
Via Electronic Delivery 

Marlene H. Dortch, Secretary 
Federal Communications Commission 
445 12th Street SW 
Washington, DC 20554 

July 1,2011 

Re: Sorenson Communications, Inc. - Annual Complaint Summary 
CG Docket No. 03-123 

Dear Ms. Dortch: 

4192 South Riverboal Road, Suite 100 

Salt Lake City. UT 84123 

T 801.287.9400 

F 801.287.9401 

W WWW.sorenson com 

Sorenson Communications, Inc. ("Sorenson") respectfully submits the attached 
complaint log summary pertaining to complaints received between June I, 2010 and 
May 31, 20 II. The attached report summarizes the number of complaints Sorenson has 
received 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. The report includes complaints regarding 
Video Relay Service and IP Relay Service. Sorenson did not receive any complaints 
regarding its IP Captioned Telephone Service during the reporting period. 

As required by 47 C.F.R. § 64.604(c)(I)(i), Sorenson maintains complete logs of 
all complaints it receives. The attached summary is based on these logs, which are 
available upon request by the FCC. 

If you have any questions or require anything further, please do not hesitate to 
contact me by telephone at 801-287-9400, or by email to mmaddix@sorenson.com. 

Attachments 

cc: Gregory Hlibok 
Arlene Alexander 

Sincerely, 

lsi Michael D. Maddix 

Michael D. Maddix 
Director of Government and Regulatory Affairs 
Sorenson Communications, Inc. 
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318249 06/01/2010 06/01/2010 

318250 06/01/2010 06/17/2010 

318268 06/01/2010 07/22/2010 

318276 06/01/2010 06/01/2010 

318280 06/01/2010 06/01/2010 

318287 06/02/2010 06/04/2010 

318290 06/02/2010 06/04/2010 

318294 06/02/2010 08/10/2010 

318295 06/02/2010 06/04/2010 

318296 06/02/2010 06/09/2010 

318300 06/02/2010 08/04/2010 

318301 06/02/2010 06/15/2010 

318306 06/03/2010 06/30/2010 

318311 06/03/2010 06/03/2010 

318312 06/03/2010 06/09/2010 

318315 06/03/2010 06/25/2010 

318325 06/04/2010 06/09/2010 

318330 06/04/2010 08/11/2010 

318331 06/04/2010 06/09/2010 

318332 06/04/2010 06/11/2010 

318334 06/04/2010 06/07/2010 

318335 06/04/2010 06/09/2010 

318336 06/04/2010 06/07/2010 

318344 06/07/2010 06/07/2010 

318360 06/07/2010 06/09/2010 

318362 06/07/2010 06/07/2010 

318368 06/08/2010 06/09/2010 

318377 06/08/2010 06/12/2010 
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VI did not follow caller's request 

Transfer protocol 

VI signing was not clear 

VI etiquette 

VI skills inadequate 

VI skills inadequate 

VI skills inadequate 

VI did not follow caller's request 

VI skills inadequate 

VI disconnected caller 

SignMaii 

VI etiquette 

VI etiquette 

VI did not follow caller's request 

VI receptive skills Inadequate 

VI did not keep caller Informed 

VI etiquette 

Sign Mail - poor quality 

VI receptive skills inadequate 

VI etiquette 

VI skills inadequate 

VI etiquette 

VI etiquette 

Spanish services 

VI skills inadequate 

Confidentiality concerns 

VI etiquette 

Poor VI etiquette 
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Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Customer Service - Apologized to the 
customer for the technical issue 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Customer Service : Responded to the 
customer 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 
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318378 06/08/2010 06/21/2010 

318384 06/09/2010 06/10/2010 

318388 06/09/2010 06/10/2010 

318390 06/09/2010 06/09/2010 

318400 06/09/2010 06/24/2010 

318403 06/10/2010 06/11/2010 

318405 06/10/2010 06/11/2010 

318417 06/10/2010 06/12/2010 

318420 06/10/2010 06/10/2010 

318424 06/10/2010 06/12/2010 

318427 06/10/2010 06/12/2010 

318433 06/11/2010 06/16/2010 

318437 06/11/2010 06/14/2010 

318438 06/14/2010 06/15/2010 

318441 06/14/2010 06/16/2010 

318446 06/14/2010 06/14/2010 

318448 06/14/2010 06/21/2010 

318449 06/14/2010 06/24/2010 

318450 06/14/2010 06/16/2010 

318452 06/14/2010 06/28/2010 

318454 06/14/2010 06/14/2010 

318459 06/14/2010 06/17/2010 

318469 06/15/2010 06/15/2010 

318472 06/15/2010 06/25/2010 

318474 06/15/2010 06/16/2010 

318476 06/15/2010 06/21/2010 

318477 06/15/2010 06/21/2010 
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Privacy screen protocol Manager: Interpreter retrained 

VI receptive skills inadequate Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retrained 

Privacy screen protocol Manager: Interpreter retrained 

Poor video quality Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retrained 

VI etiquette No interpreter number provided with 
complaint 

VI etiquette Manager: Interpreter retrained 

Sign Mail - poor video quality No interpreter number provided with 
complaint 

SignMail - poor video quality Manager: Interpreter retrained 

VI did not follow caller's request Manager: Interpreter retrained 

VI skills inadequate Manager: Interpreter retrained 

VI skills inadequate Manager: Interpreter retrained 

VI failed to relay conversation veribatim Manager: Interpreter retra ined 

VI did not follow caller's request Manager: Interpreter retra ined 

VI receptive skills inadequate Wrong ID - Interpreter did not work that 
day or no longer works for us 

VI etiquette Manager: Interpreter retra ined 

VI etiquette Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retrained 

VI skills inadequate Manager: Interpreter retrained 

VI disconnected caller No interpreter number provided with 
corrmtaint 

VI did not follow caller's request Manager: Interpreter retrained 

VI dress inappropriate Manager: Interpreter retrained 

VI dress inappropriate Manager: Interpreter retrained 

VI receptive skills Inadequate Director called and apologized to the 
customer 

VI receptive skills inadequate Manager: Interpreter retrained 

VI receptive skills inadequate Manager: Interpreter retrained 
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318480 06/15/2010 06/15/2010 

318482 06/15/2010 06/17/2010 

318486 06/15/2010 06/18/2010 

318493 06/15/2010 06/16/2010 

318495 06/15/2010 06/17/2010 

318506 06/16/2010 06/21/2010 

318507 06/16/2010 06/21/2010 

318508 06/16/2010 06/21/2010 

318518 06/16/2010 06/21/2010 

318521 06/16/2010 06/17/2010 

318522 06/16/2010 06/17/2010 

318523 06/16/2010 06/21/2010 

318524 06/17/2010 06/17/2010 

318528 06/17/2010 06/17/2010 

318531 06/17/2010 07/22/2010 

318541 06/18/2010 06/18/2010 

318542 06/18/2010 06/18/2010 

318550 06/21/2010 06/24/2010 

318556 06/21/2010 06/22/2010 

318562 06/21/2010 06/22/2010 

318574 06/21/2010 06/22/2010 

318580 06/21/2010 06/25/2010 

318582 06/21/2010 06/30/2010 

318583 06/21/2010 06/30/2010 

318584 06/21/2010 10/08/2010 

318587 06/21/2010 06/25/2010 

318595 06/22/2010 06/25/2010 
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VI skills inadequate Manager: Interpreter retra ined 

VI etiquette Manager: Interpreter retrained 

VI signing was not clear Manager: Interpreter retrained 

VI fingerspelling was not clear Manager: Interpreter retrained 

VI receptive skills inadequate Manager: Interpreter retrained 

VI disconnected caller Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retrained 

VI did not follow caller's request Manager: Interpreter retrained 

VI did not follow caller's request Manager: Interpreter retrained 

VI did not follow caller's request Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retrained 

VI etiquette Customer Service - Apologized for the 
incident and forwarded to national trainer 

Confidentiality concems Customer Service - Apologized for the 
incident and forwarded to national trainer 

VI etiquette Manager: Interpreter retrained 

Sign Mail - poor video quality Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retra ined 

VI receptive skills inadequate Manager: Interpreter retrained 

VI etiquette No interpreter number provided with 
complaint 

VI etiquette Manager: Interpreter retrained 

Privacy screen protocol Manager: Interpreter retrained 

VI fingerspelling was not clear Manager: Interpreter retrained 

VI dress Inappropriate Wrong ID - Interpreter did not work that 
d~ or no 10l)!!er works for us 

VI receptive skills inadequate No interpreter number provided with 
col1}l>laint 

VI skills inadequate Manager: Interpreter retrained 
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318603 06/22/2010 06/24/2010 VI failed to relay conversation verbatim 

318607 06/22/2010 06/25/2010 VI did not follow caller's request 

318616 06/22/2010 06/24/2010 VI skills inadequate 

318619 06/23/2010 06/23/2010 VI did not follow caller's request 

318620 06/23/2010 06/23/2010 VI etiquette 

318623 06/23/2010 06/23/2010 SignMaii - VI signing was not clear 

318626 06/23/2010 06/23/2010 VI etiquette 

318628 06/23/2010 06/25/2010 VI did not follow caller's request 

318629 06/23/2010 06/28/2010 VI etiquette 

318630 06/23/2010 07/08/2010 VI dress inappropriate 

318632 06/23/2010 06/25/2010 VI disconnected caller 

318633 06/23/2010 06/25/2010 VI did not follow caller's request 

318636 06/23/2010 06/25/2010 VI did not follow caller's request 

318638 06/23/2010 06/25/2010 VI etiquette 

318644 06/24/2010 06/29/2010 VI did not follow caller's request 

318649 06/24/2010 07/06/2010 Confidentiality concerns 

318650 06/24/2010 06/28/2010 VI etiquette 

318652 06/24/2010 06/25/2010 VI disconnected caller 

318666 06/25/2010 06/28/2010 VI disconnected caller 

318674 06/25/2010 06/25/2010 VI etiquette 

318682 06/25/2010 06/25/2010 VI receptive skills inadequate 

318687 06/25/2010 06/25/2010 VI dress inappropriate 

318700 06/28/2010 06/29/2010 VI etiquette 

318714 06/28/2010 06/28/2010 VI etiquette 

318715 06/28/2010 07/19/2010 VI failed to relay conversation verbatim 

318716 06/28/2010 07/06/2010 VI failed to relay conversation verbatim 

318722 06/28/2010 07/12/2010 SignMaii 
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Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Customer Service - Apologized for the 
incident and forwarded to national trainer 
Wrong ID - Customer Service responded to 
Customer 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Wrong ID - Interpreter did not wonk that 
day or no lonoer woriks for us 
No interpreter number provided with 
comolaint 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Wrong ID - Interpreter did not wonk that 
day or no lonoer wonk for us 



07/07/2010 

318838 

10 

Sorenson VRS Complaint Log Summary 
Page 5 of 37 



318978 07/13/2010 
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number provided with 

number provided with 

number provided with 
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319063 07/19/2010 07/21/2010 

319068 07/19/2010 07/26/2010 

319077 07/21/2010 07/21/2010 

319091 07/21/2010 08/13/2010 

319094 07/21/2010 09/20/2010 

319095 07/21/2010 08/05/2010 

319097 07/21/2010 07/27/2010 

319103 07/21/2010 07/21/2010 

319108 07/22/2010 08/02/2010 

319112 07/22/2010 07/26/2010 

319135 07/26/2010 08/0212010 

319145 07/26/2010 08/0212010 

319152 07/27/2010 08/0212010 

319153 07/27/2010 07/28/2010 

319156 07/27/2010 07/27/2010 

319162 07/27/2010 07/28/2010 

319176 07/28/2010 07/28/2010 

319178 07/28/2010 07/30/2010 

319179 07/28/2010 08/02/2010 

319185 07/29/2010 07/29/2010 

319188 07/29/2010 07/30/2010 

319194 07/29/2010 08/17/2010 

319195 07/29/2010 08/17/2010 

319197 07/29/2010 08/17/2010 

319198 07/29/2010 07/30/2010 

319199 07/29/2010 07/29/2010 
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VI signing was not dear 

VI skills inadequate 

VI etiquette 

VI etiquette 

VI etiquette 

VI etiquette 

VI etiquette 

SignMail - V1 signing was not clear 

VI etiquette 

SignMaii " poor video quality 

V1 etiquette 

V1 etiquette 

Sign Mail - V1 signing was not clear 

Transfer protocol 

VI etiquette 

SignMaii 

VI did not keep caller informed 

Transfer protocol 

VI failed to relay conversation verbatim 

Privacy screen protocol 

VI receptive skills inadequate 

VI receptive skills inadequate 

Transfer protocol 

VI receptive skills inadequate 

Sign Mail " poor video quality 

VI skills inadequate 
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- -Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Customer Service : Responded to the 
customer 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Customer Service: Apologized to the 
customer for the technical issue 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retra ined 

Manager: Interpreter retra ined 

Manager: Interpreter retra ined 

Manager: Interpreter retra ined 

Customer Service: Apologized for the 
incident and forwarded to national trainer 
Wrong ID " Interpreter did not work that 
day or no longer works for us 
Manager: Interpreter retrained 

Customer Service: Responded to the 
customer 
Manager: Interpreter retrained 

Customer Service : Apologized to the 
customer for the technical issue 
No interpreter number provided with 
comolaint 
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319204 07/30/2010 08/04/2010 

319206 07/30/2010 08/03/2010 

319207 07/30/2010 08/10/2010 

319215 08/02/2010 08/02/2010 

319217 08/02/2010 08/06/2010 

319221 08/02/2010 08/04/2010 

319224 08/02/2010 08/03/2010 

319228 08/02/2010 08/04/2010 

319234 08/02/2010 08/05/2010 

319236 08/02/2010 08/02/2010 

319238 08/02/2010 08/02/2010 

319241 08/02/2010 09/09/2010 

319245 08/02/2010 08/03/2010 

319248 08/02/2010 08/03/2010 

319252 08/02/2010 08/13/2010 

319255 08/02/2010 08/05/2010 

319256 08/02/2010 08/03/2010 

319257 08/02/2010 08/05/2010 

319259 08/02/2010 08/10/2010 

319260 08/03/2010 08/03/2010 

319282 08/03/2010 08/04/2010 

319283 08/03/2010 08/11/2010 

319289 08/03/2010 08/03/2010 

319291 08/03/2010 08/03/2010 

319299 08/04/2010 08/04/2010 

319306 08/04/2010 08/05/2010 
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VI receptive skills inadequate 

Transfer protocol 

VI etiquette 

SignMaii - poor video quality 

Spanish services 

Confidentiality concerns 

Confidentiality concems 

VI receptive skills inadequate 

VI skills inadequate 

VI skills Inadequate 

VI did not keep caller informed 

VI receptive skills inadequate 

Poor video quality 

VI etiquette 

VI receptive skills inadequate 

VI etiquette 

VI receptive skills inadequate 

VI receptive skills inadequate 

VI receptive skills inadequate 

VI voice was not dear 

VI signing was not dear 

VI receptive skills inadequate 

SignMaii - poor video quality 

VI receptive skills inadequate 

VI signing was not clear 

VI did not follow caller's request 
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Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retra ined 

No interpreter number provided with 
comolaint 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retra ined 

Manager: Interpreter retrained 

Customer 5eniice: Apologized to the 
customer for the technical issue 
Manager: Interpreter retrained 

Customer Service : Apologized to the 
customer for the technical issue 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Customer Service: Apologized to the 
customer for the technical Issue 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Customer 5eniice - Apologized for the 
technical Issue 
No Interpreter number provided with 
comolalnt 
Wrong ID - Customer Service responded to 
the Customer 
Wrong 10 - Interpreter did not work that 
day or no laMer works for us 
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319307 08/04/2010 08/11/2010 VI etiquette 

319308 08/04/2010 08/18/2010 VI receptive skills inadequate 

319310 08/04/2010 08/05/2010 VI etiquette 

319311 08/04/2010 08/04/2010 VI did not follow caller's request 

319312 08/04/2010 08/04/2010 VI signing was not clear 

319314 08/04/2010 08/04/2010 VI disconnected caller 

319316 08/04/2010 08/26/2010 VI skills inadequate 

319317 08/04/2010 08/05/2010 VI signing was not clear 

319320 08/04/2010 08/16/2010 VI signing was not clear 

319325 08/04/2010 08/10/2010 VI fingerspelling was not clear 

319330 08/05/2010 08/30/2010 VI receptive skills inadequate 

319332 08/05/2010 08/25/2010 VI did not follow caller's request 

319345 08/06/2010 08/06/2010 VI receptive skills inadequate 

319346 08/06/2010 08/10/2010 VI did not keep caller informed 

319358 08/06/2010 08/11/2010 VI etiquette 

319362 08/06/2010 08/06/2010 VI etiquette 

319369 08/06/2010 08/10/2010 VI skills inadequate 

319371 08/09/2010 08/10/2010 VI receptive skills inadequate 

319373 08/09/2010 08/10/2010 Sign Mail - poor video quality 

319382 08/09/2010 08/11/2010 VI did not keep caller informed 

319386 08/09/2010 09/09/2010 Privacy screen protocol 

319388 08/09/2010 08/09/2010 VI etiquette 

319389 08/09/2010 08/10/2010 VI did not keep caller informed 

319391 08/10/2010 08/10/2010 VI skills inadequate 

319394 08/10/2010 08/10/2010 VI failed to relay conversation verbatim 

319396 08/10/2010 08/11/2010 VI etiquette 
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Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Wrong ID - Customer Service responded to 
the Customer 
Wrong ID - Interpreter did not work that 
day or no longer works for us 
Manager: Interpreter retrained 

Wrong ID - Interpreter did not work that 
day or no Iol}fler works for us 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Customer Service: Apologized to the 
customer for the technical issue 
Manager: Interpreter retrained 

Customer Service - Apologized for the 
inddent and forward to national trainer 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Wrong ID - Interpreter did not work that 
day or no longer works for us 
Manager: Interpreter retrained 

Manager: Interpreter retrained 
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319405 08/10/2010 08/10/2010 

319414 08/11/2010 08/16/2010 

319415 08/11/2010 10/28/2010 

319417 08/11/2010 08/13/2010 

319423 08/11/2010 08/11/2010 

319426 08/11/2010 08/11/2010 

319435 08/11/2010 11/04/2010 

319441 08/11/2010 08/11/2010 

319442 08/11/2010 08/12/2010 

319443 08/11/2010 08/13/2010 

319448 08/12/2010 08/13/2010 

319450 08/12/2010 08/13/2010 

319458 08/12/2010 08/13/2010 

319462 08/12/2010 08/12/2010 

319466 08/12/2010 08/13/2010 

319467 08/12/2010 08/16/2010 

319475 08/13/2010 08/13/2010 

319476 08/13/2010 08/16/2010 

319477 08/13/2010 08/13/2010 

319489 08/13/2010 09/13/2010 

319501 08/16/2010 08/16/2010 

319504 08/16/2010 08/16/2010 

319526 08/16/2010 08/17/2010 

319537 08/16/2010 10/28/2010 

319541 08/17/2010 08/19/2010 

319547 08/17/2010 08/18/2010 

319550 08/17/2010 08/17/2010 
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VI etiquette Customer Service - Apologized for the 
incident and forward to national trainer 

SignMaii - VI signing was not dear Manager: Interpreter retrained 

SlgnMaii - poor video quality Customer Service: Apologized to the 
customer for the technical issue 

VI did not follow caller's request Manager: Interpreter retrained 

Transfer Protocol Manager: Interpreter retrained 

VI did not follow caller's request No Interpreter number provided with 
complaint 

VI etiquette Manager: Interpreter retrained 

VI did not follow caller's request Manager: Interpreter retrained 

VI skills inadequate Manager: Interpreter retrained 

VI receptive skills inadequate Manager: Interpreter retrained 

VI signing was not clear Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retrained 

VI did not follow caller's request Manager: Interpreter retrained 

VI receptive skills inadequate Manager: Interpreter retrained 

VI receptive skills inadequate Manager: Interpreter retrained 

Privacy screen protocol Manager: Interpreter retrained 

VI receptive skills Inadequate Manager: Interpreter retrained 

VI failed to relay conversation verbatim Manager: Interpreter retrained 

VI etiquette Wrong ID - Interpreter did not work that 
dav or no loncer works for us 

VI dress inappropriate Manager: Interpreter retrained 

VI disconnected caller No Interpreter number provided with 
complaint 

VI disconnected caller Manager: Interpreter retrained 

VI receptive skills inadequate Wrong 10 - Interpreter did not work that 
day or no longer works for us 

VI failed to relay conversation verbatim Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retrained 

Privacy screen protocol Manager: Interpreter retrained 

VI receptive skills inadequate Manager: Interpreter retrained 
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319552 08/17/2010 08/23/2010 

319553 08/17/2010 08/19/2010 

319554 08/17/2010 08/19/2010 

319560 ? 08/18/2010 08/18/2010 

319562 08/18/2010 08/18/2010 

319565 08/18/2010 10/26/2010 

319572 08/18/2010 08/23/2010 

319579 08/19/2010 08/19/2010 

319587 08/19/2010 08/23/2010 

319592 08/20/2010 08/20/2010 

319595 08/20/2010 08/27/2010 

319598 08/20/2010 08/23/2010 

319603 08/23/2010 08/23/2010 

319607 08/23/2010 09/10/2010 

319609 08/23/2010 08/30/2010 

319615 08/23/2010 08/25/2010 

319620 08/23/2010 08/23/2010 

319624 08/23/2010 08/24/2010 

319625 08/23/2010 08/24/2010 

319626 08/23/2010 08/30/2010 

319628 08/23/2010 08/25/2010 

319645 08/24/2010 08/27/2010 

319650 08/24/2010 08/31/2010 

319655 08/24/2010 08/25/2010 

319662 08/24/2010 09/09/2010 

319677 08/25/2010 08/30/2010 

319682 08/25/2010 09/10/2010 
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VI skills inadequate Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retrained 

VI receptive skills inadequate Customer Service: Apologized to the 
customer for the technical issue 

VI skills inadequate Customer Service: Responded to the 
customer 

Transfer protocol Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retrained 

Sign Mail - poor quality Manager: Interpreter retrained 

Sign Mail - VI fingerspelling was not clear Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retrained 

VI failed to keep caller informed Customer Service : Responded to the 
customer 

Confidentiality concerns Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retrained 

VI disconnected caller No interpreter number provided with 
complaint 

VI did not follow caller's request Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retrained 

SignMaii - poor video quality Customer Service: Apologized to the 
customer for the technical Issue 

Privacy screen protocol Manager: Interpreter retrained 

VI failed to relay conversation verbatim Wrong ID - Interpreter did not work that 
day or no lomer works for us 

VI did not follow caller's request Manager: Interpreter retrained 

VI receptive skills inadequate Manager: Interpreter retrained 

VI etiquette Manager: Interpreter retrained 

VI did not keep caller informed Manager: Interpreter retrained 

SignMaii - poor video quality Manager: Interpreter retrained 

VI failed to relay conversation verbatim Manager: Interpreter retrained 

VI failed to relay conversation verbatim Manager: Interpreter retrained 

VI dress inappropriate Manager: Interpreter retrained 

Sign Mail - poor video quality Manager: Interpreter retrained 
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319689 08/26/2010 08/31/2010 

319703 08/26/2010 08/30/2010 

319705 08/26/2010 08/30/2010 

319730 08/30/2010 08/30/2010 

319733 08/30/2010 10/28/2010 

319740 08/30/2010 08/31/2010 

319749 08/30/2010 09/07/2010 

319799 09/01/2010 10/15/2010 

319813 09/01/2010 10/28/2010 

319822 09/01/2010 09/07/2010 

319834 09/01/2010 09/10/2010 

319849 09/01/2010 09/07/2010 

319854 09/02/2010 09/07/2010 

319861 09/0712010 09/08/2010 

319862 09/07/2010 09/08/2010 

319868 09/07/2010 09/08/2010 

319869 09/07/2010 09/08/2010 

319872 09/07/2010 09/08/2010 

319875 09/07/2010 09/09/2010 

319881 09/07/2010 09/13/2010 

319882 09/0712010 09/08/2010 

319884 09/07/2010 09/10/2010 

319887 09/07/2010 09/13/2010 

319891 09/08/2010 09/15/2010 

319892 09/08/2010 09/08/2010 

319896 09/08/2010 10/08/2010 

319899 09/08/2010 09/10/2010 

T~:; "'"":D"- ;~. -~ .... 
-- ---- ---

VI failed to relay conversation verbatim 

VI etiquette 

VI receptive skills inadequate 

VI receptive skills inadequate 

VI etiquette 

VI receptive skills Inadequate 

VI receptive skills Inadequate 

VI disconnected caller 

Sign Mail - poor quality 

VI receptive skills inadequate 

VI etiquette 

VI etiquette 

Confidentiality concerns 

VI receptive skills inadequate 

VI did not follow caller's request 

VI did not keep caller Informed 

VI did not follow caller's request 

VI failed to relay conversation verbatim 

VI skHls inadequate 

VI etiquette 

VI etiquette 

VI failed to relay conversation verbatim 

VI did not keep caller Informed 

VI etiquette 

VI etiquette 

VI etiquette 

VI signing was not clear 

-
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Customer Service: Apologized to the 
customer for the technical Issue 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Wrong ID - Interpreter did not work that 
dav or no longer works for us 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Wrong ID - Interpreter did not work that 
day or no lonaer works for us 
Wrong 10 - Interpreter did not work that 
dav or no lonaer works for us 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 
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319901 09/08/2010 09/08/2010 VI etiquette 

319908 09/08/2010 09/10/2010 VI failed to relay conversation verbatim 

319914 09/08/2010 09/09/2010 VI failed to relay conversation verbatim 

319936 09/08/2010 09/13/2010 VI did not keep caller informed 

319956 09/09/2010 09/16/2010 Transfer protocol 

319970 09/10/2010 10/01/2010 VI dress inappropriate 

319973 09/10/2010 09/13/2010 Sign Mail - poor video quality 

319976 09/10/2010 09/15/2010 VI dress inappropriate 

319980 09/10/2010 09/13/2010 VI disconnected caller 

319984 09/10/2010 09/15/2010 Confidentiality concerns 

319987 09/10/2010 09/10/2010 SignMaii - VI signing was not dear 

320026 09/13/2010 09/17/2010 VI etiquette 

320028 09/13/2010 09/15/2010 VI receptive skills inadequate 

320040 09/14/2010 09/15/2010 VI disconnected the call 

320054 09/15/2010 09/15/2010 VI disconnected caller 

320083 09/16/2010 09/17/2010 VI disconnected caller 

320090 09/16/2010 10/07/2010 VI did not follow caller's request 

320111 09/20/2010 09/20/2010 VI etiquette 

320112 09/20/2010 09/22/2010 VI disconnected caller 

320114 09/20/2010 09/29/2010 VI etiquette 

320117 09/20/2010 09/20/2010 VI did not follow caller's request 

320134 09/20/2010 09/23/2010 VI etiquette 

320139 09/20/2010 09/28/2010 SignMaii - VI signing was not dlear 

320143 09/21/2010 09/23/2010 VI skills inadequate 

320144 09/21/2010 09/23/2010 VI skills inadequate 

320145 09/21/2010 09/21/2010 SignMaii - VI fingerspelling was not clear 

320152 09/21/2010 03/0212011 VI etiquette 
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Manager: Interpreter retrained 

Manager: Interpreter retrained 

Wrong ID - Interpreter did not work that 
dav or no lonoer works for us 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Customer Service; Responded to the 
customer 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Wrong ID - Customer Service responded to 
the customer 
Wrong ID - Interpreter did not work that 
day or no longer works for us 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Customer Service: Apologized to the 
customer for the technical Issue 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

No interpreter number provided with 
COmplaint 
Manager: Interpreter retrained 
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320160 09/21/2010 09/23/2010 

320165 09/22/2010 09/23/2010 

320171 09/22/2010 09/27/2010 

320173 09/22/2010 09/22/2010 

320178 09/22/2010 10/07/2010 

320180 09/22/2010 09/23/2010 

320181 09/22/2010 09/22/2010 

320184 09/22/2010 09/29/2010 

320185 09/22/2010 09/23/2010 

320190 09/23/2010 09/27/2010 

320191 09/23/2010 10/13/2010 

320194 09/23/2010 09/23/2010 

320201 09/23/2010 09/29/2010 

320204 09/23/2010 11/04/2010 

320207 09/27/2010 09/29/2010 

320210 09/27/2010 09/30/2010 

320216 09/27/2010 10/06/2010 

320219 09/28/2010 10/05/2010 

320222 09/29/2010 10/04/2010 

320225 09/29/2010 10/05/2010 

320228 09/29/2010 10/01/2010 

320236 09/29/2010 09/30/2010 

320238 09/29/2010 09/29/2010 

320243 09/29/2010 10/05/2010 

320248 09/29/2010 09/30/2010 

320255 09/29/2010 10/01/2010 

320258 09/29/2010 09/30/2010 

320263 09/29/2010 10/07/2010 

320264 09/29/2010 09/30/2010 
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VI skills inadequate 

Privacy screen protocol 

VI receptive skills Inadequate 

VI etiquette 

VI receptive skills inadequate 

VI etiquette 

VI disconnected caller 

VI disconnected caller 

VI voice was not clear 

VI etiquette 

VI etiquette 

VI etiquette 

VI receptive skills inadequate 

SlgnMail - poor video quality 

VI did not follow caller's request 

VI dress inappropriate 

VI failed to relay conversation verbatim 

VI receptive skills inadequate 

VI etiquette 

VI receptive skills inadequate 

VI failed to relay oonversation verbatim 

VI etiquette 

VI voice was not clear 

VI etiquette 

Confidentiality concerns 

SignMail 

VI etiquette 

VI failed to relay conversation verbatim 

VI etiquette 

-
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Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 
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320266 09/29/2010 09/29/2010 

320267 09/29/2010 10/01/2010 

320268 09/29{2010 09{30/2010 

320275 09/29{2010 10105/2010 

320318 10/0112010 10/04/2010 

320321 10/01/2010 10/04/2010 

320331 10/04/2010 10/05/2010 

320338 10/04/2010 10/04/2010 

320339 10/04/2010 10/1112010 

320342 10/04/2010 10/07/2010 

320344 10/0412010 10/07/2010 

320346 10/04/2010 10/04/2010 

320353 10/04/2010 10/05/2010 

320354 10/04/2010 10/0612010 

320371 10/05/2010 10/0612010 

320375 10/05/2010 10/07/2010 

320376 10/05/2010 10/06/2010 

320379 10/05/2010 10/07/2010 

320388 10/06/2010 10/07/2010 

320395 10/06/2010 10/07/2010 

320396 10/06/2010 10/13/2010 

320398 10/0612010 10/08/2010 

320401 10/0612010 10/07/2010 

320404 10/0612010 10/18/2010 

320406 10/06/2010 10107/2010 

320409 10/06/2010 10/08/2010 

320410 10/06/2010 10/08/2010 

320419 10/07/2010 10/12/2010 

~~ "-'---:~,"':·fi~·~: 
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VI etiquette 

VI dress inappropriate 

VI did not follow caller's request 

VI did not follow caller's request 

VI disconnected caller 

VI failed to relay conversation verbatim 

VI etiquette 

VI etiquette 

VI receptive skills inadequate 

Transfer Protocol 

SignMaii - poor video quality 

VI did not follow caller's request 

VI receptive skills inadequate 

VI etiquette 

VI skills inadequate 

VI failed to relay conversation verbatim 

VI etiquette 

VI etiquette 

Confidentiality concerns 

VI etiquette 

VI etiquette 

VI etiquette 

VI receptive skills inadequate 

VI receptive skills inadequate 

VI failed to relay message verbatim 

VI failed to relay conversation verbatim 

VI etiquette 

VI did not keep caller Informed 
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Page 15 of 37 

--::--.. "TL-' ~- ~':-_~ -~-
- - ~ 

Wrong ID - Customer Service responded to 
the OJstomer 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retra ined 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 
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320420 10/07/2010 10/26/2010 

320420 10/07/2010 10/26/2010 

320433 10/07/2010 10/07/2010 

320444 10/07/2010 10/08/2010 

320456 10/08/2010 10/12/2010 

320463 10/08/2010 10/13/2010 

320466 10/08/2010 10/08/2010 

320467 10/11/2010 11/22/2010 

320469 10/11/2010 10/11/2010 

320478 10/11/2010 10/11/2010 

320486 10/11/2010 11/04/2010 

320491 10/11/2010 10/14/2010 

320498 10/12/2010 11/11/2010 

320507 10/12/2010 10/20/2010 

320508 10/12/2010 10/13/2010 

320511 10/13/2010 10/18/2010 

320512 10/13/2010 10/19/2010 

320516 10/13/2010 10/18/2010 

320517 10/13/2010 10/19/2010 

320518 10/13/2010 10/20/2010 

320520 10/13/2010 11/03/2010 

320529 10/13/2010 10/19/2010 

320530 10/13/2010 10/14/2010 

320533 10/14/2010 10/18/2010 

320541 10/14/2010 10/19/2010 

320558 10/15/2010 11/20/2010 

320565 10/18/2010 10/21/2010 
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VI skills inadequate 

VI skills inadequate 

Privacy screen protocol 

VI etiquette 

VI receptive skills inadequate 

VI signing was not clear 

VI disconnected caller 

VI receptive skills inadequate 

SlgnMaii - VI skills inadequate 

VI fingerspelling was not clear 

Sign Mail - VI signing was not clear 

VI did not follow calle~s request 

Poor video quality 

VI etiquette 

VI etiquette 

VI signing was not clear 

SlgnMaii - poor quality 

VI skills Inadequate 

VI did not follow caller's request 

Privacy screen protocol 

Privacy screen protocol 

VI etiquette 

VI etiquette 

VI signing was not clear 

VI etiquette 

VI disconnected caller 

VI etiquette 
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Manager: Interpreter retrained 

Manager: Interpreter retrained 

No interpreter number provided with 
complaint 
Manager: Interpreter retrained 

Wrong 10 - Interpreter did not work that 
dilY. or no 10!)fler works for us 
Manager: Interpreter retrained 

No interpreter number provided with 
comolaint 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Customer Service: Apologized to the 
customer for the technical issue 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Wrong 10 - Interpreter did not work that 
day or no longer works for us 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 
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320577 10/18/2010 10/18/2010 SignMail - poor video quality 

320578 10/18/2010 10/18/2010 VI disconnected caller 

320581 10/18/2010 10/19/2010 Confidentiality concerns 

320590 10/18/2010 10/18/2010 Sign Mail - V1 signing was not clear 

320591 10/19/2010 10/25/2010 VI did not follow caller's request 

320593 10/19/2010 10/20/2010 VI receptive skills inadequate 

320602 10/19/2010 10/21/2010 VI etiquette 

320603 10/19/2010 10/19/2010 Transfer protocol 

320615 10/19/2010 10/21/2010 VI did not keep caller informed 

320616 10/19/2010 10/21/2010 VI etiquette 

320617 10/19/2010 10/25/2010 VI etiquette 

320618 10/19/2010 10/26/2010 VI receptive skills inadequate 

320621 10/20/2010 10/22/2010 Transfer protocol 

320627 10/20/2010 10/22/2010 VI did not follow caller's request 

320639 10/21/2010 10/25/2010 VI etiquette 

320666 10/22/2010 10/22/2010 SignMaii - VI signing was not clear 

320670 10/25/2010 10/28/2010 VI did not follow caller's request 

320676 10/25/2010 10/28/2010 Confidentiality concerns 

320679 10/25/2010 10/26/2010 Poor video quality 

320685 10/25/2010 10/26/2010 VI did not follow caller's request 

320686 10/25/2010 10/26/2010 VI etiquette 

320688 10/25/2010 10/26/2010 VI did not keep caller infonmed 

320689 10/25/2010 10/27/2010 V1 failed to relay message verbatim 

320690 10/25/2010 10/26/2010 Confidentiality concerns 

320691 10/25/2010 10/27/2010 VI skills inadequate 

320693 10/25/2010 11/09/2010 VI receptive skills Inadequate 
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Customer Service: Apologized to the 
customer for the technical issue 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Customer Service: Apologized to the 
customer for the technical issue 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

No interpreter number provided with 
complaint 
Manager: Interpreter retrained 

Customer Service : Responded to the 
customer 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Customer Service: Responded to the 
customer 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Wrong ID - Interpreter did not work that 
day or no lonoer works for us 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Wrong ID - Interpreter did not work that 
dav or no lonoer works for us 



SignMaii - poor video quality 

SignMaii - poor video quality 

320731 10/26/2010 
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320815 10/28/2010 11/11/2010 Sign Mail - VI signing was not dear Customer Service: Apologized to the 
rustomer for the technical issue 

320831 11/01/2010 11/05/2010 VI etiquette Manager: Interpreter retrained 

320840 11/01/2010 11/03/2010 VI did not follow caller's request Manager: Interpreter retrained 

320845 11/01/2010 11/03/2010 VI failed to relay conversation verbatim Manager: Interpreter retrained 

320848 11/01/2010 11/03/2010 VI receptive skills inadequate Manager: Interpreter retrained 

320861 11/01/2010 11/04/2010 VI failed to relay conversation verbatim Manager: Interpreter retrained 

320877 11/02/2010 11/08/2010 VI etiquette Manager: Interpreter retrained 

320887 11/03/2010 11/03/2010 VI receptive skills inadequate Manager: Interpreter retrained 

320888 11/03/2010 11/08/2010 VI etiquette Manager: Interpreter retrained 

320899 11/03/2010 11/09/2010 Privacy screen protocol Manager: Interpreter retrained 

320906 11/04/2010 11/17/2010 VI receptive skills inadequate Manager: Interpreter retrained 

320911 11/04/2010 11/04/2010 VI skills inadequate No Interpreter number provided with 
comolaint 

320923 11/05/2010 11/05/2010 Sign Mail - poor video quality Manager: Interpreter retrained 

320927 11/05/2010 11/15/2010 VI disconnected caller Customer Service: Responded to the 
customer 

320934 11/05/2010 11/09/2010 VI receptive skills inadequate Manager: Interpreter retrained 

320940 11/08/2010 11/09/2010 VI skills inadequate Manager: Interpreter retrained 

320944 11/08/2010 11/08/2010 Sign Mail - poor video quality Manager: Interpreter retrained 

320947 11/08/2010 03/02{2011 Confidentiality concerns Manager: Interpreter retrained 

320956 11/08/2010 11/10/2010 VI failed to relay conversation verbatim Manager: Interpreter retrained 

320989 11/09{2010 11/09/2010 VI etiquette Manager: Interpreter retrained 

320991 11/09/2010 11/10/2010 VI signing was not clear Manager: Interpreter retrained 

320995 11/09/2010 01/10/2011 VI etiquette Manager: Interpreter retrained 

321008 11/09/2010 11/09/2010 SignMaii - VI fingerspeUing was not clear Customer Service: Apologized for the 
incident and forwarded to national trainer 

321009 11/09/2010 11/09/2010 VI skills inadequate Manager: Interpreter retrained 

321013 11/09/2010 11/09/2010 Transfer protocol Manager: Interpreter retrained 

321017 11/09/2010 11/12/2010 Transfer Protocol Manager: Interpreter retrained 

321024 11/09{2010 11/11/2010 VI failed to relay conversation verbatim Manager: Interpreter retrained 
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321033 11/10/2010 11/29/2010 

321049 11/10/2010 11/11/2010 

321060 11/11/2010 11/24/2010 

321069 11/11/2010 11/1212010 

321074 11/12/2010 11/1212010 

321077 11/12/2010 11/16/2010 

321097 11/15/2010 11/24/2010 

321103 11/15/2010 11/18/2010 

321115 11/15/2010 12/09/2010 

321134 11/15/2010 11/22/2010 

321140 11/16/2010 11/17/2010 

321147 11/16/2010 11/16/2010 

321158 11/16/2010 11/18/2010 

321161 11/16/2010 11/17/2010 

321162 11/16/2010 11/18/2010 

321167 11/16/2010 11/19/2010 

321173 11/17/2010 12101/2010 

321182 11/17/2010 11/17/2010 

321197 11/18/2010 11/22/2010 

321200 11/18/2010 11/24/2010 

321203 11/18/2010 11/18/2010 

321205 11/18/2010 11/22/2010 

321208 11/19/2010 11/23/2010 

321218 11/22/2010 11/22/2010 

321228 11/22/2010 11/24/2010 

321230 11/22/2010 11/24/2010 
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VI etiquette 

VI receptive skills inadequate 

VI etiquette 

VI receptive skills inadequate 

VI receptive skills inadequate 

VI etiquette 

VI receptive skills inadequate 

VI receptive skills inadequate 

VI skills inadequate 

VI signing was not clear 

VI etiquette 

VI failed to retay conversation verbatim 

VI did not follow caller's request 

VI skills inadequate 

VI failed to relay conversation verbatim 

VI did not follow caller's request 

VI etiquette 

VI did not follow caller's request 

VI receptive skills inadequate 

VI etiquette 

Unable to connect to service 

VI receptive skills inadequate 

VI disconnected caller 

VI failed to relay conversation verbatim 

VI skills inadequate 

VI signing was not clear 

Sorenson VRS Complaint Log Summary 
Page 20 of 37 

~~ - r-(t-~ '. ~-: ; 

--- -----
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

No interpreter number provided with 
complaint 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Manager: Interpreter retrained 

Customer Service: Responded to the 
customer 
Manager: Interpreter retrained 

Manager: Interpreter retrained 

Customer Service: Responded to the 
customer 
Manager: Interpreter retrained 

Wrong ID - Interpreter did not work that 
day or no lQ!l!ler works for us 
Customer Service: Responded to the 
customer 
Director called and apologized to the 
customer 
Manager: Interpreter retrained 

Customer Service: Responded to the 
customer 
Manager: Interpreter retrained 

Manager: Interpreter retrained 


