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Complaint Tracking for AL (06/01/2010-5/31/2011). Total Customer Contacts: 16

Tally lDate of Nature of Complaint Date of Explanation of Resolution
1 06/01/10 An Alabama TTY Customer stated that they could not dial the toll free number. They 06/01/10 The technician stated that they placed a test call using the "From™ number provided and
i that they an error saying" "Your call cannot be completed.” found that the call went through if the Communication Assistant processed the call
|Apologized for the problem and opened a Trouble Ticket. Follow up with customer was through a regular "800" number. Logs were pulled and it was found that the
needed in order to notify them that the issued has been resolved. Communication Assistant did not press "Reg 800" during the call presented in this ticket.
A regional 800 number is required for this customer. The technictan was unable to
reproduce the occurrence mentioned because the customer did not provide a date and
time. It was discovered that the call will go through a "Reg 800" out dial. The Relay
Program Manager called the customer via TTY and asked for the date and time of the
call. The Relay Program Manager also explained that the 800 number worked fine from
the customer’s line. The customer stated that they call to a specific organization once &
month, and the Relay Program Manager explained that the organization may have ea
block on their phone system to prevent calfs from 711. It was suggested that the customer|
mention this to the organization, and have the organization all Customer Service if needed
for additional assistance or removal of this blockage. The ppreciated the follow
up.

2 06/02/10 DisconnectReconnedt dunng calls 06/02/10 Customer's d that her calfs cut out in the middle of a call. After
troubleshooting Customer Service ive sent him i explaining the
difference between a CapTel and a phone. to the why

disconnect/reconnect might be occurring and sent an email with tips to reduce the
occurrence including testing the CapTel s the only device on the kne and having thelr
phone kne quality tested.

3 06/11/10 The customer stated that they requested a new Communication Assistant but did not get 06/11110 A Supervisor met with the Comir t and to them the poficy that|
one. The customer stated that they had never had this problem before, and they were a change of Communication Assistanl is allowed al alf times. The Communication
upset. The customer hopes that a complaint is filed in regards tot his poor service. Assistant now understands, and apologized for the inconvenience. The Team Leader sent

a follow up email to the customer apologizing for the error.

4 'E7I06/10 A customer reported that they made a business call, which is a call that they make every 07/06/10 The Team Leader met with the Communicati: t. The Cor tion Assistant
fweek. The customer reported that the Communication Assistant was not relaying each explained that during a conlerence catl they type as fast as they can, but if it is nota
fword of the conversation. Apologized for the inconvenience and informed the customer conference call the Communication Assistant attempts an ASL translation. The
that the Supervisor would be notified. No follow up was requested. Communication Assistant understands that they must type and refay verbatim.

5 07/13/10 A customer reported that the Communication Assistant did not type the recording 07/13/10 The Team Leader met with Communication Assistant. The Communication Assistant
verbalim as requested in the beginning of the call. The Communication Assistant only followed instruction when they diated to the recording, but could not understand the
typed “recording” and typed "talking too fast.” Cust r Service izi recording as it was unique The C i i was. hed to go back and
for the inconvenience and expfained thal the report would be sent to the Cail Center reptay the message a couple of imes to capture what was said if it was not clear. If it
Supervisor No follow up was requested. remains unclear the Communication Assistant was instructed to type "(unclear)”.

6 07725/10 The customer stated that the Communication Assistant was too slow and took too long to 08/11/10 The Supervisor met with the Communication Assistant who remembers the call The
announce the call and type the greeting. The Communication Assistant atso did not Communication Assistant stated that they read the notes, but when the answering
gender the outbound caller. No follow-up was requested. machine cama on they began typing the answenng machine message. The

Communication Assistant stated that they did apologize to the customer.

7 08/12/10 The stated that the Communication Assistant was too slow and took too long to 08/12110 The Supervisor met with the Communication Assistant who did not remember this
announce the call and type the greeting. The Communication Assistant also did not particular call. The Supervisor had a hard time going over the situation with the
gender the outbound. No follow up was requesied. Communication Assistant as no specific information was given regarding the call such as

time of day and the date that the call took place.

8 1221110 Technical - General 1221110 |A Customer reported seeing "Waiting for an Operator” on their screen and did not connect]
to a captionist. Customer Service Representative apologized for this experience and

noled that there was a technical difficulty at the Call Cenler causing cails to be placed in
queus and experience unusually long wail times during a five hour interval. An extemal
equipment vendor corrected the matter. Customer Sesvice Representative confirmed that
the customer is now abie to make their captioned cails successfuity without delay.

] 12721710 Technical - General 12121110 A Customer reported seeing "Waiting for an Operator™ on their screen and did not connect|

10 a captionisi. Cuslomer Service Rep i} P ized for this ience and
noted that there was a technical difficutty at the Call Center causing calls to be placed in
queue and experience unusually fong wait times during a five hour interval. An external
equipment vendor corrected the matter. Customer Service Representative confirmed that
Lhe customer 13 now abie to make their captioned calls successfully without delay.
10 [01/07/11 [Technical - Generai 0172511 Customer stated that they were seeing Waiting for CapTel operator message on calls.
Customer Servica Reprasentative apologized for thig expenence and assured the
customer there are an ample number of captionist evailable. Technical support made a
change on 1/25/11 to allow calls to be p by avail lionist. Customer
reports that this difficulty has been resolved.




1 ﬂ02/02/11 lService - General

02/02/11

Customer reported seeing “Captioning Service is Ringing” when trying to place calls.
c Service Rep! ive advised customer that on 2/2/11 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
ionist. Center | in ison and Mi were under both a “stato of
emergency” and a “civil danger” warning declared by Wisconsin Govemor Scott Walker.
Even though bus and taxi services wore shut down in both cities and many roads were
imp: the Mil and Madison centers both open and fiekled calls noi
stop. Service levels were not met for the day due to delayed answer time. The state of
emergency ended on 2/2/11. Staffing capacity was restored. Customer Service
P i with they are able to make and receive calls in a
timely manner.
Service - General

12 Joz/02/11

02/02/11

Customer reported seeing "Captioning Service is ﬁ'inging' when trying o place calls.
Customer Service Representative advised customer that on 2/2/11 CapTel's staffing was
affected by blizzard iti Custi ‘Service Repi i i for the
{nconvenience this caused and advised staying on the line for the next availeble
ionist. Center I in Madison and 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
i the Mi and ison centers both open and fielded calls nonf
stop. Service leveis were not met for the day due to delayed answer time. The state of

emergency ended on 2/2/11. Staffing capacity was restored. Customer Service
DX i with

they are able to rnake and receive calls in a
timely manner.
13 Jo2/02/11 ﬂsarvice - General

—
02/02/11 C

d seeing "C

Service is Ringing” when trying to place calls.
Customer Service Representative advised customer that on 2/2/11 CapTel's staffing was

affected by blizzard conditions. Customer Service Representative apalogized for the

inconvenience this caused and advised staying on the line for the next availabie
ptionist. Center ions in and Mi

emergency” and a “civil danger” waming %

were under both a “state of

d by WA Scott Walker.

Even though bus and taxi services were shut down in both cities and many roads were
i the Mi and i centers both remained open and fielded calls nory
stop. Service levels were not mat for the day due to detayed answer time. The state of

emergency ended on 2/2/11. Staffing capacity was restorad. Customer Service
p i with

they are able to make and receive calls in a
timely manner.
Service — General

02/08/11

Customer reported seeing “Captioning Service is Ringing” when trying to place calis.

Customer Service Representative advised customer that on 2/2/11 CapTel's staffing was

affected by blizzard ti Cust Service Repl ive apologized for the
inconvenience this caused and advised staying on the line for the next available
plionist. Center ions in Madk and M were under both a “state of

emergency” and a “civit danger” warning declared by Wisconsin Governor Scott Walker.
Even though bus and taxi services were shut down in both ciies and many roads were

i the Mil and M: centers both apen and fielded calts non|

stop. Service levels were not met for the day due to delayed answer time. The siate of

emergency ended on 2/2/11. Siaffing capacity was restored. Customer Service
P i with
Disconnect / Reconnect during call

15 |02114/11

they are able to make and receive calls in a

timely manner.

0221/11 Customer stated that they were ing di i during their capti calls.
C Service Rep! i i the difference between a CapTeland a

phone and to the why di might be

occurring. Provided tips to reduce the occurrence such as trying the CapTel at another

focation ensuring proper setup and having her phone line tested by her telephone
cornpany,

16 3/21/11 [Customer stated that the Communication Assistant did not wait for a live person but kept 03721711 A di with the C icati j was and while the
[typing the recording. Apologized. No follow up was requested. C ication Assi does not this call, the Communication Assisiant
knows to promptly listen for instructions once afl typed have been i

to the customer.
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Complaint Tracking for AL (06/01/2010-5/31/2011). Total Customer Contacts: 16

[Mature of Complaint

Dae ol [Explananon of Resouton

Alabarna TTY Customer stated that they could not dial the toli free number. They

d that they ived an afTor saying: “Your call cannot be completed.”
|Apalogized for the problem end opened & Trouble Ticket. Follow up with custemer was
needed in order to notify them that the issued has been resolved.

I

1o that they atest mm numbsr provided and
foundﬂlatmecallwemmmughmhel‘ the call
through a regular "800" number. Logs were pulled and it was found that the
Communication Assistant did not press "Reg 800" during the call presented in this ticket.
A reglonal 800 number is required for this The iclan wes unable to

the the did not provide a date and
tme. it was discovered that the calt will go through a "Reg 800" out dial. The Relay
Program Manager catled the customer via TTY and asked for the date and time of the
cail. The Relay Program Menager also explained that the 850 number workex fine from
the customer'e ine. The customer stated that they call to a spedific organization once e
month, and the Retay Program thatthe 5 may have ea
[block on their phone eystem to prevent calls from 711. it was suggested that the customer]

luslngthe

this to the and have the alt C Service If
[for additional asstetance or removed of this kage. The app d the follow
up.

2 0602110 ROCURBCOTNOGT during calis 081210 G ‘s husband that her capti calls cut out in the iniddie of a call. Afte]

C Seivice Rep ative sent him 1 the
dmomwe between a CapTel and e traditional phone. Explainad to the customer why
might be and sent en amail with tips to reduce the
accurrencs Including testing the CapTel as the only device on the fine and having their
phone Bne quality tested.

3 17" [The customer stated that they & new Ci ication ASsistont bt did not get 0811110 A Supetvisor met with the C. tion Assistant and expk o them the policy that|
lane. The customer steted thet they hed never had this problom before, and they were a change of Communication Assistant Is allowed &t all imes. The Communication
upset. The customer hopes that a complaint is filed in regands tot his poor service. now and for the i The Team Leader:

sfoﬂowupomﬂllhﬁno customer apologizing for the emof.

R TN Customer roportad thet they made a Dueiness cal, which 1s a call that they maks every ] 0706110 | The Team Leader met with the C TStant, The Ci A

k. The custorner reported that the Communication Assistant wes not releying each explained that during & confstems cell they type as fast as they can, but if it is nota
ord of the forthe and d the eall the Con i ttempts an ASL ion. The
the Supervisor woukl be neiified. No foliow up was requested. C i thet they must type and relay verbatim.

s 771310 P that the C icat did not type the recording 07/t “The Team Leader met with C i Ass The C. i

8s inthe of the call. The Cormmunication Assistant only followsd Instruction when they dialed lo lhs recording, but could not understand the
ped “recording” and typed “talking too fast.” Ci Service recording es it was uniqus. The C was d to go back and
the inconvenience and explained that the report would be sent to the Call Center mmeylhemeuagaacwphofhmnhcspmwvmatmsmdrmmmtdeaf it
pervisor. No follow up wes requestad. remains unclear the C wes il to type “(mclear)”.

[} 7125/1 The customer stated that the Commumication As T was 100 6low and ok 100 Jong 10§ 08/1170 The Sup Mot Wi the C ction ASSISTRN Who the call. The
[announce the call and type the greeting. The Communication Assistant eiso did not Communication Assistart steted thet they read the notes, but when the enswering
Joender the outbound caller. No follow-up was requested. rnachine ceme on they began typing the answsiing machine message. The

Communication Assistant stated that they did epologize to the custormer.
812710 Customes stated that the Commumcation ASsiStant was 100 Slow and t00K 100 Tong 10 | G0/12/10 | The SUPRVISOT Mt with the CommUNCation ASsistant who 0id not remember tis
jannounce the call and type the gresting. The Communication Assistant also did not particular call. The Supervisor had a hard time golng over the situation with the
Fgendeﬂhe outbound. No follow up was requested. Communication Assistant as no specific infonmation was given regarding the call such as
time of day and the date that the call took place.
s 122110 echnical - General 122110 Customer mpomd ‘soeing "Walling for an Cperator on their screen end did ot conn
to a car Service Rep gi for this end
notedthenhamwas a technical difficuty atmoCallCamercamlng calis to be placed in
queus and experience unusuelly long wait imes during a five hour Imarval An extermnat
i vendor the matter. C Service that
the customer is now able to make their caplioned calls successfully without defay.
S 22110 Sonnioal - Genoral T2ZIN0 A Customer roporied So6ing ~WValing for an Operalor on Teir screan and did 1ol GonTe

toa Service Ry logized for this and
nmdﬂmﬂmems a technical difficulty at the Call Canter causing calis to be placed in
queue and experlence unusually jong wait times during a five hour interval. An extermel
equipment vandor correctad the metter. Customer Service Representative confirmed that
the custorner ks now able to meke their captioned calis successfully without delay.

/0711

echmical - General

CUshomer stated that they were 806l mng for CapTel operator message on calls.

Service R for thle and assured the
cus‘tnrnsx thefe are an ample number of captionist eveilable. Tecfmkxi support made a
change on 1/25/11 to aflow calis to be d by C

Teports that this difficulty hes been resolved.




EEN R FServlos - General

02102/11

T poried seeing -Ci 'Sorice Is RInging. whan trying 1o place calls.

c Service Rep ive advised that on 2/72/11 CapTer's staffing was
saffected by biizzard conditions. C Service ized for the

inconvenience this caused and advised staylng on the ne for me next aveilable
ionist. Center jocations in A and & were under both a “state of
emergency” and a “civil danger” waming d by W 1 Scott Walker.
Even though bus and taxi services wate shut down In both cities and many roads were
limpassable the Milwaukee and Madison centers both remained open and fielded calis non)
stop. Service tevels were nut mst for the day due to delayed answer time. The state of
amergency ended on 2/2/11. Staffing capecity was d. Cust Selvice
with they are able to meks and receive calls in a
timely manner.

12 §02/02/11 ervice - General

02/02/11

C P sesing “Captioning Service bﬁ;gina' when trying to place calls.
Ci Setvice Rep advised that on 2/2/11 CapTefs staffing was
affected by bizzard conditions. C Service d for the
Inconvenience this caused and edvised staying on !he iine for the next avallable
Center locations in and Milwaukes were under both a “state of
emergency” and a "civil denger” waming decl by Scott Watker.
Even though bus and taxi services were shut down in both cifies and many roads were
fimpassable the Mitwaukee end Madison centers both remained open and fielded cafis nony
stop. Service levels were not met for the day due to delayed answes timo. The state of
emeargency ordad on 2/2/11. Staffing capacity was restared. Customer Service
p with they are able to make and receive cells in 8
timely manner.

13 Jo202M1 [Service - General

e

C seelng “C: Service is Rlnging’ when trying to place calls.
C Service Rep! advised that on 2/2/11 CapTel's staffing was
affected by blizzawd conditions. C Service Rep ki d for the
inconvenience this caused and advised staying on the line for the next aveailable
Center locations in Madison and Mil were under both a “stats of
emerngency” and a “civl denges” waming declared by Wisconsin Govemor Scott Walker.
Even though bars and taxi services were shut down in both cities and many roads were
impassabie the Mitwaukee and Madison centers both remained open ard fielded calls nom
stop. Service levels were not met for the day due to defayed answer time. The state of
emergency ended on 2/2/11. Staffing capacity was restored. Customer Service
f d with they are abte to make and recsive calts in a
timely manner.

14 Jo2/08/11 Service — Generat

v m—
02/08/11

C seelng “Captioning Service is Ringing” when trying to place calls.
Ci Service Repi advised thet on 212/11 CeapTel's staffing was
affected by biizzard conditions. C: Semica R gized for the
uwwenimwsmmedmdmmng onmellnebtmenortavalhlie
ist. Conter in Madison and Mil wuvunderboﬂla%lateo'
ememenaf and a “civil danger” waming by Scott Walker.
Even though bus amd taxi services were shut down in both cities and many roads wera
the Milwaukee and Mad centers both ined open and fielded calls no
stop, Sevice levels were not met for the day due to delayed answer time. The state of
emerganw ended on 2/2/11. Stafling capacity was restored. Customer Service
P d with they are able to make and receive calis ina
timely mannar.

15 1411 Brecannact / Reconnest during cail

0272111

Custorer stated that they wefe exp die ions duning their d calls.
C Service Rep ive explained the diflerence between a CepTelanda
traditional phone and explained to the why might be

voecuning. Provided tips to reduce the occumence such as trying the CapTel at anather

tocation ensuring proper setup and having her phone line tested by her telephone
company.

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

032111

LY A With the C g Jstent was cied, and witlo the

icath does not this call, the C I Assistant
knows to promptiy fisten for i ions once all typed heve been transmitted
to the customer.




