Relay lowa 2012 CapTel FCC Complaint Report 6/1/2011 to 5/31/2012

Date of Time of Call Contact Tech.vs. Agent# Category# Nature of Complaint Explanation of Resolution or Status Date & Time Time Rep.
Complaint Type Service of Resolved Comp IETS
Complaint
323331 |1/23/2012 10:30 AM Captel Service |N/A 40000(|Accuracy of Captions 1/23/2012 10:50 Within 24 [EY
Customer's daughter shared feedback hours
regarding accuracy of captions and provided
specific call data. CSR apologized for
incidence and thanked customer's daughter for
the feedback. Call detail was shared with Call
Center management, and they have shared
this information with the captionist's supervisor.
332653 |5/27/2012 8:00 PM Phone Service [N/A Service Caller reported getting a recording about long [5/31/2012 12:45 Over 48 [BC
distance service being temporarily unavailable hours

when trying to call to the CapTel user using the
captioning service. Tech Support submitted a
trouble ticket to the carrier. Network carrier
made an adjustment to remove erroneous
blockage on caller's number. CSR advised
caller that the issue has been resolved and to
try their call again.




