agenl asked the VCQ caller to speak more guietly while in the  J09/19/08 Manager met with the agent and emphasized it 1s against
middle of the call and the VOO user was very embarrassed. procedure to inlerrupt the call {o tell the caller Ihey are

speaking too loudly.

50 J08/21/08 ]A custorner states. "The operator was nol patient The operater 10/01/08 The Supervisor met with the operalor and coached the
interrupted in the middle of lyping The operalor needs to be patient.” operator lo be carelul and nol to Interrupt

51 199/29/08 |An OH VCO customer states this agent was rude. did not leave a 09/29/08 The Supervigor spoke with this agent She stated that she
message as Inslructed and hung up on them Relay Customer tried to tell the VOO user they would have lo voice the
Service apologized lor the problem Mo follow-up was requested massage or type Il lor the agenl lo read The agent did nol

fee! she was rude; she was Just Irying 10 make lhe call easier
for Lhe VCO user. She was coached on lollowing cuslomer
instructigns and maybe phrasing things a litlle dfterently.
The agent apologized for the inconvenience to Ihe customer.
54 [09/30/08 [Caller states that the agent hung up on them 10/02/08 The agent did not remember the phone call or hanging up on

anyone. | mentioned Ihe need lo be cauhous and lo have
documented it il it does happen | attempted to call the
custorner back, but the phone number was disconnected




55 |10/03/08  |An OH voice customer who is hard of hearing reports that he keeps [10/03/08 The customer did not request fellow-up,
getting very loud noises when he uses relay to talk with his TTY
callers. "Your service is not very good.” Agent apologized and
explained his telephone number preference and brand was set as a
VCO user in the system. | changed his settings 10 Voice user. Agent
asked him to allow 24 hours for branding to be etiective and call
back if the problem continues. The customer does not want follow-up
contact.

56 |10/06/08 |An OH HCO user complains that agents do nol announce relay to 10/06/08 |The customer ad not request follow-up.
her or her husband who answers the phene by voice. She keeps
missing calls The cuslomer suggests that mere training be given lo
agents on HCO procedures. Agenl apologized and explained [ha! |
would be sure to pass this informalion on lo the trainers. The
customer does not request follow-up.

57 [10/06/08 [Customer called "l just made a cali awhile ago. The agent hung up  |10/06/08 Manager met with the agent. The cali rolled over to the agent
on me and | don't know why.” | apologized to the cuslomer lor lhe and they announced the call, but there wasn't a response.
incanvenience and assured him that this weuld be lorwarded to the The call rolled aver and the agent anncunced. but wilh there
appropriate supervisor. The customer requested follow-up al the still baing no respanse the agenl hung up. The call did not
telephone number provided. come through and the agent followed the correct

procedures. The agent underslands not to just hangup on a
customer When there is no response, the agent is permitted
to hang up Agent lefl 2 message that Lhat agent was
coached

58 |10/07/08 |A customer reporls being unable to make Long Distance calls via 10/15/08 Agent spoke with the custemer and she told me she has not
Relay using their carner of choice. The relay operator hears a made any long distance calls since she reporied the
recording thal she is unauthorized to make a Long Dislance call. A prooiem. She will make a call and lel Cuslomer Service
Trauble Tickel was entered and the customer requesls contacl. know how it went.

Cusomler called back and ail 1s working well now.

59 [10/19/08 |A customer slated their cell phone could not make conlact with a 10/18:08 The celi phene number was rebranded as a Voice line as
voice relay operator, Customer Service apologized and submitted a directed by managemenl. If the problem persists after
traubleshooting lorm. The customer requesled follow-up from a branding, a Trouble Ticket will be enlered.
technician.

60 |10/22/08 |A customer complains their agent was "a Bad speller! examples - 10/22/08 Manager met with the agen! and discussed the problem with

wharranty (warranty), juswt {just), dlel (dell)." The ccmplainl was
submitted on 10/18/08, but no date was given for lhe acluai call The
information was forwarded to Lhe correct cenler. No lollow-up was
requesied.

speling so as 1o not have It occur i he fulure. Coaching
included pacing Lhe cuslomer and being more aware. The
customer cid not request follow-up
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The caller reported to Customer Service on 10/25/08 that she has
had problems connecting to VCO OH relay for the Iast four manths,
Also, voice callers are unable to reach her when dialing 711. They
just get TTY tanes or computer-like tones and then il disconnects
without a voice operator ever answering. She has reported this
several imes with a Trouble Ticket enlered wilh the most recent
complaint. Customer Service apologized for the problem and offered
to brand all the numbers that might call to her as VOICE so that they
would connect immedialely to the relay operator. She provided 94
numbers which Customer Service will brand. The representative
checked her number and it is branded as VCO. Follow-up was
requesied

10/27/08

Agent left a message on voice mail for the customer to call
me. Agent called the customer three times through relay
and she hung up each lime agent attempted lo reach her,
Tha case is closed.

r62

10/29/08

A caller reported that he 15 unable to receive incoming relay calls to
his barbershop from regular customers. When they dial 711 or lhe
tall [ree CH Relay number, Lhe line never connec!s lo a voice
operator. This Is hurting his business and he is fed up wilh lhe
situation. He cannot afford to hire a receptionist. He provided
examples of iwo customers and numbers that could nal reach him.
Customer Service apologized for the inconvenience and submitled a
Trouble Tickel. They advised him lhe report would be sent to lhe
Program Manager Follow-up contacl was regquested.

10/29/08

Agent got a recording stating that this number was
disconnecled and no further assistance was available

63

11/06/08

A complaint was submitted regarding the accuracy of captions

12/04/08

The customer shared general feedback regarding captions
he is receiving. The Cusiomer Service Representalive
asked the customer i he could provide a sampling of what
he 1s seeing or details such as Lhe date. time. and agenl 1D
of a call. This would allow us to iake specihc action with Call
Center persannel. The cuslomer has selecled not to provide
further commenl or detail

64

11/10/08

Caller reportad that she was unable ta cannect lo her home number
through OH Relay from her number al work. The agent reaches an
error message thal says lhat lhe number 15 INVALID. She recently
switched local phone carrners Irom Cincinnati Bell 1o Time Warner,
and evidently lhe new home number is not valid in our system Calls
directly from desk phane in Customer Service went through lo Lhe
number fine. Customer Service Response: Apolagized for Lhe
inconvenience and lold the cuslomer a lrouble ticket wauld be
entered (o resolve the 1ssue. Thanked customer lor lelling us know.
Follow up requested

11/10/08

Ageni called on March 19 and got a recording which would
not allow me to leave a message and to iry my call again
later. On March 25th, agenl called Ihe cusiomer's
videophane number and received no answer Agent cailed
again on April 16th and received ne answer. The case s
closed.

85

11/21/08

A complant was submitted regarding the accuracy of captions.

11/21/08

Customer's husband shared general feedback regarding
accuracy of captions, CS Rep apologized for incidence and
thanked customer [ar bringing their expenence ta our
attention. Customer did not have specibics far us to lollow
up with  CS rep noted that if the customer dacuments the
date, lime and CA# ol any tulure calls. we can lake more
specific action with the CA caplioning the call




66

11/24/08

An OH VCO customer called to complain that the operator's typing
was s0 poor that thay could not understand what Lhe person they
were calling was saying. The caller stated this happened al
approximately 2:10pm today. Customer Service apologized for the
problem. The caller did not request fallow-up.

11/24/08

There is No agent with that 1D nomber. The complaint is
closed due to no agent to follow-through with.

67

11/29/08

An Inbound Speech to Speech call came in on two computers at the
same time and the customer cowld not successiully connect. He
could not hear either of the agents. It happened agamn and the caller
had no conneclion. He disconnected the second trme and called
back in a third time to finally get one operator. He said he wasn'l
mad, just scared; that 1t wasn't a complaint, just a concern.

11/29/08

The Team Leader talked to the customer and informed the
customer a Trouble Ticket had been entered about the
issue. The Team Leader advised the customer to let us
know il the problem happens again and he said that was
okay

68

12/04/08

An OH VGO custemer reported experiencing difficulties connecting
to OH Relay VCO and TTY numbers for the past week. The
customer receives typed messages to hold for next available
operator but is not connected. Test calls were made from a Relay
Customer Service desk phone to OH Relay VCO and TTY numbers
and both connecled immediately. The Customer Service
representative advised the customer that a Trouble Ticket would be
entered and Iransferred the customer to an OH VCO operator to
make her call. The customer did nol request adational conlact.

12/22/08

The customer stated she would call Relay Customer Service
to check lhe stalus of her complaint.

69

12/04/08

A customer states that she cannot reach relay consistently when
using lhe VCO dedicaled line number that is programmed into her
phone. Previously, it worked just fine but in the last several months
has only worked inlermittently. Customer Service apologized lor lhe
probiem and assured her that a Trouble Tickel would be senl in on
the problem.

12:06/08

On 3/13:09, Agent lefl 2 message on an answerng machine
for her to call back. Agent calied again on 3/17 and received
no answer nor an answering machine.

Agent called on 3/17 al 3:50 PM and left 2 message on voice
mail. The customer has not returned the call and the case is
ciosed

70

12/04/08

A caller reports they cannot reach OH relay through the dedicated
VCO number Customer Service apologized for the problem and
opered a Trouble Ticket. Follow-up is needed to ensure problem
resolution

12/04/08

Agent called on 3/13 at 12.55 PM, no answer. Called again
at 1155 AM on 3/17. no answer. Called at 3;55 PM on 3/17,
person hung up on agent. Case is closed.

71

12/07/08

The customer gave instructions 1o not type out the answering
machme recording and let her leave a message. These inslruclions
were also in her customer noles. The operator typed the answering
machine recording and did nel follew these instructions Cuslomer
Service apologized for the inconvenience and assured lhe person
that he operalor would be inslrucled in correcl procedure The
customer did not request follow-up.

12:07:08

Manager coached the operator on the importance of listening|
to. reading and following through on customer instructions.

72

12/08/08

AN OH VCO customer complains the agent typed out the message
on an answering machine, causing her to have to redial lo leave a
message, rather than following her notes with instructions Customer
Service apologized and explained lhe agent's supervisor would be
nolified aboul lhe issue. The customer did not want further contact

12/08/08

The agent was coached to follow a customer's notes.




73 [12/27/08 A VCO user reports that they cannot reach an agent. This has been [12/29/08 Agent called the customer on March 13 and she asked that
an on going issue and they would like the problem addressed and Customer Service should not call her anymore and hung up.
hopes that relay can fix the issue. The VCC user has tried several Agent tried called again and there was no answer. Third
times, Customer Service has transferred her also and she still does time, a person answered and hung up. The case is closed.
not get an answer from a relay agenl. The indiv.dual was very upset.

The Cusiomer Service represeniative apologized and stated that the
information would be passed on. No foltow-up was requested.

74 101/02/09 |The Communication Agent did not dial cut and ignored instructions  [01/02/09 The Team Leader met with the Communication Assistant
for VCQ. Finally, the VCO caller hung up and would like a letter sent (CA). When the CA dialed out. they received the error
for follow-up. message "cannot dial out.” The CA typed (pls repeat) and

the VCC caller screamed out Lhe number. The CA could not
understand it and then the VCO caller hung up The CA says
she has had this same VCO user since then with no
problems or Issues on dialing out or understanding Lhe caller.
The Team Leader reviewed procedures lor what 1o do when
getting error messagas and when nol able 1o understand a
cailer.

75 |01/02/02  |A voice user reports that her grandmather makes VGO calls and gets|01/02/09 Agent called and left a message letting the customer know
an "invalid number” message when calling the correct numbers to that the issue was fixed and lhe numbers should be working
tamily members. Calling directiy, the same numbers go lhrough ing. now.

Agenl apologized and explained thai | would iet the relay technicians Agent lefl conlacl numbers for the customer to call back if
know aboul the issue. Tesl calls produced lhe same resulls and lhe they had any questions or concerns

recommendalicn was to check with their locai telephone provider for

frouble shooling. A Trouble Ticket was created. The customer wants

juture contact with a resolulion.

76 |01/18/08  |A VCO user stated that on a call at approximately 12:15pm the agent]01/21/09 The Team Leader met with agent The agent had realized
did not follow the customer's notes. The nole staled thal she wanled the wrong number had been dialed out and apoclogized. The
1o leave a message on the [irst dial. When the cuslomer conlronted VCO user became very upset so the agent called for
the agenl aboul not lollowing the noles, Ihe agent was supervisor assistance and the call was documenled. The
“unprofessional” and told her that the "the FCC reguires us lo type supervisor then cbserved Lhe call tor five minutes. Nothing
oul the answering machines no matter what * The VCO customer was meniioned about lhe FCC or answering machines. The
wds very upsel because She has never been told this and has never call verification log was checked by Ihe Team Leader and
had an 1ssue with any olher agenl. The Cuslomer Service attached lo the paper copy ol the Cuslomer Conlacl.
representative apologizad for the lack of professionalism from Lhe
agent. The represenlalive inlormed the caller ol the correct
procedures. No follow-up was requested

77 |01/20/09  |A voice customer reporis receiving cails from a perscn fraudulently  |01/20/09 The customer was informed about fraudulent calls and
using our services to buy something with a stolen credil card. protecting his business.

Customer Service apologized and sent a tip sheet 1o Ihe cuslomer.
No follow-up was requested

78 |02/12/09  JAn ASCI customer reporled being unable to connect to Chio Relay [02/12/09 Account Manager sent three emails to the customer inquiring
Service. The Cuslomer Service represenlative apologized lor lhe how his relay calls were werking. but did not hear back from
problem and opened a Trouble Tickel Follow-up 1s required to him. The complaint 1s closed
ensure problem resolution

79 J02/16/09 |A VCO user is upset about being cul ofl in the migdle ¢l an important]02/16/09 The Team Leader met with agent on 2:19:09. On VCO calls,

real eslate laxes call and being unaware of what happened The
caller did not appreciale being bung up on in the middle ol
processing inlormalion. Also. there was a long delay to repeat the
call with another agenl. The supervisor did not receive the dale ol
call, bul 1t look place lhe week ol 9 FEB to 13 FEB.

this agenl can hear the VGO caller. bul lhey are nol able to
read the Braille. Alsc, some calls do end. A Trouble Ticket
was entered into lhe syslem. The agenl was coached and
emphasis was placed on entering a Trouble Ticket and
creating documentalion Il the call 1s disconnecled The Team
Leader emphasized lhal agenls can never disconnecl calls.
The Team Leader sent a letter to the customer for follow-up
per the customer's request.




80 |02/17/09 |A VCO customer reporis that a relay agent did not follow instructions [02/23/09 Procedures were reviewed with the agent. No follow-up was
from the Customer Database. The agent typed "answering mach requested
playing ga” when the Customer Database note is "will leave message
the first time - type (ans mach} ga”. The Customer Service
representative apologized for the problem encountered and
explained that the complaint would be forwarded o a supervisor. The
customer did not regues! further conlact.

21 |03/03/09  |A VCOQ customer reperls thal the Communicalion Assistant (CA) did |03/03/09 The agent does not recall this call. She is aware of the
not process their VCO call properly. When the VCQ customer spoke importance of keeping the caller informed. No follow-up was
her part of the conversalion at the beginning of the call and said GA. requested.
nothing happened. There was no message typed by the CA. The
VCO caller then said GA GA GA and the agent typed that a portion
of the VCO caller's message had been cul off. When |he cailer said
geodbye and was ready lo bang up. they waited for the CA o type
"{(person hung up)" or whatever was being heard, but nothing
happened. The VCC customer requested thal the CA gel more
training on VGO call precedures. The cuslomer also reported there
was a long wartt fo reach a CA when calling into relay. Customer
Service apologized for the problem encountered on 3-2-09 and
advised lhat tha complainl would be sent 1o a supervisor. The
customer did not request further contacl.

82 |03/06/09 |A voice customer reported receiving threatening calls via OH Relay. |03/06/09 The customer was educated regarding relay calls.
Customer Service apelogized and no follow-up was requested

83 |03/08/09 |A customer reports that an agent quit processing their call in the 03/08/09 The Team Leader met with the Communication Assistant
middle of a phone call. The VCO user did ncl appreciate this and (CA) and coached her on procedures. The CA underslands
requested follow-up by lelter please. she is nol to hang up on cuslomers, This could have been

attnbuted to a pessible compuier problem, bul there is no
way to verify that. The Team Leader senl a ietler on 4/14/09
1o the customer apologizing.

84 103/11/09 |An OH 373 customer uses Skype to make telephecne calls and ther |03/11/09 Agent left a message on voice mail on March 23, March 27
“calling from* number s now being transmitted o us correctly. When and April 12. The cuslomear has not returned the cails and
he customer reached OH STS we would receive a Washington DC the case s closed.
number with another STS customer’s notes and information.

Custamer Service apclogized to the cuslomer and enlered a Trouble
Tickel The customer would like lollow-up from the Program
Manager

85 103/12/09  |An OH VCO custocmer slates they draled 711 and the 800 number for]03/12/09 Agent spoke with the cuslomer and she was ncl sure which
a refay operater and reached a recording Lhat said "Please hold for number her friends were calling - 711 or lhe BOD number.
the nexl available relay operator”. The customer was agilated lhat Agent senl her a call log spreadsheel for her Iriends lo keep
they wailed 20 minules for a relay operator to come on the Iine. They track of the calls. She lhankad me and will keep me
are worried that there will not be a relay operator if they ever have an updated.
emergency. Cuslomer Service apologized to the customer and
opened a Trouble Ticket. The customer would like follow up by the
Program Manager

86 103/17/09 |A TTY user stated they called relay to leave a message and instead |03/17:09 The Team Leader met with the supervisor who retrieved the
of the message being left the operater transferred them to supervisor decumentation on this call. It was discennected due 10
who then disconnected the call claiming that the TTY user was being abusive language to the Communication Assistant and
rude The TTY user was informed that the information would be callers being located in lhe same room  The superyisor
forwarded to lhe appropriate supervisor. verified the sexual content, voices screaming In the

background, an echo like would occur in a big room and
background voices saying. "type this!”

88 |03/25/09 |The custemer reported a complaint with an agent number, but we 03/25:09 The customer said when he gets this agent, al he gets is

don't have a lemale with that agent number The male agent wilh
that number works third shift and was net Ihere within 24 hours ol the
VGO call noted in 1his complaint.

XXX. The Supervisor wrole thal this may be a technical
issue,




instructions on a call that took place at 2 PM on 5/21/09 The notes
read "do nol type answering machine messages " The customer
explained she would have “lel it go." but the ocperaior wouldn'l
respond when asked. "did you read my notes? They say do nol type
messages " There was na apology and no response from the agent
The Cuslomer Service represenlalive apologized lo the customer.
No follow-up was requesled.

89 [03/26/08 |A customer was very upset at the poor spelling of an agent. The call |03/26/09 The Team Leader called the customer ang left a message
ended at 9:45 am on %26/09 when the customer asked for a on 3/31 at 1445 pm. The Team Leader called again on 4/1 at
supervisor. The Supervisor venfied the spelling errors by scrolling 134pm and spoke with the VCO user. The Team Leader
through the calt screen, but did see that typo's had been properly apologized and informed the customer that we are working
marked with XXX. The Supervisor thanked the customer for the wilh the agent on pacing and using abbreviations and
feedback to assisl with fraining and that helped the customer calm expandable words 1o help with spelling.
down. The customer wants a follow-up phone call.

91 104/15/08  |When asked the first tme, the agent would not give his/her number  [04/15/09 The agent does not recall the call but has been asked lo
or gender. After lhe question was asked, they said hello three imes repeat her agent 1D previously and has always provided il
with no response and long delays. The customer stales the agent did but may nol have included the gender. The agent knows to
a terrible job. They looked up the agenl and it was a lemale agenl. give the ID when asked for il
The supervisor apalogized to the customer and told the customer
that 1he agent will be coached on call procedure.

92 Joa/16/09  JA VCO customer asked for ralrieval of answering machine 04/16/09 The agent was new and was coached on correct procedure.
messages, bul lhe agent didnt know how to gel her messages. The
call took place al approximalely 2 o'clock on Aprit 16, 2009, The
customer reporls she called back inlo OH Rslay and the next agent
was trained In answering message retrieval. Customer Service
apologized and no lollow-up was requesied.

93 [04/23/09 |A TTY user reports that an agent hung up or them. 04/23/09 The Team Leader met with the agent The agent saii he had
a couple of 'no response’ calls bul does not remember
anything else. The Team Leader had ths agenl describe
disconnect procedures to venly Lhat he knows the correct
procedure lor no response disconnecls

94 |5/4/2009 |Customer called aboul accuracy of captions 5/4/2009 Customer shared feedback regarding accuracy of captions
during call with CS Rep. CS Rep apologized lor incidence
and Ihanked customer lor the feedback Cail delall was
shared with Call Cenler managemenl for follow up wilh the
CA by the CA's supervisor.

95 J05/12/09  |A VCO caller slates there ware long delays and so many incorrect  |05/12/09 The Team Leader met with the agenl and went over required

words and misspellings thal the call did nol make sense. typing speed and paying attention to spelling during a call.
The Team Leader called the cuslomer to apeologize and
thank them for feedback on our service

96 |05/21/08  JAn OH VCO cuslomer stated the operator did not follow her profile  |05/21/09 Agent spoke with the agent and she remembars the call

She was assisted by the operations administralor as well on
this call. The agent did icilow the customer's verbal
instruchions and informed Lhe cuslomer when she could
leave her message bul the customer was being
unreasonable and did nol want 1o listen lo lhe agent The
agent said she did nol ignere Ibe cuslemer nor did she
disconnect on lhe cusiomer. The operations adminisirator
confirms her story.
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