
Telecommunications
 
ASSO"IAfION OF THE ~OUTHEAST 

June 20, 2011 

ReceIved &Inspected 
Marlene H. Dortch 
Office of the Secretary JUN 2,lOll 
Federal Communications Commission 
445 12th St., SW Rm TW-B204 FCC Mall Aoom 
Washington, DC 20554 

RE: CG Docket No. 03-123 

Please find enclosed the Annual Complaint Log for the Alabama Dual Party Relay. If you have any 
questions, please feel free to call me 334.265.1660. 

Sincerely, 

Jerry A. Renfroe 
Executive Vice President 

o
 

100 North Union Street / Suite 826 / Montgomery, Alabama 36104/ Telephone: 334-265-1660 / Fax: 334-834-1722 / www.telse.org 



Received & Inspected
 

JUN 272011
 

FCC Mall Room
 

Relay 

Alabama
 
FCC Complaint Log
 

2010 - 2011
 



Complaint Tracking for AL (06/01/2010-5131/2011). Total Customer ContaC1S: 16 

Tally Date of Na1ure of Complaint Oateal 
D. 

E.)(planation of Resolution 

06101/10 An Alabama TTY Cuslomer slaled that they could not dial Ihe loll free number. They 
elCp4ained thaI they received an error message saying' -Vour call cannot be completed." 
Apologized for the problem and opened a Trouble Ticket. Follow up with customer was 
needed In order to notify Ihem that the issued has been resolved. 

0610fllO The technician staled that they placed a lest call using the ~From· number provided and 
found Ihat the call wenllhrough if the Communication Assistant processed the call 

through a regular "aoo' number. Logs were pulled and it was found ltIatlhe 
Communication Assistant did not press RReg 800ft during the call presented In Ihis ticket. 

A regional 800 number is required for this customer. The technietan was unable to 
reproduce the occurrence mentioned because the customer did not provIde a dale and 

time. It was discovered that the call will go through a "Reg BOOR out dial. The Relay 
Program Manager called the cuslomer via TT'( and asked for the dale and lime of Ihe 

call. The Relay Program Manager also eKplained that the 800 number worked fine from 
Ihe customer's line. The customer stated thai they call 10 a spe<:ific organization once a 
month, and the Relay Program Manager explained that the organization may have ea 

block on th61r phone system 10 prevent calls from 711. It was suggested that the customer 
mention this fo the organization, and have the organizatron all Customer Service if naede< 
for additional assIstance or removal of this blockage. The customer appreciated the follow 

up. 

06/02110 OisconnectlReconnect dunng calls 06/02110 Customer's husband indicated that her captioned calts OJt out In the middle of a call. After 
uoubteshooting Customer Servloo Representative sent him information explainmg the 
difference belween a CapTeland a traditional phone. Explained to the customer why 

disconnect/reconnect might be occurring and senl an email with lips to reduce the 
occurrence Including testing the CapTel as the only device on the ~ne and having their 

phone bne quaHty los1ed. 

06/11/10 The customer slated that they requested a new Communication Assisfan! but did nol get 
one. The customer stated that ltIey had never had this problem before, and they were 
upset The custOI'1lel hopes that a complaint is filed in regards tot his ~r service. 

06/11/10 A SupelVisor met with the Communication Assistant and explained to them the poficy that 
a change of Commumcation Assistant is allowed et all tunes. The Communication 

Assistant now urKlerstands, and apologiZed for the mconvenience. The Team Leader sent 
a follow up email to the customer apologizing for the error. 

07/06/10 customer reported thai they made a business call. which is a call that they make every 
Iweek. The customer reported that the Communication ASSIstant was not relaying each 
rword of the conversation. ApologiZed for the inconvenience and informed the customer 
that the SupelVisor would be notified. No follow up was requested. 

07/06110 The Team Leader met with the Communication Assistant. The Communication Assistant 
explained that during a conference call they type as fast as they can, but illl1S nota 

conference call the CommunicalJOn Assistant anempts an ASL translation. The 
Communication Assistant understands that they must type and retay veroatim. 

07/13/10 A customer reported that the Communication Assistant did not type the recording 
verbatim as requested in the beginning of the call. The Communication Assistant only 
typed ~reoordjng~ and typed ftlalking too lasl.RCustomer Service responded apologizing 
for the inconvenlence and exptained that the report would be sent 10 the Call Center 
SupelVisor No follow upwas requesled. 

07/13110 The Team Leader mel WIth Communication Assistant. The Communication Assis1ant 
follOWed instruction when they dialed to the reoording. bul could not understand lhe 

recording as it was unique The Communicabon Assistant was coached to go back and 
repfay the message a couple of times 10 capture wtlal W8S said if it was not clear, If it 

remains unclear the Communication Assistant was instructed 10 type ft(unclearr 

07125110 The customer stated thatlhe Commurucation AssIstant was too slow and took too long to 
announce the call and type the greeting. The Communication ASSistant also did not 
gender the outbound caller. No follow-up was requested. 

08/11/10 The Supervisor met with the Communication Assistant who remembers the call The 
Communication ASSIstant stated that they read the notes, but when the answering 

machine came on they began typing the answenng mach me message. The 
Communication Assistant stated that they did apologize to the customer 

08112110 The customer stated Ihat the Communication Assistant was too slow and took too long to 
announce the call and type the greeting. The Commumcation Assistant also did nol 
gender the outbound. No follow up was requested. 

08112110 The SupelVisor met with the Communication Assistant who did not remember this 
particular call. The Supervisor had a hard lime going over the situation with the 

Communication Assistant as no specific information was given regarding the call such as 
time of day and the date ltIal the call took place. 

12121/10 Techmcal - General 12121/10 A Customer reported seeing "Waiting for an OperatorR on their screen and did nol connec 
10 a capllonist. Customer SelVtce Representative apologized for this experienoe and 

noted that there was Q technical difficutty al the Cat! Cenler causing calls to be placed in 
queue end experience unusu..Uy long walt limes during a five hour interval. An exlemal 

equipment vendor corrected the maNer. Customer Service Representative confirmed that 
the customer is now able to make their captioned calls successfully WIthout delay. 

12121/10 Technical- General 12121110 A Customer reported seeing RWailing for an Operator'" on their screen and did not connect 
\0 a captiOOISI. Customer Service Representative epologlzed lor this experienoe and 

noled that there was a technical difficutty at the Call Center causing calts to be placed in 
queue and eKperienoe unusually long wait times during a rIVe hour K"lierval. An external 

equipment vendor corrected the maNer. Customer Service Representative confirmed thaI 
the customer IS now able to make their captioned calls successfully without delay. 

10 01/07111 echnical - General 01125111 Customer stated that they were seeing Watting for CapTel operator message on calls. 
Customer Service Representative apologized for this expenence and essured rne 

customer there are an ample number of captiOOlsl evailable. Technical support made a 
change on 112511110 allow calls to be processed by available captionist. Cuslomer 

reports lhal thIs difficulty has been resolved 



11 02102111 SelVice - General 02102111 Customer reported seeing ~Captioning Service is Ringing" when trying to place calls. 
Customer Service Representative advisl'd customer that on 212111 CapTel's staffing was 

affected by blizzard conditions. Customer Service Representative apologized for the 
inconvenience this caused and advised staying on the line for the next available 

captionist. Center locations in Madison and Milwaukee were under both a "stato of 
emergency~ and a ~civil danger" warning declared by VlJisconsin Governor Scott Walker. 
Even though bus and taxi services wore shut down in both cities and many roads were 

impassable the Milwaukee and Madison centers both remained open and fiek1ed calls no 
stop. Service levels were not met for the day due to delayed answer time. The state of 

emergency ended on 2t2f11. Staffing capacity was restored. Customer Service 
Representative confirmed with customer they are a~e to make and receive calls in a 

timely manner. 

12 02102111 Service - General 02102111 Customer reported seeing MCaptionlng Service is Ringing~ when trying to place calls. 
Customer Service Representstive advised customer that on 2i2J11 CapTers staffing was 

affected by bfizzard condmons. Customer Service Representative apologized for the 
(nconvenience this caused and advised staying on the line for the next availeble 

captionisl. Center locations in Madison and Milwaukee were under both a "state of 
emergency" and a "civil danger" warning declared by Wsconsin Governor Scott Walker. 
Even though bus and taxi services were shut down in both cities and many roads were 

impassable the Milwaukee and Madison centers both remained open and fielded calls no 
stop. Service leveis were not met for the day due to delayed answer time. The state of 

emergency ended on 212111. Staffing capacity was restored. Customer Service 
Representative confinned with customer theY are abJe to make and receive calls in a 

timely manner. 

13 02102111 Service - General 02102111 Customer reported seeing "Captioning Service is Ringing" when trying to place calls. 
Customer Service Representative advised customer that on 212111 CapTel's staffing was 

affected by blizzard conditions. Customer Service Representative apolOgized for the 
inconvenience this caused and advised staying on the line for the nert available 

captionist. Center locations in Madison and Milwaukee were under both a "state of 
emergency" and a Mcjvil danger" warning declared by Wsconsin Governor Scott Walker. 
Even though bus and taxi S8Mces were shut down in both cities and many roads were 

impassable the Mitwaukee and Madison centers both remained open and fielded calls no 
stop. Service levels were not mat for the day due to ddayed answer time. The state of 

emergency ended on 212111. Staffing capacity was restorad. Customer Service 
Representative confinned with customer they are able to make and receive calls in a 

timely manner. 

14 02108/11 Service General 02108111 Customer reported seeing "Captioning Service is Ringing" when trying to place calls. 
Customer Service Representative advised customer that on 212111 CapTel's staffing was 

affected by ~zzard conditions. Customer Service Representative apologized for the 
tnconvenience this caused and advised slaying on the Hne for the next available 

captionist. Center locations in Madison and Milwaukee were under both a "state of 
emergency" and a "civil danger" warning declared by WIsconsin Governor Scott Walker. 
Even though bus and taxi services were shut down in both cities and many roads were 

impassable the Milwaukee and Madison centers both remained open and fielded calis no 
stop. Service levels were not met for the day due to delayed answer time. The state of 

emergency ended on 212111. Staffing capacity was restored. Customer Service 
Representative confirmed with customer they are able to make and receive calls in a 

timely manner. 

15 02114111 Disconnect 1Reconnect during call 02121111 Customer stated that they were experiencing isconnections during their captioned calIS. 
Customer Service Representative explained the difference between a CapTel and a 
tradmonal phone and explained 10 the customar why disconnect/reconnect might be 

occurring. Provided tips to reduce the occurrence such as trying the CapTel at another 
k>cation ensuring proper setup and having her phone Hne tested by her telephone 

company. 

16 3121111 Customer stated that the Communication Assistant did not wait for a live person but kept 
typing the recording. Apologized. No follow up was requested. 

03121111 A discussion with the Communication Assistant was conducted, and while the 
Communication Assistant does not remember this call, the Communication Assistant 

knows to promptly listen for instructions once all typed messages have been transmitted 
to the customer 
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Complaint Tracking for AL (O6l011201l1-5131120111. Total CusfDmer Contacts: 16 

oly IIJ8t8 of Nlllln 01 Compllllnt 
"'~~ 

Explenotion of Resolution 

1 06101110 iA" A1abemo TIY Customer _ mat they oould not diol the toO ee numoer. They 
&xplalned that they received an error message saying: -Your CElU cannot be completed." 
jApologlzed for the problem and opened 8 Trouble llc:ket. FoUow up with customer was 
needed in oroerto notify them that 'the Issued has been resolved. 

oeJo,/1o 
'~amItt:'='::~:=n':"ca~the-=:~:nd 

through 8 regular "800" number. Logs were pulled end tt was found that the 
Comnunicatlon Assi8lOnt did not press "Reg 800" dul1ng the call _nted In lhio ~cket 

A regional BOO number Is required for this customer. The teehnictan was unable to 
reproduce the occurrence mentioned because the customer did not provide e date and 

Urne. tt was discovered that the caN wlH go through a "Reg 800" out dial. The Relay 
Program Me_orcatIed the CtllI1Dmervia TIY end ..ked lor the date end time oflhe 

coli. The Roley Pr0gt8m Meneger elso e>q>Ieined theI the 800 number worked fine from 
~ customer'e Ine. The customer slated that they caa to a specific organization once e 
monlh, end the Raley Prog",m Meneger oxplelned that the OIgOniZeIlon nmy hove eo 

block on their phone eyslem tD p""'ent caUs from 711. II was suggeoted that the cusIol11Ol 
mention thJs to the orgsnfzBtfon, and have Ihe organization aD Customer Service ff needec 
lor _01101_ or removel oflhis blocbge. The custDmer &ppIOCiated the foDow 

up. 
2 """'.lI10 econnecl: during caltB 08lO2I10 Customer'. h...bend mdlcated that her caplloned calls cui out In the middle of0 caD. After 

boobieshooUng Customer SeNk:o Repnl_e sont him \oIol1T1otion oxpleinlng the 
dIff8nlnca _eon e CopTel end 0 _iIionel phon•. Explelned 10 the customer why 
diooonnedl"'oofu_ mght be oc:cuntng ond _ en emeU with tipo 10 reduca the 

OCCtJrroooo IncIudlng testing the CopTe' 10 the only devico on the line and hev1ng thelr 
phone Ine qualty testBd. 

A SupeJVlllor mot withll1e communication As_ end oxplelned 10 them the policy thel3 "",'111u The customer Slated tho! they requoot:od 0 new Communication _nt Out did not get 
one. The cu__thol they hed never hed this problem before, end they WBrO 

upset. The customer ~ that e oompIeint is filed In _Ills lot his poor sorvico. 

06111110 
8 change of CommJnlcation Asststant 18 allowed at all times. The Communication 

_.­_,end epologlzood lor tho inoonvonlenca. Tho Team Leedersen1 
e fo_ up emeJ' tD tho _ epoIogizing for the onor. 

4 7106/10 customer reported tn8l1hey made 8 buBlness can, which is a call that mey make fNery 
~k. The eustDmer repolled that the Communication AssiBbmt woo nol relaying each 
,",Ord of the conversation. Apologized for the Inconvenlenco and Informed the eustDmer 
that the Supervisorwoutd be nottft&d. No follow up was request8d. 

o 106110 The 88m Leader met with the Communication As8istsnt. The Communication Assistant 
explained that during B conferen<:e caa they type 88 fast as they can, but if it is nota 

oonlo",""" call the Communication _01 ett"""," on ASllranslallon. The 
Comnunicotion _nt unders1ands thel they musltype end I8ley verbatim. 

5 7113110 f" ClIlItDmer I8pOlted that the Communlcotion Assistant did not typo 1l1. raoonllng 
!verbatim as requested In the beginning ofU1e ceO. The Communication Asafstant only 
l!Yped "recording- and typed ~Iking too fast." Customer Service responded apoJogizing 
~ the inconvenienca ond oxpleined that the report would be ..... tD lila CoM center 
~porvhlor. No 10_ up woo requested. 

Ofl13J1u The Teom Lsoder mot with Cort1lTlJl1icallo AssisIenl The Communlcotion Assistant 
followed Instruction when they dialed to the recording, but could not understand the 

recording 8S It was unique. The COmmln1ication AssJstant waB coached to go back and 
I8pIey the meosoge e ooupIe of _ Ie capture _woo seid WII woo 001_. IfII 

remains unclear the Cornm.mtcation Assistant WIIS instructed to type "(unclear)". 

ti 7125110 lbe custDmer _ theI the Common_on _01was tDo slow ana _ tDo IOI1lJ to 
announce the calland type the greeting. The COIM1unication AeelstBnt elso did not 
~ender tho outbound caller. No foDow-up was requ_. 

"",1,nu I no "upoMSOr met WIlI\ me <;<>mmtllllcauon _01woo IOmemba", the can. I ne 
Communication Assistant _ that they reed the nolao, but when the enswering 

machine came on they began typing the answedng machine message. The 
Communication Assistant stated U1at they did epofoglze to the wstomer. 

811210 TlIO customer SIlIlO<l that the Communleetlon Assistant woo tDo __ an<! took too tong 10 
announce the caD end typo the greeting. The Communication Assistant elso did not 
gender the outbound. No follow up woo req.-led. 

08112110 The !lupolVisor mat _tho communk:atlon Assistant who did nol rOOlOmiler this 
particular call. The SupeNfsor had 8 hard time going over the Bftuation with the 

Comnunicatlon Assistant .. no opodl<: inforrnallon was given reg_ng the calleuch 10 

~me ofdey end the date thet tho .011 tDok pIec:e. 

8 2I211l0 ochnlcal- <;e..",1 12121/10 • CUOblmer reported oeeing "'MlIting fOr on Ope_I" on their screen end did nol oonn'" 
to a capUonisl CuskJmer Service Representative apologized for this expertence end 

noted that the'" was ol1l<:hnical dffIicully at the CoIl center causing calls tD be pieced in 
queue and experience unusuaAy long waft: Urnes durtng 8 five hour Interval. An external 

equiplMnt vendor corrected the matter. Customer Service Representative confirmed that 
lila customer Ie now eble to meke their captioned _.uooossfuUy without delay. 

9 2121/10 echnical- General 12/21/10 f" Customer reportad oeeing "WIIllIng for on Opom'" on thelr .e_n end did not oonnect 
to 8 captiontsl Customer service Representative apologizltd for this experience and 

noted that thor. was e technical dffIie:ul\y at the CoIl Co_ caueing caBs to be pieced in 
queue end experience unusually long wart times during awe hoUl interval. An enernal 

equipment vendor colT8Cted the matter. Customer Service Representative confirmed tt\et 
the customer 1& nOW eble tD meke their captioned caUs 0_1ywithout deloy. 

10 1/07111 echnical - General 01125111 Customer stated that Ihey we", _Ing WoIIIng for CopTel oporator meeoage on calls. 
Customer Service Representative apologized for this experience and assured the 

customer there are an ample number of ca:ptionlst evailable. Technical support made a 
change on 1J2S111 to alow catI& to be processed by available captionist. Customer 

repolls thatlhls dIlficuby he. been ....OWed. 



11 02102111 Service· General 02I02i11 Customer reported .eelng "Captioning SeNice Is Ringing" whan trying to place calls. 
C.._ SllfVlce Repmontzl1ive advised cuotomor that on 2/2/11 CapTer. staffing woo 

affected by blZZald condlttons. Customer Service Representative apologized for the 
Inconvenience he caused and aclvf8ed staying on the One for the next &Vailable 

captionist Center locations in Madtson and MDwaukee were under both lJ "state of 
emergency" and 8 -c:M1 dangr warning declared by 'Msconsln Governor SCott Walker. 
Even though bus and taxi services ware shut down In both clUes and many roads were 

"mpassable the MilwaUkee and Madison centers both remained open and fielded calls no 
stop. service IeYets were not niet for the dey due to detayed answer time. The state of 

emergency ended on 2J'2J11. Slafting capecfty was restored. Customer Service 
Reprersentatfve wnlrmed with wstomer they are able to make and receiVe calls in a 

timely manner. 

12 02102111 [Service ~ General 02102111 Customer reported seeing ·Captioning Service is Ringing- when trying to place calls. 
Customer Service RBpresent8tiVe advtsed customer that on 2/2/11 CapTers staffing was 

affected by blzZBn:l condl1lons. Custom.. Service Representative apologiZed for ll1e 
InconvenJence this eeuaed and edvJsed staying on the line for the next available 

capllonlst. Center locations in Madison and Milwaukee were under both a -&tate of 
emergency"' and a -civil danger" warning declared by V\IIsconsin Governor Scott Walker. 
Even though bus and taxi seMC8S we", shut down In bo1h cities end many roads W&r& 

Impsssable the Milwaukee orn:l Madieon cent... bot!l ",maine<! llI'OfI end fielded cells no 
stop. SeMce lwets WMB nol: met for the dey due to delayed enswer time. The state of 

_ ended on 2/2/11. Stalling cepecity was restored. CuslOmer ServIce 
Representative confinned with aJStomer they are able to fTIli!Ike and receive calts in a 

ttl1"l&ty manner. 

13 IlWlT.il11 SefVlce - General 02102111 Customer reported seeing "C8pIlOl1Ing SeNice is RInging when trying to piece calls. 
Customer SeNice RepresentBttve edvf8ed customer that on 212111 CapTel's staffing was 

afJected by blzzsrd condtttons. Customer Service RepresentaUve epologlzed for the 
inconvenience this caused end advised stayfng on the line for the next avattable 

capdonlBl Center Iocattons In Madison and Milwaukee were under both a -state of 
orIlOfllOIlc:y" ond a 'civil ~ wamIng d_ by III'Ieoomlin Governor Scott Walker. 
Evenlhough bue ond 1IIld......,;cos wore shut _In __end many roads wore 

·_bIe the MlIwII"""" orn:l Madison centers bath remained open and fielded calls nor 
stop. _levels we", no! nwt tor the dllY due to delayed enswer time. The slale 01 

emergency ended on 212111. Staffing capadty was r8Stofed. Customer SeNice 
Representative confirmed with customer they ere able to make and receive calts In a 

timely manner. 

14 02108111 Service General 02108111 Customer reported seeing 'captioning SeNice Is Ringing" when trying to place calls. 
Customer Service Representative advised customer that on 2/2111 CapTel'$ staffing was 

eflacled by bUzzard conditions. Customer Servlce R"Il""'Ofllatvo apologizad for the 
_ this _ orn:ledYBed slaying on tile IIna for tile l18Jrt available 

cap&ionisl CentBr Io«::etions in Malison end Milwaukee were under bottla "state of 
emet1lOf1c:y" ond a "civil denger" werning _ by IMs<;onsin Govemor Scott Wolker. 
Even though bus and taxi BeA'ices were shut down In bo1h cities and many roads were 

Impassable the Mitwaukee and Madison centers both remained open and flatted calls non 
stop. S9tvice levels were not met for the day due to delayed answer time. The state of 

8I'1'IEHgency ended on 2/2/11. Stafling capacity was restored. Customer Service 
Representaltve confirmed with oostomer they ere able to make end receive QlIIs in e 

timely manner. 

15 '02114/11 Disconnect I Reconnect during call 02121/11 Customer stated that they W9f'e experienang £USConnections dunng their captioned calls. 
Customer Service Representative eXplained the difference between e CepTelend e 
traditional phone and explained to the ClJ6tDm8'r why dtsconnectlreconnect might be 

occuning. P"",1ded tips to reduce tile ocaJr"'nce such es1rylng tile capTel at another 
location ensuring proper ....p orn:llltwing ller phone ina tested by her _phone 

company. 

16 3/21/11 Customer stated that the Communication Ae8tstant did not wait for a ive person but kept 
typing the recorcUng. Apologized. No follow up was ~uested. 

03121/11 A discussion with the Communication AssIstant was conducted, and while the 
Communication Assistant does not remember thi6 caU, the CommuniCation Assistant 

knoWs to promptly listen for instructions once aU typed messages hsve been transmitted 
to the customer. 


