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

Track # 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 Initials
Complaint
280554 |8/8/2011 9:20:00 AM |[NA Billing NA 0800-50990(Billing - General Customer reported that they are being 8/8/2011 9:35:00 AM  |within 24 |TJ
billed by the state default carrier for relay hours

calls. CSR confirmed that customer is
properly registered. CSR advised
customer to send a copy of the latest bill
so we can do further investigation. Bill
was not recieved in order to further
investigate the calls in question.

303264 |10/31/2011 |12:25:00 PM |CapTel Service |NA 0800-11030]Accuracy of Captions Customer inquired why names sometimes |10/31/2011 12:35:00 |within 24 |NM
are misspelled on calls. CSR explained PM hours
how captions are made by captionist using
voice recognition technology, however, if
the captionist needs to caption a proper
name that may not be recognized by the
voice recognition technology, the
captionist will type the proper name. CSR
advised asking the other parties' to spell
their names at the beginning of calls so
that the captionists will know how to spell if
during the rest of the call as the captionist
cannot speak directly to the other party.




