
InTRAC 
Indiana Telephone Relay Access Corporation 

for the Hearing and Speech Impaired 

June 25, 2012 

Office of the Secretary 
Federal Communications Conm1ission 
445 12'11 St., SW, Rm TW-B204 
Washington, DC 20554 

Re: In the Matter of Telecommunications Relay Services and Speech-to-Speech 
Services for Individuals with Hearing and Speech Disabilities, CG Docket No. 03-123 

Dear Commission Secretary: 

Thank you for the opportunity to provide you with the information on Indiana's 
consumer complaint logs for June 1, 2011 through May 31, 2012. I have enclosed: 

• Sprint Relay Indiana FCC 2011-2012 Complaint Log 
• Letter from Relay Provider, Sprint 

All of the consumer complaints regarding Relay Indiana Service have been resolved 
satisfactorily under 180 days. Sprint Customer Service recorded eleven ( 11) complaints 
and a narrative of resolution accompanies each customer call. No complaints were filed 
directly with InTRAC, Sprint's attached letter addresses that the number of interstate 
calls will be filed directly with the FCC as a sealed document. 

If you need more information, please contact me at 317-334-1413 or by email, 
ginny.barrCillrelayindiana.com 

Sincerely, 

'V~~~ 
Ginny Barr 
Executive Director 

En c. 

7702 Woodland Dr., Suite 130 Indianapolis, IN 46278 
Tel.(v/tty) (317) 334-1413'- Fax (317) 334-1432 

ww,v.relnyindiana.corn 
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June 19, 2012 

Ms. Ginny Barr 
Indiana Relay 
7702 Woodland Dr., Suite 130 
Indianapolis IN 46278 

Re: In the Matter of Telecommunications Relay Services and Speech-to-Speech Services for 
Individuals with Hearing and Speech Disabilities, CG Docket No. 03-123 

Dear Ms. Barr, 

Sprint has provided you the following information to support your filing with the FCC for the 
State of Indiana: 

• An annual Complaint Log which includes complaints received between June 1, 2011 and 
May 31, 2012 with the date of complaint, the nature of the complaint, the date of its 
resolution, and an explanation of the resolution. 

As mandated by the Federal Communications Commission (FCC), Sprint has maintained a log 
of all consumer complaints that allege a violation of the federal minimum standards for 
Telecommunications Relay Services and is providing you with a summary to file with the FCC. 
You must reference to the CG Docket 03-123 in the subject line, as done above. 

In its Public Notice, the FCC requests information concerning the total number of interstate relay 
calls by type. This information is not currently required by the Rules, and the FCC cannot 
impose additional reporting requirements absent a rulemaking and absent approval from the 
Office of Management and Budget. In fact, the staff has informed Sprint that the provision of 
call volume data will be voluntary. Thus, you are not required to provide the nurnber of relay 
calls with your reports and your submission will be considered to be in compliance with the 
Rules without such information. 

Sprint has decided to provide information to the FCC concerning the number of interstate calls. 
However, Sprint will do so under seal since call volume information is proprietary and 
confidential. Sprint believes that the more relevant number for comparison with the total 
number of complaints is the total number of outbound calls. 

State Complaint Log Summary filings must reference CG Docket No. 03-123. Submissions 
may be filed in one of two ways: (1) by using the Commission's Electronic Comment Filing 
System (ECFS), or (2) by filing paper copies. 

• Electronic Filers: Submissions may be filed electronically using the Internet by 
accessing the ECFS: http://apps.fcc.gov/ecfs//. Filers should follow the instructions 
provided on the website for submitting comments. 
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• Paper Filers: Parties who choose to file by paper must file an original and four copies of 
each filing. 

Filings can be sent by hand or messenger delivery, by commercial overnight courier, or 
by first-class or overnight U.S. Postal Service mail. All filings must be addressed to the 
Commission's Secretary, Office of the Secretary, Federal Communications Commission. 

All hand-delivered or messenger-delivered paper filings for the Commission's Secretary must be 
delivered to FCC Headquarters at 445 12th St., SW, Room TW-A325, Washington, DC 20554. 
The filing hours are 8:00 a.m. to 7:00 p.m. All hand deliveries must be held together with 
rubber bands or fasteners. Any envelopes must be disposed of before entering the building. 

• Commercial overnight mail (other than U.S. Postal Service Express Mail and 
Priority Mail) must be sent to 9300 East Hampton Drive, Capitol Heights, MD 
20743. 

• U.S. Postal Service first-class, Express, and Priority mail must be addressed to 
445 12th Street, SW, Washington DC 20554. 

This is due to the FCC on or before Monday, July 2, 2012. 

Obligation to Submit Contact Information and Notice of Substantive Changes in TRS Programs. 

The FCC reminds the certified state TRS programs, interstate TRS providers, and TRS 
providers that have state contracts that, pursuant to 47 C.F.R. § 64.604(c)(2), they must submit 
to the Commission the name of a contact person and/or office for the receipt of inquiries and 
complaints from consumers about the certified state TRS program's intrastate service or, as 
appropriate, about the TRS provider's service. The submission must include the name and 
address of the state or TRS office that receives complaints, grievances, inquiries and 
suggestions; the voice, TTY, and fax numbers for that office; the email address; and the 
physical address to which correspondence should be sent. 

Should you have any questions concerning this report, please contact me. 

Sincerely, 

Todd Bader 
Program Manager 
Indiana Relay 

Attachments: 
1) Log Sheets 
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Complaint Tracking for IN (06/01/2011..()5/31/2012). Total Customer Contacts: 11 

Tally Date of Nature of Complaint Date of Resolution Explanation of Resolution 
Comolaint 

1 08/01/11 A customer stated that the Relay Operator did not leave 08/01111 Relay Operator was coached on proper procedure, even 
her message on an answering machine. Customer if the caller does not inform the Relay Operator prior to 
Service apologized for the inconvenience, and no follow the call being placed. 
up was necessary. 

2 08/03/11 A customer stated that they were upset because the 08/03/11 Relay Operator was coached and now understands 
Relay Operator initiated the ~sK" ("stop keying") in a proper relay protocol. 
response to a comment made by the customer to the 
Relay Operator. Customer Service apologized for the 
inconvenience this may have caused. No follow up was 
necessary. 

3 08104/11 Customer Service spoke with a customer, who stated 08!04/11 A Supervisor met with the Relay Operator to review 
that earlier in the day the Relay Operator ignored the proper procedures when a customer requests to speak to 
customer when they asked for a Supervisor. and then a supervisor. The Relay Operator did not recall this 
transferred the customer to Customer Service instead of phone call but understands the proper procedure and will 
listening to the request to speak to a Supervisor. The perform in a more professional way in the future. 
customer stated that they had typed a closing statement 
to their outbound party, and then had wanted to dial 
again. The Relay Operator ignored this request, so the 
customer was upset. The customer wanted a supervisor 
but was instead transferred to Customer Service. 
Customer Service thanked the caller for their feedback 
and offered a follow up. No follow up was requested but 
the customer did request the Program Manager's contact 
information which was provided. 

4 08{23/11 A customer stated that they were upset because the 08/23/11 Our records indicate that due to technical difficulties the 
Relay Operator would not transfer them to Customer Relay Operator was unable to fog on using their 
Service or get a Supervisor. Customer Service Communication AssistantiD number during the lime of 
apologized for the inconvenience and explained that this the alleged occurrence. 
information would be passed along to the appropriate 
Supervisor for follow up with Relay Operator. No follow 
up was requested. 

5 08/30/11 A customer stated that the Relay Operator did not get a 08/30/11 Communication Assistant explained that they were 
Supervisor when requested, and the Communication calling a bank and the customer was persistent in getting 
Assistant had told the customer that the Supervisor was a live person. The customer told the Communication 
"off work." Assistant to get a supervisor. The Communication 

Assistant was not understanding that the customer 
meant Relay Supervisor. The Supervisor coached the 
Communication Assistant and informed them that if a 

Supervisor is requested by a customer, they must honor 
that request. 

6 09/19/11 A customer stated that it took them a while to get a hold 09119111 The Relay Operator remembered this call coming in as 
of a Relay Operator. When the Relay Operator came on an ASC!l rollover and the greeting must have not 
line, the original relay greeting that she was accustomed transmitted. When the customer asked the Relay 
to was not being used (there was no state relay nor Operator to "repeat" the Relay Operator explained that 
Communication Assistant ID number included). The they were confused and were not sure what the customer 
customer stated that Relay Operator typed, "May 1 help wanted to be repeated so they asked the customer if they 
you with the call q~. The customer then requested for the could help place a call. The customer then asked him 
Relay Operator ID which was not provided at first. The specifically for his Relay Operator number and he 
customer asked for the second time and the CAID was provided it immediately. Relay Operator was coached to 
given to her. This incident occurred between 4pm and 5 always re-send the greeting if it seems as though it did 
pm on Sunday, Sept 18th. Customer Service apologized not transmit correctly the first time so the customer is 
for the inconvenience and assured the customer that it greeted appropriately. Relay Operator was also coached 
would be forwarded to the Relay Operator's direct to complete a trouble ticket and/or get a supervisor to 
Supervisor. The customer requested a follow up via mail. assist if there are technical issues. 

7 10/12111 nY customer was concerned that the Relay Operator 10112111 A Supervisor mel with the Relay Operator and coached 
did not wait for the "GAU before dialing out as the on proper procedure for waiting for the customer to say 
customer was giving dialing instructions. "GA.u The Supervisor apologized to the customer. The 

customer wanted a call back for follow up. The 
Supervisor attempted to call back three separate times 
but there was no answer and no answering machine. 



8 11/28/11 A Customer stated that the Relay Operator typed out a 05/07112 The Supervisor spoke with the Relay Operator, and 
recording, then typed: u(recording looping)", and although proper procedures were followed in keeping the 
"(recording playing).n The customer felt that the Relay customer informed, the Relay Operator was coached on 
Operator wasn't keeping the customer Informed. The using better phrasing such as (recording repeating) or 
customer stated that Relay Customer Service gave him a (no live person available) as the word 'looping' may not 
toll free number so that they may speak with the Program be understood. Unfortunately, the customer did not 
Manager, however the Program Manager did not answer provide the contact information that would enable the call 
when the customer called as it was a weekend day. The center or Program Manager to follow up with the 
customer wanted the Relay Center Manager to call back, customer. The Relay Operator was coached on the use 
but did not provide a name or number, The customer of better phrasing to keep customers informed. 
stated their Relay customer number. Customer Service 
apologized for the inconvenience and explained that the 
manager would call back. This was assigned to the 
Program Manager for follow up. 

9 03111/12 A customer stated that they were upset that the Relay 03111/12 Supervisor met with the Relay Operator and reviewed 
Operator dialed out to the wrong long distance number proper procedures for when placing a long distance call. 
earlier in the day causing them to have unnecessary long The Relay Operator is aware of proper procedure and will 
distance charges on their phone bill. The Supervisor handle this call type in a more professional manner In the 
apologized for the Inconvenience and informed the caller future. 
that. unfortunately, immediate credit would not be 
possible for that call. as the Relay Operator would have 
to call the phone company in order to request it. The 
customer was satisfied with learning how to handle this 
situation In the future. No follow up was required. 

10 03/27112 Customer stated that the Relay Operator did not dial out 03127/12 Relay Operator does not remember this situation 
after a phone number and a "GN was given. Customer happening on the call, and explains that they would have 
waited for approximately 2 minutes and there was no dialed out. Relay Operator was coached on the 
response or any notification of the call processing from importance of dialing promptly. 
the Relay Operator. Customer then typed nAre you 
there?" a couple of times and received no response. 
Customer Service apologized for the inconvenience and 
assured the customer that this Relay Operator will be 
folfowed up with. No follow up was required. 

11 05/08/12 During the course of troubleshooting a Customer Service 05!08112 Customer Service Representative advised the customer 
Representative found that the customer's second line to contact her telephone company for assistance in 
was not functioning. obtaining a functioning line. 


