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Via Hand Delivery FILED/ACCEPTED

Marlene H. Dortch, Secretary
Federal Communications Commission M =1 2pp
445 12th Street SW Federal Commurications Cormmiss

. e 0 unicafons Lornmission
Washington, DC 20554 Office of the Secretary

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

Dear Ms. Dortch:

Sorenson Communications, Inc. (“Sorenson™) respectfully submits an original and
four copies of the attached complaint log summary pertaining to complaints received
between June [, 2009 and May 31, 2010. The attached report summarizes the number of
complaints Sorenson has rceeived alleging a violation of the federal telecommunications
relay service mandatory minimum standards, the date of each complaint, the nature of
each complaint, the date of resolution and an explanation of the resolution. As required
by 47 C.F.R. § 64.604(c)(1)(1), Sorenson maintains complete logs of all complaints it
receives. The attached summary is based on the complete log, which is on file at
Sorenson and available upon request by the FCC.

Sincerely,

NaelaeQ7D JMaddy f, 0

Michael D. Maddix
Director of Government and Regulatory Affairs
Sorenson Communications, Inc.

Attachments

cc: Gregory Hlibok
Arlene Alexander
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07/09/2009

07/09/2009

on Communications VRS Complaint Log

Signmail |

June Oa 2010

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

06/01/2009 06/02/2009 Poor VI etiqueite Manager: Interpreter retrained

08/01/2009 06/03/2009 Poor Vi etiquette Manager: Interpreter retrained

06/01/2009 06/02/2009 VI did not follow caller's request Manager: Interpreter retrained

06/01/2009 06/03/2009 vCo Manager: Interpreter retrained

06/01/2008 06/02/2009 VI skills inadequate Manager: Interpreter retrained

06/01/2009 06/01/2009 VI skills inadequate Manager: Interpreter retrained

06/01/2009 06/01/2009 VI failed to relay conversation verbatim Customer Service: Responded to the customer

06/02/2009 06/02/2009 Spanish Services- Hold times No Interpreter number provided with complaint

06/02/2009 06/02/2009 Spanish Services Customer Service: Apologized to the customer for
the Technical Issue

06/02/2009 06/04/2009 Poor VI etiguette Manager: Interpreter retrained

06/02/2009 06/03/2009 Signmail- Poor quality Manager: interpreter refrained

06/03/2009 06/08/2009 VI receptive skills inadequate Manager: Interpreter retrained

06/03/2009 06/03/2009 VI failed to relay conversation verbatim Manager: Interpreter retrained

06/03/2009 06/03/2009 V| skills inadequate Manager: Interpreter retrained

06/03/2009 06/04/2009 V1 signing was not clear Manager: Interpreter retrained

06/03/2009 06/03/2009 VI skills inadequate Customer Service: Apologized for the incident and
forwarded fo National Trainer

06/03/2009 06/04/2009 Poor VI etiquette Manager: Interpreter retrained

06/03/2009 06/08/2009 VI skills inadequate Manager: Interpreter retrained

06/03/2009 06/05/2009 Vi skills inadequate Manager: Interpreter retrained

06/05/2009 06/08/2009 VI skills inadequate Manager: Interpreter retrained

06/05/2009 06/30/2009 Vl signing was not clear Manager: Interpreter retrained

06/05/2009 06/08/2009 Paor VI etiquette Manager: Interpreter retrained

06/08/2009 06/08/2009 Poor VI etiguette Manager: Interpreter retrained

06/08/2009 06/10/2009 Poor V| etiguette Manager: Interpreter retrained

06/08/2009 06/11/2009 Poor VI etiquette Manager: Interpreter retrained

06/09/2009 06/12/2009 VI failed to relay conversation verbatim Manager: Interpreter retrained

06/09/2009 06/09/2009 Poor VI etiguette Manager: Interpreter retrained

06/10/2009 06/11/2009 VI Disconnected Caller Manager: Interpreter retrained

06/10/2009 06/19/2009 Poor Vi etiquette Manager: interpreter retrained
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06/11/2009 06/11/2009 VI did not follow caller's request Manager: Interpreter retrained

06/11/2009 06/11/2009 VI did not follow caller's request Wrong ID: Customer Service responded to the
customer

06/11/2009 06/12/2009 V] skills inadequate Manager: Interpreter retrained

06/11/2009 06/15/2009 Poor V| etiguette Manager: Interpreter retrained

06/11/2009 06/16/2009 VI skills inadegquate Wrong ID: Customer Service responded to the
customer

06/11/2009 08/08/2009 Poor VI etiquette Wrong ID: Customer Service responded to the
customer

06/12/2009 06/17/2009 Poor VI etiquette Manager: interpreter retrained

06/15/2009 06/15/2009 Paor V! etiquette Wrong ID: Customner Service responded to the
customer

06/15/2009 06/23/2009 Vi dress inappropriate Manager: Interpreter retrained

06/15/2009 06/15/2009 Poor W etigueite Manager: Interpreter retrained

06/15/2009 06/16/2009 Poor VI etiquette Manager: Interpreter retrained

06/15/2009 06/19/2009 Signmail Customer Service: Apologized to the customer for
the Technical Issue

06/15/2009 06/17/2009 VI did not follow calier's request Manager: [nterpreter retrained

QGM 6/2009 06/16/2009 VI receptive skills inadequate Manager: Interpreter retrained

06/17/2009 06/17/2009 VI skilis inadequate Manager: Interpreter retrained

106/17/2009 06/18/2009 VI skills inadequate Manager: Interpreter retrained

06/17/2009 08/16/2009 VI signing was not clear Customer Service: Apologized to the customer for
the Technical Issue

06/17/2009 06/19/2009 VI skills inadequate Manager: Interpreter retrained

06/19/2009 06/23/2009 Paoor Vi etiquette Wrong ID: Customer Service responded to the
customer

06/19/2009 08/19/2009 Other Service type - Complaints Manager: Interpreter retrained

06/19/2009 06/19/2009 Poar VI etiquette Wrong 1D: Customer Service responded to the
customer

06/19/2009 06/30/2009 Vi skills inadequate Manager: Interpreter retrained

06/23/2009 06/24/2009 Poor VI etiquette Manager: Interpreter retrained

06/23/2009 06/24/2009 Pogr VI etiquette Manager. Interpreter retrained

06/23/2009 06/23/2009 V! failed to relay conversation verbatim Manager: Interpreter refrained
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06/24/2009

06/23/2009 V| receptive skills inadequate Manager: Interpreter retrained

06/23/2009 06/23/2009 VIl failed to relay conversation verbatim Manager: Interpreter retrained

06/23/2009 06/23/2009 VCO No Interpreter number provided with complaint
06/23/2009 06/23/2009 Poor VI etiquette No Interpreter number provided with complaint
06/23/2009 08/21/2009 VI receptive skills inadequate Manager: |nterpreter retrained

06/23/2009 06/24/2009 V| Disconnected Caller Manager: Interpreter retrained

06/23/2009 06/29/2009 Vi receptive skills inadequate Manager: Interpreter retrained

06/23/2009 06/29/2009 VI Disconnected Caller Manager: Interpreter retrained

06/24/2009 06/25/2009 Poor V) etiguette Manager: Interpreter retrained

06/24/2009 06/29/2009 Signmail Manager: Interpreter retrained

06/24/2009 07/07/2009 VI skills inadequate Manager: Interpreter retrained

06/24/2009 06/30/2009 Poor VI etiguette Manager: Interpreter retrained

06/24/2009 06/24/2009 Hold times Customer Service: Responded to the customer
06/24/2009 056/26/2009 VI skills inadequate Manager: Interpreter retrained

06/24/2009 06/24/2009 V| Disconnected Cailer Customer Service: Apologized to the customer for

the Technical Issue

06/24/2009 06/26/2009 V| skills inadequate Manager: Interpreter retrained

06/25/2009 06/29/2009 VI receptive skills inadequate Manager. Interpreter retrained

06/25/2009 07/08/2009 Poor VI etiquetlte Manager: Interpreter retrained

06/25/2009 06/30/2009 VI receptive skills inadequate Manager: Interpreter retrained

06/26/2009 06/29/2009 Poor VI etiquette Manager: Interpreter retrained

06/26/2009 06/26/2009 Poor VI etiguette Manager: Interpreter retrained

06/26/2009 06/26/2009 VI transferred caller Manager: Interpreter retrained

06/26/2009 06/30/2009 V| skills inadequate Manager. Interpreter retrained

06/29/2009 07/02/2009 Poor VI etiquette Manager; Interpreter retrained

06/29/2009 07/02/2009 VI skills inadequate Manager: Interpreter retrained

07/01/2009 07/06/2609 Poor VI etiquette Manager: Interpreter retrained

07/01/2009 07/06/2009 Poor VI etiquette Manager: interpreter retrained

07/01/2009 08/03/2008 V| receptive skills inadequate Manager: Interpreter retrained

07/01/2009 08/26/2009 Signmail Customer Service: Apologized for the incident and

forwarded to National Trainer
07/02/2009 1Q/27/2009 Poor V| etiquette Manager: Interpreter retrained
07/02/2009 07/06/2009 Spanish Services: V| skills inadequate Manager: Interpreter retrained
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Poor VI etiquette Manager: interpreter retrained

07/02/2009 07/07/2009 VI skills inadequate Manager: Interpreter retrained

07/02/2008 07/02/2009 Poor VI etiquette Manager: Interpreter retrained

07/02/2009 07/02/2009 Poor VI etiquette Customer Service: Responded to the customer

07/086/2009 07/07/2009 Poor V! etiquette Manager: Interpreter retrained

07/06/2009 07/06/2009 VI skills inadequate Manager: Interpreter retrained

07/06/2009 07/07/2009 VI skills inadequate Manager: Interpreter retrained

107/06/2009 07/07/2009 Poor V! etiquette Manager: Interpreter retrained

07/06/2009 07/08/2009 Poor VI etiquette Wrong ID: Interpreter did not work that day or no
ionger works for us

07/06/2009 07/07/2009 Poor VI etiquette Manager: Interpreter retrained

07/06/2009 10/27/2009 VI failed to relay conversation verbatim Manager: Interpreter retrained

07/06/2009 07/07/2009 Paor VI etiquette Manager: Interpreter retrained

07/06/2009 07/16/2009 VI receptive skills inadequate Manager: Interpreter retrained

07/06/2009 07/07/2009 Poor VI etiquette Wrong ID: Interpreter did not work that day or no
longer works for us

07/06/2009 07/08/2009 V| skills inadequate Manager: Interpreter retrained

07/07/2009 07/09/2009 VI receptive skills inadequate Manager: Interpreter retrained

07/07/2009 07/07/2009 V1 did not follow caller’s request Wrong ID: interpreter did not work that day or no
longer works for us

07/07/2009 07/07/2009 Poor VI etiquette Manager: Interpreter retrained

07/07/2009 07/07/2009 VI skills inadequate Customer Service: Responded to the customer

07/07/2009 07/08/2009 VI failed to relay conversation verbatim Manager: Interpreter retrained

07/07/2009 07/07/2009 Other Service type - Complaints Manager: Interpreter retrained

07/07/2009 07/07/2009 VI signing was not clear Manager: Interpreter retrained

07/07/2009 07/07/2009 Signmail- Poor quality Customer Service: Responded to the customer

07/07/2009 07/08/2009 Poor VI etiquette Manager: Interpreter retrained

07/08/2009 07/10/2009 Poar VI etiquette Manager: Interpreter retrained

07/08/2008 07/09/2009 VI receptive skills inadequate Manager: Interpreter retrained

07/08/2009 12/02/2009 VI receptive skills inadequate Wrong ID- Interpreter did not work that day or no
longer works for us

07/08/2008 09/16/2009 Poor VI etiquette Manager: Interpreter retrained

07/09/2009 07/15/2009 Poor V| etiquette Manager: Interpreter retrained
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Manager: Interpreter retrained

07/14/2009 07/14/2009 VI did not follow caller's request Customer Service: Responded to the customer

07/14/2009 07/17/2009 VI receptive skills inadequate Manager: Interpreter retrained

07/15/2009 07/27/2009 Poor VI etiguette Manager: Interpreter retrained

07/15/2009 07/17/2009 VI skills inadequate Manager: Interpreter retrained

07/15/2009 08/20/2009 V1 skills inadequate Manager: Interpreter retrained

07/16/2009 VI skills inadequate Wrong ID: Interpreter did not work that day or no

07/15/2009 longer works for us

07/15/2009 07/17/2009 VI signing was not clear Manager: Interpreter retrained

07/16/2009 07/17/2009 Poor V! etiquette Customer Service: Apologized to the customer for
the Technical Issue

07/16/2009 07/16/2009 Poor VI etiquette No Interpreter number provided with complaint

07/17/2009 10/28/2009 Signmail Wrong ID: Interpreter did not work that day or no
longer works for us

07/17/2009 08/20/2009 Poor VI etiguette Manager: Interpreter retrained

07/17/2009 07/08/2009 Poor VI etiquette Wrong ID: Interpreter did not work that day or no
longer works for us

07/17/2009 07/22/2009 VI receptive skills inadequate Manager: Interpreter retrained

07/17/2009 07/21/2009 VI Disconnected Caller Manager: Interpreter retrained

07/21/2009 07/28/2009 Poor VI etiquette Manager: Interpreter retrained

07/21/2009 07/21/2009 Paar VI etiquette Wrong ID: Interpreter did not work that day or no
longer works for us

07/21/2009 07/22/2009 VI did not follow caller's request Manager: Interpreter retrained

07/21/2009 (7/28/2009 Poor VI etiquette Manager: Interpreter retrained

07/21/2009 07/22/2009 V1 did not follow caller's request Manager: Interpreter retrained

07/21/2009 08/11/2009 VI did not follow caller's request Manager: nterpreter retrained

07/22/2009 07/28/2009 VI Disconnected Caller Manager: interpreter retrained

07/22/2009 08/18/2009 Poor VI etiquette Customer Service: Apologized to the customer for
the Technical Issue

07/22/2009 07/28/2009 V1 Disconnected Caller Manager: Interpreter retrained

07/27/2009 10/27/2009 Poor VI etiquette Manager: Interpreter retrained

07/28/2009 07/31/2009 Poor video quality

Manager: Interpreter retrained
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Vi skills inadequate

Wrong ID:; Customer Service responded to the
customer

07/28/2009 10/28/2009 VI skills inadequate Manager: Interpreter retrained

07/28/2009 07/31/2009 Poor interpreting Manager: Interpreter retrained

Q7/28/2008 10/28/2009 Poor V! etiquette Manager. Interpreter retrained

07/28/2009 07/31/2009 Poor Vi etiquette Manager: Interpreter retrained

07/28/2009 07/31/2009 Vi skills inadequate Wrong [D: Interpreter did not work that day or no
longer works for us

07/28/2009 07/29/2009 V! failed to relay conversation verbatim Manager: interpreter retrained

07/28/2009 07/28/2009 VI receptive skills inadequate Cusfomer Service: Responded to the customer

07/28/2009 08/01/2009 VI receptive skills inadequate Manager: Interpreter retrained

07/28/2009 08/12/2009 VI receptive skills inadequate Manager. Interpreter retrained

07/28/2009 08/17/2009 Paor Vi etiquette Manager: Interpreter retrained

07/29/2009 07/29/2009 Spanish Services Customer Service: Apologized to the customer for
the Technical Issue

07/29/2009 07/29/2009 Signmail- Poor quality Customer Service: Apologized to the customer for
the Technical lssue

07/29/2009 07/31/2009 Poaor VI etiquetie Manager: Interpreter retrained

07/30/2009 07/31/2009 Poor V| etiquette Manager: Interpreter retrained

07/31/2009 07/31/2009 Vi Disconnected Caller Manager. Interpreter retrained

07/31/2009 08/06/2009 VI signing was not clear Manager: Interpreter retrained

07/31/2009 08/03/2009 V| skills inadequate Manager: Interpreter retrained

07/31/2009 08/06/2009 VI receptive skills inadequate Manager: Interpreter retrained

07/31/2009 08/03/2009 VI did not follow caller's request Manager: interpreter retrained

07/31/2009 10/17/2009 VI signing was not clear Wrong ID: interpreter did not work that day or no
longer works for us

07/31/2009 10/27/2009 VI skills inadequate Manager; Interpreter retrained

07/31/2009 08/03/2009 Poor VI etiquette Manager: Interpreter retrained

07/31/2009 08/03/2009 VI skills inadequate Manager: Interpreter retrained

07/31/2009 10/28/2009 Signmail- Poor quality Manager. Interpreter retrained

08/03/2009 08/03/2009 Poor VI etiquette No Interpreter number provided with complaint

08/04/2009 12/21/2009 VI skills inadequate Manager: Interpreter retrained

08/04/2009 08/18/2009 VI skills inadequate Manager: Interpreter retrained
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08/04/2009 12/04/2009 Signmail Manager: Interpreter retrained

108/04/2009 08/10/2009 VI receptive skills inadequate Customer Service: Responded to the customer

08/04/2009 08/12/2009 V| receptive skills inadequate Customer Service: Responded to the customer
about FCC policy

08/04/2009 08/11/2009 Poor VI efiquette Manager: Interpreter retrained

08/05/2009 08/18/2009 Poor Vi etiquette Manager: Interpreter retrained

08/05/2009 (8/18/2009 VI receptive skills inadequate Manager: Interpreter retrained

08/05/2009 08/10/2009 VI receptive skills inadequate Manager: Interpreter retrained

£8/05/2009 10/27/2009 Poor video quality Customer Service: Responded to the customer

08/06/2000 (8/12/2009 VI skills inadequate Manager: Interpreter retrained

08/06/2009 08/12/2009 Poor VI etiquette Manager:. Interpreter retrained

08/06/2009 08/10/2009 Poor VI etiquette Manager: Interpreter retrained

08/06/2009 08/11/2009 Poor VI etiguette Manager: Interpreter retrained

08/06/2009 08/12/2009 Vi failed to keep caller informed Customer Service: Apologized to the customer for
the Technical Issue

08/06/2009 08/06/2009 VI dress inappropriate Customer Service: Apologized to the customer for
the Technical Issue

08/06/2009 08/07/2009 VI skills inadequate Customer Service: Apologized to the customer for
the Technical Issue

08/06/2008 08/07/2009 VI receptive skills inadequate Customer Service: Apologized to the customer for
the Technical Issue

08/06/2009 08/06/2009 VI dress inappropriate Customer Service: Apologized to the customer for
the Technical Issue

08/06/2009 08/10/2009 Vi skills inadequate Customer Service: Responded to the customer

08/06/2009 08/07/2609 VI skills inadequate Manager: Interpreter retrained

08/06/2008 08/07/2009 VI Disconnected Caller Customer Service: Responded to the customer

08/06/2009 08/07/2009 Poor VI etiquette Manager: Interpreter retrained

08/07/2009 08/11/2009 VI did not follow caller's request Manager: Interpreter retrained

08/07/2009 08/25/2009 VI receptive skills inadeguate Manager: Interpreter retrained

08/10/2009 08/11/2009 Poor VI etiquette Manager: Interpreter retrained

08/10/2009 01/21/2010 Signmail Manager. Interpreter retrained

08/10/2009 08/11/2009 V| receptive skills inadequate Manager: Interpreter retrained
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Customer Service: A'polvogized to the customer for

oor VI etiguette

the Technical Issue
08/10/2009 10/15/2009 Poor Vi etiquette Manager: Interpreter retrained
08/10/2009 10/15/2009 Vi skills inadequate Manager: Interpreter retrained
08/11/2009 08/12/2009 Poor VI etiquette Manager: Interpreter retrained
08/11/2009 08/24/2009 Poor Vi etiquette Manager: Interpreter retrained
08/11/2009 08/11/2009 VI did not follow caller's request Manager: Interpreier retrained
08/11/2009 08/12/2009 Poor VI etiquette manager: Interpreter retrained
08/12/2009 08/12/2009 VI dress inappropriate Manager: Interpreter retrained
08/12/2009 08/19/2009 Signmaii- Poor quality Customer Service: Apologized to the customer for

the Technical Issue
08/13/2009 08/19/2009 VI receptive skills inadequate Manager: Interpreter retrained
08/13/2009 08/18/2009 Signmail- Poor quality Manager: Interpreter retrained
08/15/2009 09/16/2009 V1 skills inadequate Custaomer Service: Apologized to the customer for

the Technical Issue
08/18/2009 09/03/2009 Vi signing was not clear Customer Service: Apologized to the customer for

the Technical Issue
08/18/2009 12/17/2009 VI receptive skills inadequate Manager: Interpreter retrained
08/18/2009 08/19/2009 VI receptive skills inadequate Manager: Interpreter retrained
08/18/2009 08/19/2009 VI skills inadeguate Manager: Interpreter retrained
08/18/2009 08/19/2009 VI receptive skills inadequate Manager: Interpreter retrained
08/18/2009 08/19/2009 V| skills inadequate Manager: Interpreter retrained
08/18/2009 09/02/2009 VI skills inadequate Manager: Interpreter retrained
08/18/2009 08/25/2009 VI skills inadequate Manager: Interpreter retrained
08/18/2009 08/25/2009 Poor VI etiquette Manager: Interpreter retrained
08/19/2009 08/19/2009 Poor VI etiquette Manager: Interpreter retrained
08/19/2009 09/17/2009 Vi receptive skills inadequate Manager: Interpreter retrained
08/19/2009 08/19/2009 VI Disconnected Caller Manager: Interpreter retrained
08/19/2008 08/26/2009 VI skills inadequate Manager: Interpreter retrained
08/19/2009 09/17/2009 Poor video quality Manager: Interpreter retrained
08/19/2009 08/19/2009 Vi signing was not clear Manager: Interpreter retrained
08/20/2009 10/15/2009 Signmail- VI skills inadequate Manager: Interpreter retrained
08/20/2009 09/10/2009 Poor VI etiquette Manager: interpreter retrained
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08/21/2009 08/25/2009 VI skills inadequate Manager: Interprefer retrained
08/23/2009 08/25/2009 Poor VI etiquette Manrager: Interpreter retrained
08/23/2009 10/15/2009 VI signing was not clear Manager: Interpreter retrained
08/24/2009 08/24/2009 VI receptive skills inadequate Manager: Interpreter retrained
08/25/2009 09/01/2009 Poor VI etiquette Manager: Interpreter retrained
08/25/2009 12/07/2009 VI skills inadequate Manager: Interpreter retrained
08/26/2009 08/26/2009 Vi failed to relay conversation verbatim Manager: Interpreter retrained
08/26/2008 08/28/2009 VI Disconnected Caller Manager: Interpreter retrained
08/26/2009 08/28/2009 VI skills inadequate Manager: Interpreter retrained
08/26/2009 08/27/2009 Poor VI etiguette Manager: Interpreter retrained
08/26/2009 08/26/2006 VI Disconnected Caller Manager: Interpreter retrained
08/26/2009 08/28/2009 Poar VI etiquette Manager: Interpreter retrained
08/27/2009 08/28/2009 Poor VI etiquette Manager: Interpreter retrained
08/27/2009 09/01/2009 Poor VI etiquette Manager: Interpreter retrained
08/27/2009 08/28/2009 VI did not announce Manager: Interpreter retrained
08/27/2009 08/31/2009 V| Discennected Caller Manager: Interpreter retrained
08/28/2009 08/28/2009 V| signing was not clear Manager: Interpreter retrained
08/28/2009 08/28/2009 V| receptive skills inadequate No Interpreter number provided with complaint
08/28/2009 08/30/2009 Poor VI etiquette Manager: Interpreter retrained
08/28/2009 09/01/2009 Poor VI etiquette Manager: Interpreter retrained
08/28/2009 08/28/2009 VI skills inadequate Manager: Interpreter retrained
08/28/2009 09/12/2009 Poor VI etiquette Manager: Interpreter retrained
08/28/2009 09/11/2009 Poor VI etiquette Manager: Interpreter retrained
08/28/2009 08/28/2009 VI Disconnected Caller Manager: Interpreter retrained
08/31/2009 09/02/2009 Poor VI etiquette Customer Service: Apologized to the customer for
the Technical Issue
08/31/2009 09/08/2009 VI receptive skills inadequate Manager: Interpreter retrained
09/01/2009 09/28/2009 Poor VI etiquette Manager: Interpreter retrained
09/01/2009 09/09/2009 VI receptive skills inadequate Manager: Interpreter retrained
09/01/2009 09/02/2009 V1 receptive skills inadequate Manager: Interpreter retrained
09/01/2009 08/01/2009 VI signing was not clear Manager: Interpreter retrained
08/01/2009 09/02/2009 Poor Vi etiguette Manager: Interpreter retrained
08/01/2009 09/02/2009 Poor VI etiquette Manager: Interpreter retrained
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09/01/2009 09/01/2009 VI Disconnected Caller No Interpreter number provided with complaint

09/01/2009 09/01/2009 VI Disconnected Caller Manager: Interpreter retrained

09/01/2009 09/01/2009 V| dress inappropriate Manager: Interpreter retrained

09/02/2009 12/30/2009 VI signing was not clear Manager: Interpreter retrained

09/02/2009 09/02/2009 VI receptive skills inadequate Manager: Interpreter retrained

09/02/2009 09/12/2009 Poor VI etiquette Manager: Interpreter retrained

09/03/2009 01/04/2010 Poor VI etiquette Manager: interpreter retrained

09/04/2009 09/23/2009 Poor Vi etiquette Manager: Interpreter retrained

09/04/2009 09/30/2009 VI receptive skills inadequate Manager: Interpreter retrained

09/04/2009 09/04/2009 VI Disconnected Caller Customer Service: Apologized for the incident and
forwarded to National Trainer

(9/08/2009 09/08/2009 VI skills inadequate Manager: Interpreter retrained

09/08/2009 09/10/2009 VI signing was not clear Manager: Interpreter retrained

09/08/2008 10/05/2009 VI receptive skills inadequate Manager: Interpreter retraiped

(9/09/2009 09/10/2009 Vi receptive skills inadequate Manager: interpreter retrained

09/09/2009 09/10/2009 VI receptive skills inadequate Manager: Interpreter retrained

09/09/2009 09/14/2009 Poor V! etiquette Manager: Interpreter retrained

09/09/2009 09/12/2009 Poor VI etiquette Manager: Interpreter retrained

09/00/2009 09/12/2009 Poor VI etiquette Manager: Interpreter retrained

09/10/2009 09/11/2009 Poor VI etiquette Manager: Interpreter retrained

09/11/2009 01/20/2010 VI receptive skills inadequate Wrong ID: Interpreter did not work that day or na
longer works for us

09/11/2009 09/16/2009 VI skills inadequate Manager: Interpreter retrained

09/11/2009 09/28/2009 Poor Vi etiquette Manager: Interpreter retrained

09/11/2009 01/20/2010 Poor VI etiquette Wrong 1D: Interpreter did nat work that day or no
longer works for us

09/12/2009 09/25/2009 VI failed to relay conversation verbatim Manager: Interpreter retrained

09/12/2009 09/16/2009 VI skills inadequate Manager: Interpreter retrained

09/12/2009 09/12/2009 VI skills inadeguate Manager: Interpreter retrained

09/12/2009 09/16/2009 VI signing was not clear Manager: Interpreter retrained

09/14/2009 05/15/2009 VI signing was not clear Manager: Interpreter retrained

09/14/2009 09/14/2009 Vi skills inadequate Customer Service: Apologized to the customer for

the Technical Issue
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Customer eic:AoIoglzed t t customer or
the Technical Issue

09/15/2009 09/16/2008 VI receptive skills inadequate Manager: Interpreter retrained
09/15/2009 09/24/2009 VI Bisconnected Caller Manager: Interpreter retrained
09/15/2009 09/15/2009 VI signing was not clear Manager: Interpreter retrained
09/15/2009 09/18/2009 VI signing was nol clear Manager: Interpreter retrained
09/15/2009 11/02/2009 V1 receptive skills inadequate Manager: Interpreter retrained
09/15/2009 01/20/2010 V1 receptive skills inadequate Manager: Interpreter retrained
09/15/2009 01/07/2010 Vi receptive skills inadequate Manager: Interpreter retrained
09/15/2009 09/16/2009 Poor VI etiquette Manager: Interpreter retrained
09/15/2009 09/16/2009 Vi dress inappropriate Manager: Interpreter retrained
09/15/2009 09/16/2009 Poor VI etiquette Manager: Interpreter retrained
09/15/2009 09/16/2009 V! skills inadequate Manager. Interpreter retrained
09/15/2009 09/18/2009 Poor VI etiquette Manager: Interpreter retrained
09/16/2009 09/21/2009 Other Service type - Complaints Manager: Interpreter retrained
09/16/2009 09/17/2009 VI Disconnected Caller Manager: Interpreter retrained
09/18/2009 09/23/2009 V1 Disconnected Caller Manager: interpreter retrained
09/18/2009 09/18/2009 V| failed to relay conversation verbatim Manager. Interpreter retrained
09/18/2009 09/18/2009 VI receptive skills inadequate Manager: Interpreter retrained
09/18/2009 09/22/2009 VI receptive skills inadequate Manager: Interpreter retrained
09/21/2009 09/23/2009 V| failed to relay conversation verbatim Manager: Interpreter retrained
09/21/2009 01/14/2010 Poor Vi etiquette Manager: Interpreter retrained
09/21/2009 09/29/2009 VCQO Manager: Interpreter retrained
09/21/2009 09/30/2009 Poor VI etiquette Customer Service: Apologized to the customer for
the Technical Issue
09/21/2009 09/23/2009 VI receptive skills inadequate Manager: Interpreter refrained
09/21/2009 09/21/2009 VI skills inadequate Manager: Interpreter retrained
09/22/2009 08/22/2009 Poor voice tone/quality Manager: Interpreter retrained
09/22/2009 09/22/2009 VI did not follow caller's request Manager: Interpreter retrained
08/23/2009 09/30/2009 VI did not follow caller's request Manager: Interpreter retrained
09/23/2009 09/28/2009 Poor VI etiguette Manager: Interpreter retrained
09/23/2009 09/30/2009 VI failed to relay conversation verbatim Customer Service: Apologized to the customer for

the Technical Issue
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V| did not follow caller's request

Manager: Interpreter retrained

09/25/2009 Q0/28/2009 V| receptive skills inadequate Manager: Interpreter retrained
09/25/2009 10/22/2009 Poor VI etiquette Manager: Interpreter retrained
09/25/2009 10/15/2009 Poor VI eliquette Manager: Interpreter retrained
09/25/2009 09/28/2009 Poor VI etiquette Manager: Interpreter retrained
09/28/2009 10/01/2009 VI signing was not clear Manager: Interpreter retrained
09/28/2009 10/05/2009 VI Disconnected Caller Manager: interpreter retrained
09/28/2009 09/29/2009 VI failed to relay conversation verbatim Manager: Interpreter retrained
09/28/2009 10/15/2009 VI signing was not clear Manager: Interpreter retrained
09/28/2009 09/29/2009 VI receptive skills inadequate Manager: Interpreter retrained
09/28/2009 10/05/2009 VI failed to keep caller informed Manager: interpreter retrained
09/28/2009 09/28/2009 Signmail- Poor quality No Interpreter number provided with complaint
09/30/2009 10/01/2009 Poor VI etiquette Manager: Interpreter retrained
10/01/2009 10/05/2002 VI receptive skills inadequate Manager: Interpreter retrained
10/01/2009 10/05/2009 Signmail- Poor quality Manager: Interpreter retrained
10/01/2009 01/20/2010 Vi failed to relay message verbatim Manager: Interpreter retrained
10/02/2009 10/08/2008 Poor Vi etiquette Manager: interpreter retrained
10/02/2009 10/05/2009 Poor VI etiquette Manager: Interpreter retrained
10/02/2009 10/05/2009 V1 dress inappropriate Manager: interpreter retrained
10/05/2009 10/05/2009 V| did not follow caller's request Manager: Interpreter retrained
10/05/2009 10/05/2009 VI receptive skills inadequate Manager: interpreter retrained
10/05/2009 10/07/2009 Poor V| etiguette Manager: Interpreter retrained
10/05/2009 10/08/2009 Signmail- Poor quality Manager: Interpreter retrained
10/05/2009 10/05/2009 Signmail Manager: Interpreter retrained
10/05/2009 11/02/2009 Poor VI etiquette Manager: Interpreter retrained
10405/2009 10/19/2009 VI failed to keep caller informed Manager: Interpreter retrained
10/05/2009 10/05/2009 VI receptive skills inadequate Manager: Interpreter retrained
10/06/2009 10/06/2009 V| dress inappropriate Manager: Interpreter retrained
10/06/2009 10/08/2009 Poor VI etiquette Manager: Interpreter retrained
10/06/2009 10/15/2009 Hold times Manager: Interpreter retrained
10/06/2009 10/08/2009 VI Disconnected Caller Manager: Interpreter retrained
10/06/2009 10/06/2009 Vi receptive skills inadeguate Manager. Interpreter retrained
10/07/2009 10/14/2009 Signmail- Poor quality Manager: Interpreter retrained
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Mnaggr: Interpreter retrained

10/07/2009 10/09/2009 V! Disconnected Caller Manager: Interpreter retrained

10/08/2009 10/08/2009 VI signing was not clear Manager: Interpreter retrained

10/08/2009 10/08/2009 V1 failed to keep caller informed Manager: Interpreter retrained

10/08/2009 10/12/2009 V| receptive skills inadequate Manager: Interpreter retrained

10/08/2009 10/22/2009 VI failed to relay conversation verbatim Manager: Interpreter retrained

10/08/2009 10/08/2009 Signmaii- Poor quality No Interpreter number provided with complaint
10/08/2009 10/12/2009 Poor VI etiquette Manager: Interpreter retrained

10/09/2009 10/19/2009 Sighrnail- Poor quality Manager: Interpreter retrained

10/09/2009 10/08/2009 VI signing was not clear Manager: Interpreter retrained

10/12/2009 10/12/2009 Signmail- VI signing was not clear Manager: Interpreter retrained

10/12/2009 10/14/2009 VI failed to relay the conversation verbatim Manager: Interpreter retrained

10/12/2009 10/22/2009 VI dress inappropriate Manager: Interpreter retrained

10/12/2009 10/12/2009 Signmail- Vi signing was not clear Customer Service: Responded to the custormer
10/12/2009 10/14/2009 VI failed to keep caller informed Manager. Interpreter retrained

10/12/2009 10/14/2009 VI Disconnected Caller Manager: Interpreter retrained

10/12/2009 10/12/2009 VI Disconnected Caller Manager: Interpreter retrained

10/12/2009 10/15/2009 VI receptive skills inadequate Manager: Interpreter retrained

10/12/2009 01/21/2010 Poor Vi etiguette Manager: Interpreter retrained

10/13/2009 11/05/2009 Poor Vi etiguette Manager: Interpreter retrained

10/14/2009 10/14/2009 Poor VI etiquette Manager: Interpreter retrained

10/14/2009 10/15/2009 V1 signing was not clear Manager: Interpreter retrained

10/14/2009 10/14/2009 Poor VI etiquette Manager:. Interpreter retrained

10/15/2009 10/15/2008 Signmail- Poor quality Manager: Interpreter refrained

10/15/2009 01/21/2010 Signmail- Poor quality Manager: Interpreter retrained

10/15/2009 10/15/2008 Vi Disconnected Caller Manager: Interpreter refrained

10/15/2008 10/16/2009 V1 skills inadequate Manager: interpreter refrained

10/16/2009 10/16/2009 Signmail- Poor quality Customer Service: Apologized to the customer for

the Technical Issue
10/16/2009 10/16/2009 Signmail- Vi signing was not clear Customer Service: Apologized to the customer for
the Technical Issue
10/19/2009 10/20/2009 Poor VI etiquette Manager: Interpreter retrained
10/19/2009 10/20/2009 VI skills inadequate Manager: Interpreter retrained
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: Interpreter retrained
10/19/20Q9 10/23/2009 Signmail- Poor quality Manager: Interpreter retrained
10/19/2009 10/26/2009 Vi did not follow caller's request Manager: Interpreter retrained
10/20/2009 10/20/2009 Poor Vi etiquette Manager: Interpreter retrained
10/20/2009 10/20/2009 V| receptive skills inadequate Manager: Interpreter retrained
10/20/2009 10/23/2009 Poor VI etiquette Manager: Interpreter retrained
10/20/2009 10/27/2009 VI did not follow caller's request Customer Service: Apologized to the customer for

the Technical Issue
10/20/2008 10/23/2009 VI receptive skills inadequate Manager: Interpreter retrained
10/21/2009 10/27/2009 VI receptive skills inadequate Manager: interpreter retrained
10/21/2009 10/23/2009 Signmail- V| signing was not clear Manager: Interpreter retrained
10/21/2009 10/21/2009 Signmail- Poor quality Manager: interpreter retrained
10/21/2009 10/21/2009 VI Disconnected Caller Manager: Interpreter retrained
10/21/2009 01/26/2010 Poor Vi etiquette Manager: Interpreter retrained
10/21/2009 10/27/2009 Signmail- VI signing was not clear Manager: Interpreter retrained
10/22/2008 01/25/2010 V1 skills inadequate Manager: Interpreter retrained
10/22/2009 10/22/2009 VI receptive skills inadequate Manager: Interpreter retrained
10/22/2009 10/26/2009 VI receptive skills inadequate Manager: Interpreter retrained
10/22/2G09 01/20/2010 Vi Disconnected Caller Wrang |D: Interpreter did not work that day or no

longer works for us
10/22/2000 10/22/2009 Signmail- VI signing was not clear Manager: Interpreter retrained
10/22/2009 10/22/2009 Poor VI etiquette Wrong ID: Customer Service responded to the

custemer
10/22/2009 11/02/2009 Poor VI etiquette Manager: Interpreter retrained
10/22/2009 10/27/2009 V| receptive skills inadequate Manager: Interpreter retrained
10/23/2009 10/23/2009 Vi skilis inadequate Manager: Interpreter retrained
10/26/2009 10/27/2009 VI skills inadequate Manager: Interpreter retrained
10/26/2009 10/27/2009 VCO Manager. Interpreler retrained
10/27/2009 10/27/2009 Signmail- Poar quality Manager: Interpreter retrained
10/27/2009 10/27/2009 VI skills inadequate Manager: Interpreter retrained
10/27/2009 10/28/2009 VI skills inadequate Manager: Interpreter retrained
10/27/2009 10/27/2009 Vi skills inadequate Manager: Interpreter retrained
10/27/2009 01/27/2010 VI signing was not clear Manager: Interpreter retrained
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10/27/2009 10/27/2009 Signmail- VI signing was not clear Manager: \nterpreter retrained
10/27/2009 11/03/2009 VI receptive skills inadequate Director called and apologized to the customer
10/27/2000 10/28/2009 Poor Vi etiquetie Manager: Interpreter retrained
10/28/2009 12/03/2009 VI failed to relay outgoing message verbatim Manager: Interpreter retrained
10/28/2009 10/29/2009 Vi signing was not clear Manager: Interpreter retrained
10/28/2009 11/04/2009 V! failed to keep caller informed Manager: Interpreter retrained
10/208/2009 10/30/2009 Poor VI etiquette Manager: Interpreter retrained
10/29/2009 12/16/2009 Vi failed to relay outgoing message verbatim Manager. Interpreter retrained
10/28/2009 10/30/2009 Poor VI etiquette Manager: Interpreter retrained
10/29/2009 10/30/2009 VI skills inadegquate Manager. Interpreter retrained
10/29/2009 11/03/2009 Poor VI etiquette Manager: Interpreter refrained
10/29/2009 10/30/2008 VI skills inadequate Manager: Interpreter retrained
10/30/2009 10/30/2009 V| receptive skills inadequate Manager: Interpreter retrained
10/30/2009 10/30/2009 Signmail- VI signing was not clear Manager: Interpreter retrained
10/30/2009 10/30/2009 Poor VI etiquette Manager: Interpreter retrained
11/02/2009 11/03/2009 Poor VI etiquette Manager: Interpreter retrained
11/02/2009 11/03/2009 V| skills inadequate Manager: Interpreter retrained
11/02/2009 11/02/2009 Poor VI etiguette Manager: Interpreter retrained
11/02/2009 11/03/2009 Poor VI etiquette Manager: Interpreter retrained
11/02/2009 11/03/2009 VI skills inadequate Manager: interpreter retrained
11/02/2009 11/03/2009 VI Disconnected Caller Manager: Interpreter retrained
11/03/2009 11/0:3/2009 VI failed to keep caller informed Manager: Interpreter retrained
11/03/2009 11/03/2009 VI failed to relay conversation verbatim Manager: Interpreter retrained
11/03/2009 11/04/2009 Spanish Services Manager: Interpreter retrained
11/03/2009 11/05/2009 Vl failed to relay conversation verbatim Manager: interpreter retrained
11/03/2009 01/21/2010 V1 skills inadequate Manager: Interpreter retrained
11/03/2009 11/03/2009 Poor V! etiguette Manager: Interpreter retrained
11/0:3/2009 11/03/2009 VI failed to keep caller informed No Interpreter number provided with compiaint
11/03/2009 11/04/2009 Signmail- VI signing was not clear Manager: Interpreter retrained
11/03/2009 11/12/2009 VI Disconnected Caller Manager: Interpreter retrained
11/03/2009 11/03/2009 VI Disconnected Caller Manager: Interpreter retrained
11/03/2009 11/03/2009 Poor VI etiquette Manager: Interpreter retrained
11/03/2009 11/05/2008 VI failed to relay conversation verbatim Manager; Interpreter retrained
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11/04/2009

11/06/2000

| Vl-skillé inadequate

Manager: Interpreter retrained

11/04/200¢ 11/10/2009 VI skills inadegquate Manager: Interpreter retrained
11/04/2009 11/06/2009 VI signing was not clear Manager: Interpreter retrained
11/04/2009 11/05/2009 VI failed to keep caller informed Manager: Interpreter retrained
11/04/2009 11/18/2009 VI signing was not clear Manager: Interpreter retrained
11/04/2009 11/04/2009 Poar VI etiquette Manager: Interpreter retrained
11/04/2009 11/04/2009 Signmail- VI signing was not clear Manager. Interpreter retrained
11/05/2009 1141042009 Poor V| etiquette Manager: Interpreter retrained
11/05/2009 11/05/2009 Poor Vi etiquelte Manager: Interpreter retrained
11/05/2009 11/06/2009 Poor V! etiquette Manager: Interpreter retrained
11/05/2009 11/05/2009 VI signing was not clear Manager: Interpreter retrained
11/05/2009 11/06/2009 Poor VI etiquette Manager: Interpreter retrained
11/05/2009 11/06/2009 VI failed to relay message verbatim Manager: Interpreter retrained
11/05/2009 11/06/2009 V] signing was not clear Manager: Interpreter retrained
11/05/2009 11/10/2009 VI failed to relay conversation verbatim Manager: Interpreter retrained
11/05/2009 11/06/2009 V| signing was not clear Manager: interpreter retrained
11/05/2009 11/05/2009 Signmail- Poor quality Customer Service: Responded to the customer
11/05/2009 11/12/2009 Poor VI etiquette Manager: Interpreter refrained
11/05/2009 1110672009 Poor VI etiquelte Manager: Interpreter retrained
11/05/2009 11/12/2009 VI receptive skills inadequate Manager: Interpreter retrained
11/052009 11/06/2009 V! receptive skills inadequate Manager: Interpreter retrained
11/06/2009 11/06/2009 Vi failed to relay conversation verbatim Manager: Interpreter retrained
11/06/2009 11/12/2009 Poor Vi efiquette Manager: Interpreter retrained
11/06/2009 11/12/2009 Poor V| etiquette Manager: Interpreter retrained
11/06/2009 11/12/2009 Signmail- Poor quality Manager: Interpreter retrained
11/06/2009 11/20/2009 VI signing was not clear Manager: Interpreter retrained
11/09/2009 11/09/2009 V| failed to keep caller informed Manager: Interpreter retrained
11/10/2009 11/10/2009 Poor VI etiquette Manager: Interpreter retrained
11/10/2009 11/10/2009 VI signing was not clear Manager: Interpreter retrained
11/10/2009 12/23/2009 Poor VIl etiquette Manager: Interpreter retrained
11/10/2009 11/10/2008 V| signing was not clear Manager: Interpreter refrained
11/11/2009 11/12/2009 VI signing was not clear Manager: nterpreter retrained
11/11/2009 11/13/2009 Poor VI etiquette Manager: Interpreter retrained
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11/12/2009 11/13/2009 VI sighing was not clear Manager. Interpreter retrained

11/12/2009 11/12/2009 VI signing was not clear Manager: Interpreter retrained

11/12/2009 11/12/2009 Signmail Manager. interpreter retrained

11/12/2009 11/20/2009 Signmail- Poor quality Manager. Interpreter retrained

11/12/2009 11/25/2009 Signmall- Poor quality Manager. Interpreter retrained

11/13/2009 11/20/2009 VI skills inadequate Manager: Interpreter retrained

11/13/2009 11/18/2009 VI failed to keep caller informed Manager. Interpreter retrained

11/13/2009 11/18/2009 VI signing was not clear Manager: Interpreter retrained

111/16/2009 11/16/2009 Poor video quality No Interpreter number provided with complaint

11/16/2009 11/18/2009 VI Disconnected Caller Wrong ID: Interpreter did not work that day or no
longer works for us

11/16/2009 11/18/2009 VI faited to keep caller informed Manager: Interpreter retrained

11/16/2008 11/18/2009 V| Disconnected Caller Manager. Interpreter retrained

11/17/2009 12/02/2009 Poor Vi etiquette Manager: Interpreter retrained

11/17/2009 11/17/2009 VI Disconnected Caller Manager: Interpreter retrained

11/17/2008 11/20/2009 Poor VI etiquette Manager: Interpreter retrained

11/17/2009 11/20/2009 Poor VI etiquette Manager: Interpreter retrained

11/17/2009 11/24/2009 VI Disconnected Caller Manager: Interpreter retrained

11/18/2009 11/18/2009 Signmail- Poor quality Manager. Interpreter retrained

11/18/2009 11/25/2009 Vi failed to relay conversation verbatim Manager: Interpreter retrained

11/18/2009 12/08/2009 VI signing was not clear Manager: Interpreter retrained

11/18/2009 11/19/2009 Vi did not follow caller's request Manager: Interpreter retrained

11/18/2009 12/02/2009 V1 signing was not clear Customer Service: Responded to the customer

11/18/2009 11/20/2009 Poor VI etiquette No Interpreter number provided with complaint

11/18/2009 12/30/2009 Signmail- Poar quality Customer Service: Responded to the customer

11/19/2009 11/20/2009 Poor VI etiquette Manager: Interpreter retrained

11/19/2009 11/25/2009 VI Disconnected Caller Manager: Interpreter retrained

11/19/2009 11/19/2009 VI Disconnected Caller Wrong ID: Customer Service responded to the
customer

11/19/2009 12/01/2009 Signmail Manager: Interpreter retrained

11/19/2009 11/20/2009 VI dress inappropriate Ng¢ Interpreter number provided with complaint

11/19/2009 11/19/2009 Poor VI etiquette Customer Service: Apologized to the customer for

the Technical Issue
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Poor V! etiquetie

Manager: Interpreter retrained

11/20/2009 11/20/2009 Signmail- VI signing was not clear No Interpreter number provided with complaint

11/20/2009 11/20/2009 VI dress inappropriate Wrong ID: Customer Service responded to the
customer

11/20/2008 11/25/2009 VI Disconnected Caller Manager: Interpreter retrained

11/20/2009 11/25/2009 VI Disconnected Caller Manager: interpreter refrained

11/20/2009 11/20/2009 V| skilis inadequate Manager: Interpreter retrained

11/20/2009 11/20/2009 Signmail- VI signing was not clear Customer Service: Apologized for the incident and
forwarded to National Trainer

11/20/2009 01/21/2010 Signmail- Poor quality Customer Service: Apologized to the customer for
the Technical Issue

11/20/2009 01/22/2010 Poor Vi etigueite Manager: Interpreter retrained

11/20/2009 11/24/2009 Poor Vi etiquette Manager: Interpreter retrained

11/20/2009 11/24/2009 V1 Disconnected Caller Manager: Interpreter retrained

11/23/2009 11/25/2009 Poor VI etiquette Manager: Interpreter retrained

11/23/2009 11/25/2009 VI skills inadequate Manager: Interpreter retrained

11/24/2009 11/24/2009 Signmail- Poor quality No Interpreter number provided with complaint

11/24/2009 12/01/2009 Technical Problem Manager: Interpreter retrained

11/24/2009 11/24/2009 V1 Disconnected Caller Customer Service: Responded to the customer

11/24/2009 12/01/2009 Poor VI etiquetlte Manager: Interpreter retrained

11/24/2009 01/25/2010 V| failed to keep caller informed Manager: Interpreter retrained

11/24/2009 11/30/2009 VI failed to keep caller informed Manager: Interpreter retrained

11/24/2009 11/24/2009 Poor V| etiquette Manager. Interpreter retrained

12/01/2009 12/04/2009 VI skills inadequate Manager: Interpreter retrained

12/01/2009 12/01/2009 Poor V| etiquette Manager. interpreter retrained

12/01/2009 12/02/2009 VI failed to keep caller informed Manager. Interpreter retrained

12/01/2009 12/01/2009 V| failed to relay message verbatim Manager: Interpreter retrained

12/01/2009 12/01/2009 Poor VI etiquette Manager: Interpreter retrained

12/01/2009 01/08/2010 Poor Vi etiquette Manager: Interpreter retrained

12/01/2009 12/15/2009 VI receptive skills inadequate Manager: Interpreter retrained

12/01/2009 12/16/2008 VI signing was not clear Manager: Interpreter retrained

12/01/2009 12/07/2009 VI failed to keep caller informed Manager: Interpreter retrained

12/01/2009 12/02/2009 V| receptive skills inadeguate Manager: Interpreter retrained
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12/01/2009 12/01/2009 Poor VI etiguette Manager: Interpreter retrained

12/01/2009 01/22/2010 VI Disconnected Caller Manager: interpreter retrained

12/01/2009 12/09/2009 V| failed to relay conversation verbatim Manager: Interpreter retrained

12/01/2009 12/03/2009 Poor VI etiquette Manager: Interpreter retrained

12/02/2009 12/07/2009 Signmail- Poor quality Customer Service: Apologized to the customer for
the Technical Issue

12/02/2009 12/02/2009 Poor Vi etiquette Manager: Interpreter retrained

12/02/2009 12/04/2009 V| signing was not clear Manager: Interpreter retrained

12/02/2009 12/03/2009 Signmail- Poor quality Customer Service: Apologized to the customer for
the Technical Issue

12/02/2009 12/03/2008 Poor video quality Customer Service: Apologized to the customer for
the Technical Issue

12/02/2009 01/18/2010 Poor VI etiguette Manager: Interpreter retrained

12/02/2009 12/02/2009 Signmaii- VI signing was not clear Customer Service: Apologized to the customer for
the Technical Issue

12/02/2009 12/04/2009 Poor VI efiguette Manager: Interpreter retrained

12/02/2009 12/03/2009 Poor Vi efiquette Manager: Interpreter retrained

12/02/2009 12/04/2009 Poor VI etiquette Manager: Interpreter retrained

12/03/2009 12/07/2009 VI Disconnected Caller Manager: Interpreter retrained

12/03/2009 12/03/2009 Poor VI etiquette Manager: Interpreter retrained

12/03/2009 12/03/2009 Poor VI etiquette Wrong ID: Interpreter did not work that day or no

- longer works for us

12/03/2009 12/09/2009 Vi receptive skills inadequate Manager: Interpreter retrained

12/03/2009 12/09/2009 Poor VI eliquette Wrong ID: interpreter did not work that day or no
longer works for us

12/03/2009 12/22/2009 Signmail- Poor quality Customer Service: Apologized ta the customer for
the Technical Issue

12/03/2009 01/21/2010 VI signing was not clear Wrong ID: Interpreter did not work that day or no
longer works for us

12/03/2009 121032009 V1 signing was not clear No Interpreter number provided with complaint

12/04/2009 12/09/2009 Vi receptive skills inadequate Manager: Interpreter retrained

12/04/2009 12/10/2009 Poor V! etiquetie Manager. Interpreter retrained

12/08/2009 12/14/2009 Vi failed to relay outgoing message verbatim Manager: Interpreter retrained
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12/08/2008 12/10/2009 Vi did not follow caller's request Manager: Interpreter retrained

12/08/2009 12/16/2009 Poor V| etiguette Manager: Interpreter retrained

12/08/2009 12/09/2009 Poor VI etiquette Manager: Interpreter retrained

12/08/2009 12/14/2009 Poor VI etiguette Wrong ID: Interpreter did not work that day or no
longer works for us

12/09/2009 12/14/2009 Poor VI etiguette Manager: Interpreter retrained

12/09/2009 12/10/2009 V1 did not follow caller's request Manager: Interpreter retrained

12/09/2009 12/09/2009 VIl receptive skills inadequate No Interpreter number provided with complaint

12/10/2009 12/10/2009 Signmail- VI signing was not clear No Interpreter number provided with complaint

12/10/2009 12/17/2009 VI receptive skills inadequate Manager: Interpreter retrained

12/10/2009 12/14/2009 Vi skills inadequate Manager: Interpreter retrained

12/10/2009 12/16/2009 VI failed to relay conversation verbatim Director called and apologized to the customer

12/10/2009 12/14/2009 V! dress inappropriate Wrong |D: Interpreter did not work that day or no
longer works for us

12/14/2009 01/21/2010 VI signing was _not clear Manager: Interpreter retrained

12/14/2008 12/16/2009 Vi dress inappropriate Manager: Interpreter retrained

12/14/2009 12/18/2009 V1 receptive skills inadequate Manager: Interpreter retrained

12/14/2009 01/09/2010 VI skills inadequate Manager: Interpreter retrained

12/15/2009 01/21/2010 Poar VI etiquetie Manager: Interpreter retrained

12/15/2009 12/23/2009 Poor VI etiquette Manager: Interpreter retrained

12/15/2009 01/26/2010 Vt receptive skills inadequate Manager: Interpreter retrained

12/16/2009 12/16/2009 VI failed to keep caller informed Manager: Interpreter retrained

12/16/2009 12/16/2009 Vi signing was not clear Manager: Interpreter retrained

12/16/2009 12/17/2008 VI failed to keep caller informed Manager: Interpreter retrained

12/16/2009 12/22/2009 VI receptive skills inadequate Director called and apologized to the customer

12/16/2009 02/01/2010 Poor V! etiguetie Manager: Interpreter retrained

12/16/2009 01/04/2010 Poor VI etiquette Manager. Interpreter retrained

12/16/2009 01/04/2010 Signmail- Poor guality Manager: Interpreter retrained

12/16/2009 01/04/2010 Signmail- Poor quality No Interpreter number provided with complaint

12/16/2009 12/23/2009 Signmail- Poor quality Manager: Interpreter retrained

12/17/2009 01/22/2010 VI failed to relay conversation verbatim Manager. Interpreter retrained

12/18/2009 12/18/2009 Poor Vi etiquette Customer Service: Apologized to the customer far

the Technical Issue
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12/21/2009 12/21/2009 Poor V| etiquette No Interpreter number provided with complaint

12/21/2009 12/22/2009 Poor VI etiguette Wrong |D: Interpreter did not work that day or no
longer works for us

12/21/2009 03/04/2010 VI did not follow caller's request Manager: Interpreter retrained

12122/2009 12/29/2009 Signmail- VI signing was not clear Manager: Interpreter retrained

12/22/2009 12/31/2009 VI skills inadequate Manager: Interpreter retrained

12/22/2009 12/31/2009 Poor VI etiquette Manager: Interpreter retrained

12/23/2009 12/23/2009 V1 receptive skills inadequate Manager: Interpreter retrained

12i23/2009 12/23/2009 VI signing was not clear No Interpreter number provided with complaint

12/23/2009 12/24/2000 V| failed to relay conversation verbatim Manager: interpreter retrained

12/23/2009 12/23/2009 VI did not follow caller's request No Interpreter number provided with complaint

12/23/2009 12/28/2009 V| failed to keep caller informed Manager: Interpreter retrained

12/23/2008 12/29/2009 Poor V| etiquette Wrong ID: Interpreter did not work that day or no
longer works for us

12/23/2008 01/06/2010 VI signing was not clear Manager: interpreter retrained

12/23/2009 12/23/2009 Poor V| etiquette Manager: Interpreter retrained

12/23/2009 12/31/2009 VI signing was not clear Manager: Interpreter retrained

12/23/2009 12/28/2009 Signmail- Poor quality Manager: Interpreter retrained

12/23/2008 12/31/2009 Poor VI etiquette Manager: Interpreter retrained

12/23/2009 12/24/2009 VI receptive skills inadequate Manager: Interpreler retrained

12/23/2009 12/28/2009 Poar VI etiguette Manager: Interpreter retrained

12/23/2009 12/23/2009 VI failed to keep caller informed Manager: Interpreter retrained

12/2412009 12/29/2009 Poor VI etiguette Manager: Interpreter retrained

12/29/2009 12/29/2009 Poor VI etiguette Manager: Interpreter retrained

12/29/2009 12/31/2009 Poor VI etiguelte Manager: Interpreter retrained

12/29/2009 12/29/2009 Signmail- Poor quality Custamer Service: Apologized to the customer for
the Technical issue

12/29/2009 12/29/2009 Poor VI etiquette Manager: Interpreter retrained

12/30/2009 12/31/2009 Signmail- Poor quality Customer Service: Apologized to the customer for
the Technical Issue

12/30/2009 12/30/2009 VI skills inadequate No Interpreter number provided with complaint

12/30/2009 01/11/2010 Signmail- VI signing was not clear Customer Service: Apologized to the customer for

the Technical Issue
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12/31/2009 VI skills inadequate Manager |nterpreter retrained

12/30/2009 01/08/2010 Poor VI etiguette Manager: Interpreter retrained

12/30/2009 01/26/2010 Signmail- Vi signing was not clear Manager. Interpreter retrained

12/30/2009 01/05/2010 Poor VI etiquette Manager: Interpreter retrained

12/30/2009 01/15/2010 VI failed to keep caller informed Manager: Interpreter retrained

12/30/2009 01/25/2010 VI failed to keep caller informed Manager: Interpreter retrained

01/04/2010 01/04/2010 Signmail- Poor quality Customer Service: Apologized to the customer for
the Technical Issue

01/04/2010 01/06/2010 Poor VI etiquette Manager: Interpreter retrained

01/04/2010 01/19/2010 Poor Vi etiquette Manager: Interpreter retrained

01/05/2010 01/05/2010 VI did not follow caller's request Manager: Interpreter retrained

01/05/2010 01/09/2010 VI did not follow calier's request Manager: Interpreter retrained

01/05/2010 01/09/2010 V| did not follow caller's request Manager: Interpreter retrained

01/05/2010 01/06/2010 VI failed to keep caller informed Manager: Interpreter retrained

01/06/2010 01/19/2010 VI receptive skills inadequate Wrong ID: Interpreter did not work that day or no
longer works for us

01/07/2010 01/08/2010 VI receptive skills inadequate Manager: Interpreter retrained

01/07/2010 01/08/2010 Poor VI etiquette Manager: Interpreter retrained

01/08/2010 01/11/2010 Signmail- Poor quality Wrong ID: Customer Service responded to the
customer

01/08/2010 01/21/2010 Signmail- VI signing was not clear Manager: Interpreter retrained

01/08/2010 01/27/2010 Poor VI etiguette Manager: Interpreter retrained

01/08/2010 01/08/2010 VI signing was not clear Manager: Interpreter retrained

01/08/2010 01/11/2010 Poor VI etiquette Manager: Interpreter retrained

01/08/2010 01/11/2010 V1 did not follow caller's request Manager: Interpreter retrained

01/08/2010 01/08/2010 V1 did not foliow caller's request No Interpreter number provided with complaint

01/08/2010 01/21/2010 VI skills inadequate Manager: Interpreter retrainec

01/08/2010 01/11/2010 Poor Vi etiquette Manager: interpreter retrained

01/08/2010 01/12/2010 VI skills inadequate Manager: Interpreter retrained

01/09/2010 01/14/2010 Poor VI etiquetie Manager: interpreter retrained

01/09/2010 01/14/2010 Poor VI etiquette Wrong ID: Interpreter did not work that day or no
longer works for us

01/11/2010 01/12/2010 VI signing was not clear Manager: Interpreter retrained
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Manager: Interpreter retrained

01/11/2010 0112172010 VI failed to relay conversation verbatim Manager: Interpreter retrained

01/11/2010 01/14/2010 V| failed to relay conversation verbatim Manager: Interpreter retrained

01/11/2010 01/11/2010 V] Disconnected Caller No Interpreter number provided with complaint

01/11/2010 01/11/2010 V| failed to relay outgoing message verbatim Manager: Interpreter retrained

01/11/2010 01/12/2010 VI skills inadequate Director called and apologized to the customer

01/11/2010 01/29/2010 VI receptive skills inadeguate Customer Service: Apologized to the customer for
the Technical Issue

01/11/2010 01/13/2010 Paor VI etiquette Manager: Interpreter retrained

01/12/2010 01/14/2010 Paor VI etiquette Manager: Interpreter retrained

01/12/2010 01/21/2010 V1 signing was not clear Manager: Interpreter retrained

01/13/2010 01/20/2010 V| receptive skills inadeqguate Manager: Interpreter retrained

01/13/2010 01/13/2010 Poor VI etiguette No Interpreter number provided with compiaint

01/13/2010 01/14/2010 VI did not follow caller's request Manager: Interpreter retrained

01/13/2010 01/21/2010 VI signing was not clear Manager. Interpreter retrained

01/13/2010 01/13/2010 V| failed to keep caller informed Manager: Interpreter retrained

01/13/2010 01/14/2010 Poor VI etiquette Manager: Interpreter retrained

01/13/2010 02/11/2010 Vi Disconnected Caller Manager: interpreter retrained

01/13/2010 01/19/2010 V1 signing was not clear Manager: Interpreter retrained

01/14/2010 01/15/2010 Poor Vi etiquette Manager: interpreier refrained

01/14/2010 01/20/2010 V1 did not follow caller's request Manager: Interpreter retrained

01/14/2010 01/18/2010 VI receptive skills inadequate Manager: Interpreter retrained

01/14/2010 03/03/2010 Paor VI etiguette Manager: Interpreter retrained

01/14/2010 01/15/2010 V| dress inappropriate Manager: Interpreter retrained

01/14/2010 01/14/2010 Canfidentiality concerns No Interpreter number provided with compiaint

01/14/2010 01/15/2010 Poor Vi etiquette Wrong ID: Interpreter did not work that day or no
longer works far us

01/15/2010 02/03/2010 VI signing was not clear Manager: Interpreter retrained

01/15/2010 01/15/2010 V| failed to relay conversation verbatim Manager: Interpreter retrained

01/15/2010 01/15/2010 Poor Vi etiquetie Manager: Interpreter retrained

01/15/2010 01/15/2010 VI Disconnected Caller Manager: Interpreter refrained

01/15/2010 01/18/2010 Poor video quality Customer Service: Apologized to the customer for

the Technical Issue
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Manager: Interpreter retrained

01/15/2010 01/19/2010 Poor VI etiquette Manager: Interpreter retrained

01/15/2010 01/19/2010 Poor VI etiguette Manager: Interpreter retrained

01/15/2010 01/18/2010 VI receptive skills inadequate Manager: Interpreter retrained

01/15/2010 01/18/2010 VI did not follow caller's request Manager: interpreter retrained

01/15/2010 02/10/2010 VI failed to keep caller informed Manager: Interpreter retrained

01/15/2010 01/18/2010 Spanish Services- VI disconnected caller Manager: Interpreter retrained

01/15/2010 01/22/2010 Vi failed to keep caller informed Manager: Interpreter retrained

01/15/2010 01/15/2010 VI signing was not clear Wrong ID: Interpreter did not work that day or no
longer works for us

01/15/2010 01/15/2010 V| failed to keep caller informed Manager: Interpreter retrained

01/15/2010 01/20/2010 Poor VI etiquette Manager: Interpreter retrained

01/15/2010 01/20/2010 VI failed to relay conversation verbatim Manager: Interpreter retrained

01/15/2010 01/15/2010 Poor VI etiquette Manager: Interpreter retrained

01/15/2010 01/20/2010 V1 receptive skills inadequate Manager: Interpreter retrained

01/15/2010 01/15/2010 Poor VI etiquette Manager: Interpreter retrained

01/15/2010 01/20/2010 Poaor VI etiquette Manager: Interpreter retrained

01/15/2010 03/02/2010 VI failed to relay conversation verbatim Manager: Interpreter retrained

01/18/2010 02/11/2010 Signmail- Poor quality No Interpreter number provided with complaint

01/18/2010 01/20/2010 Poor Vi etiguette Manager. Interpreter retrained

01/18/2010 01/20/2010 VI receptive skills inadequate Manager: Interpreter retrained

01/20/2010 01/20/2010 Signmail- Poor quality Customer Service: Apologized to the customer for
the Technical lssue

01/20/2010 01/20/2010 Poor V! etiquette Manager: Interpreter retrained

01/20/2010 02/10/2010 V! receptive skills inadequate Manager: Interpreter retrained

01/20/2010 01/20/2010 Poor V| etiguette Director called and apologized to the customer

01/21/2010 01/26/2010 V1 failed to relay conversation verbatim Manager: Interpreter retrained

01/21/2010 01/21/2010 V1 did not follow caller's request Manager: Interpreter retrained

01/21/2010 01/25/2010 Poor VI etiguette Manager: Interpreter retrained

01/21/2010 01/21/2010 VI Disconnected Caller No Interpreter number provided with complaint

01/21/2010 01/26/2010 V| failed to relay conversation verbatim Manager: Interpreter retrained

01/21/2010 01/21/2010 VI receptive skilis inadequate Manager: Interpreter retrained

01/21/2010 01/21/2010 Poor VI etiquette Manager: Interpreter retrained




