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Mo/Day/¥r

6/7(11 3:45 PM

6/10/11 4:00 PM
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6/21f11 12:15PM

6/24f11 9:40 AM

6/27/11 8:35 AM
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Date
Mo/Day/Vr

&/7/11 3:55 PM

6/10/11 4:15 P4

6/14/11 2:15 P14

6/21/11 12:40 PM

6/24/11 9:50 AM

6{27/11 8:40 AM

Nebraska Complaints or Inguirics Originating at CapTel Center FY 2011-12

Nature of Complaint / Resolution

AT ARS

ot

Customer asked if captions can be transferred from the
CapTel phone to his computer monitor after the captioned
call is completed. CSR informed customer that-there is no
way to transfer captions from the CapTel to the computer
| maonitor i the captions are not displaying on the monitor at

[Customer requested information on pricing and how to
obtaln a CapTel phone. CSR referred customer tothe -

national distributor for further assistance.

i o

Customer inquired about registering their preferred carrier of
choice, CSR informed customer the importance of
registering ones preferred long distance carrier as to not be
bilied by the state's relay default carmier.

Customer inquired if callers have to calf through the
(Capticning Service for him to get captions. CSR explained
Hithe dialing nrocedure for calling & CapTel user,

[Customer reported she needed a larger display that tilts up
in order to be able to read the captions. CSR referred

Hicustomer to state program for, further assistance.

Customer's friend inquired how to reach the customer with

captions. CSR expleined that in 1-Line mede callers should

diat through the toll free captioning service to reach the

customer with captions. CSR explained the diating procedure

Lits the customer's friend.
R
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Nebraska Complaints or Inquiries Originating at CapTel Center FY 2011-E2

{Date created) (Date Resoloved) Service Complaints Technical Complaints Other (Inquiries)
Diating/ § Dialing/ | Diafing /
Carrier § Incoming | Setup - Setap - Disconnect/R Setup - Total
Date Date Accuracy of Total Servicet Of Calls Not Call Dialing | Dial Tone-| econnect Set up Sctup Menu | Technical - | Technicaf |[ Consumer | Total Grand
MofDay/¥r Mo/DaylYr Nature of Contact Captions Complaints | Chotce § Captioned | Waiting Prefix | Not Heard | During Calls|  General | Installation | Features | General | Complaints |} Educ-Gen | Infor, | Referral] Compliments|| Inquéries || Totat Nature of Complaint / Resolution
6/28/11 6:10 PM: 6/28/11 6:25 PM| Consumer Education ) Customer inquired as to how ta notify someane that they are|
Q 0, ! ! Ihema caotioned rovide th ti
7 8
s = . 2 =
2 “’:’:7%?“’ o =
e e 0 0 i 3 1 =
6/29/11 2:30 PM|  6/29/11 2:40 PM|Information Customer requested three sheets of Calf Me cards. CSR sent
i o 1 H 3ilcustomer the requested material, .
= S : 0) 1 L 0 HiEes
7/8/11 12:35PM(  7/8/11 12:45 PM|Consumer Education Customer reported incoming calis are not conneding to
. . captions, Further investigation found her incoming callers
jare not dialing through the captioning service. CSR advised
customer of the captioning service number and dialing
o o . . . procedure to reach a CapTe! user in 1-Line moda, CSR
pla
R - % o
0| 1 1 1 |8t Ao
7/9/11 16:00 AM|  7/9/11 10:20 AM]Set up - Installation Customer reported being unable to make outgoing alls. CSR
. found that the customer had switched the phone to 2-Line ™ |
mode ard did not have a second phone line connected to the|
CapTel. CSR advised changing the phone back to 1-line
0 1 1 0 llmode. CSR confirmed this resolved customer's e
]
D 0 l l L Gid = S| Ao 2 RRREES
7/12/11 10:30 AM|  7/12/%1 10:55 AMEAccuracy of Captions Customer's mother reported that some captions were not
correct. CSR apologized for the experience and explained
how captions are created by a CA using voice recognition
software. Further explained that if the veice recognition
picked up a dosely sounding word that the captionist would
- send & correction in [Drackets] shortly after with the correct
word, CSR suggested customer document the date time and
. \ 0 o . CA# of any future calls to allow us to take specific action
4 [ £ E 0 t
7/28/11 3:30 PM|  7/28/11 3:35 PM|Referral Information Customer inquired about purchasing a CapTel phone.  CSR
0 0 1 ! Hprovided the contadt Information to the national _dishibutor.
ol 0 1 L 1 ey
Bf111 .15 PM B8/1/11 1:25 PM|Consumer Education’ (Customer inquired about the dialing procedure for incoming
captioned calls in 1-Uine mode. CSR explained that callers
will nead to dial the toll free number for the captioning
service first and then enter the CapTel user's area code and
Y 9 i ! hane snmber after ennnectine with the recarding




Nebraska Comphaints or Inquires Originating at CapTel Center FY 2011-12

(Date created) {Date Resoloved) Service Complaints Technical Ci Other {Inquiries:
Diating / | Dialing/ | Diating !
Carrier | lacoming | Setup - Setup - Disconnect/R) Setup - Total
Date Date Accuracy of Total Service|| OF Calls Not Call Dialing ]Dial Tone -] econnect Set up Setaup Menu | Techuical -| Technical || Consumer Tatal Grand
Mo/Day/Yr Mo/Dayf¥r Nature of Contact Captions Complaints || Choice | Captiosed | Waiting Prefix Not Heard | During Calls|  General Installation | Features General | Comphaints || Educ-Gen { Infor. | Referral] Complimentsft Inquiries |} . Total Nature of Complaine f Resolution
- e = &5 i e ol o
- = G Wating NG e Cotbos
; e = 0, [ 1 0 1 Tl it el :
8/3/11 12:55 PM 8f3/1% 1:00 PM)Referral Infarmation Potential customer's daughter requested information on
. obtafning a CapTel phone. CSR referred customer to the
_ 9 [l - 1 1 linational distributor for further assistance.
Gn et ¢ - HiEet Row e e e
= - 2 800 taserehes Eaptions e ELns finds-
= ot i PRIONAT FerAE
s 9 0 1 1 1 :
89711 9:20 AM 8/9/11 9:45 AM|Dialing/Set up - Call Watting Custamer's daughter indicated she coutd not dial out. CSR
0 1 ! 0 1liassi r with deleting jistaken Call Wating ...
u 2o
- i : i i 1 0 ] : S ; :

8/11/11 9:05 AM|  8/11/11 9:20 AMjConsumer Education i Customer's husband reported that at the beginning of
icaptioned calls the calls get cut off. CSR explained to
lcustomer that it wilt be nommal to experience a brief muted
time while the CapTel is establishing a connection tc the

o 0 1 1 ! ioni i ring an incomin i N
i & : =
0 1 1 0; 1 3 f
8/13f11 11:10 AM| 8/13/11 11:15 AM|Consumer Education - ‘Customer’'s wife inquired if all incoming calls would be
: . captioned in 1-Uine mode, CSR advised that callers would
need to cal? through the captioning service in order for
0f 0] 1 1 1ficaptions to be provided.
: 0 0 i . 1| 1 4 -

8/16/11 5:20 PM 816711 523G PM|Referral Information - Potential customer's daughter inquired as to where they can

: : purchase a CapTel unit. CSR provided the potential
customer's daughter with the contact information for the
state issuing program and Ultratec's Nationai Distributor for

0 - 9 1 1 Liassistance.
0] {Q 1 1 1

8/25/11 1:40 PM 8/25/11 1:50 PM|Set up - Installation Customer's helper reported that the CapTel user was having
trouble with 2-Line CapTel. CSR found that the customer has
both phone Tines connected to one phone number, CSR
advised that Line 1 should be connected to the first number

0 1 1 0 Liand Line 2 should be connected to the second phane
= 0 9 1 1 1

Of1f11 :0:10 AM| 971711 10:30 AM|Set up - Genersl Customer's son reported that the CapTel 200 phonie did not
have a dial tone. CSR advised customer o switch the CapTel
to a different phone jack since faulty walt jack was identified

9 £ 1 0 1fiduring troubleshooting. This resolved the issue.




Nebraska Complaints or Enquirics Originating at CapTel Center FY 2011-12

{Date created) {Date Resoloved) i Service Complaints - Technicat Complai Other (Inquiries)

Dialing / | Dvaling! | Disting /

Carrier | facoming | Setup- Setup - Discannect/ R Setup - Tatat
Date Date Accuracy of ‘Total Servicelf Of Calls Not Call Dialing | Dial Tone-| ecomnect Set up Setup Menu  { Technical -] Technical [i Consumer : Total Grand

Mo/Day/Yr Mo/Day/Yr Nature of Contact Captions Complaints {| Choice | Captioned | Waiting Prefix Not Heard { During Calls] General Tastatfation | Features General ] Comptfaints Educ-Gen | Infor. | Referrat Compliments} Inquiries || Total Nature of Complaint f Resolution

Eadas = g ! I 0 e e B
Consumer Education Customer reported that they lose the call after answering the
CapTel when they initially answered on & Nor-CapTel phone.
CSR advised customer that when someone answers a phone
other than the CapTel phone when the cther party has called
through the captioning service it will be normal to hear seek
tones or beeps that reoccur through the call. This means
that the captioning service is sending a signal or seek tone
trying to connect to a CapTe! phone. CSR explained that he
can go and pick up the CapTel phone and then hang up the

N ’ | raditional phone so that the CapTed can establish captions

bl

ey e trt
o/i4/i1 1:20 PM|  9/14/11 1:30 PM

o - e

T

9/18/11 B:10PM| /19711 1:10 PM|Dialing/Setup - Dialing Prefix : Customer reported not being able to diaf out from the
CapTel 206. CSR advised proper programming of dialing
= E prefix for outbound captioned caliing. Confimmed this

0 2l 1 0 |adjustment resolved custormer's refcs.

921711 3:45 FM| 921711 4:00 PM|Information . Potentiat customer’s son inquired if internet is required for
use with the CapTel 860 in 2-Line mode. CSR explained that
the CapTel BRO does not require an internet cannection but
9 ) Lt ! 1 1fit does require zn analog line.

10/5/11 4:45 PM]  50/5/11 5:15 PM|Information Customer inquired as to the features and the line
raquirements for the Cap¥el 800. CSR explained the featiiés
of the unit how to set it up and the line requirements for the
U 2 1 1 1j|lcapTel 800,

1015111"7:30 PM 10/5/11 7:40 PM|Referral Information . Customer requested the name and phone number of the
state program rep in his area. CSR provided customer with
same.




{Date created) (Date Resoloved) Service Complai Technical Complail Other
Dialing / | Dialing/ { Dialing/
Carrier | incoming | Setup- Setup - Disconnect/R] Set up - Total
Date Date Accuracy of Total Servicel [+]3 Calls Not Call Dialing | Dial Tone -]  econnect Sel up Set up Meny | Technical -] Technical || Consumer Totak Grand
MoiDay/ ¥ Mol Day/Ye Nature of Contact Captions Complaints | Choice | Captioned | Waiting | Prefix | Not Heard [ During Calls] Generat | Installacion | Features | General ] Complaints | Edue-Gen | infor. | Referral| Compliments| Inguiries || Total Nature of Complaint ! Resottion
— TR i o - s— e m—
e
= G L B R et 0, ! 1 0 1 i e S e
EOf7/11 2:20 PV 10/10/11 4:45 PM|Set up - Installation - Customer’s daughter reported the CapTe! phone will
randomly light up and show Ring but wher customer
answers there is no one there. After confirming set up CSR
advised daughter to plug the AC adapter into a different
0 ! ! 0 Uielectrical outlet. Customer confirmed this resolved her
RN A P % B ERSEr e ol ME e
s e 0 LY ! 1 1i5: i e
$0/11/11 5:15 PM|  19/11/11 S:2C PMjReferral Information Potential customer's sister asked for information on how to
- obtain a CapTel phonie, CSR referred customer issuing state
0 0 L 1 1|lzgency and national distributor for further assistance.
i . i 3
p itk & d; H
i = =
. picesho, [EEhe ST
ﬁ Bich L2 a
i yhile: B
0 0 ! 1 R = e PR
10/13f:1 4:30 PM|  10/13/11 4:35 PM|Information - Customer requested two sheets of universal English Cali Me
- 0 9 L 1 H|Cards. CSR mailed out requested information. -
i CiE taps e HablEt eat g
0 1 1 0 155 : e e B |
10423711 10:05 PM} 10/23/11 £0:10 PM|Consumer Education Custorner inquired about bilfing charges if she were to place
B a test call from her celt phone to the CapTel while in the
same room with the unit, CSR, explained that the call would
be subject to the same charges as any focal call according to
) 9 1 l Hher agreement with the cell phone orovider,
i 5 :
0 1 1 0) 1 : =
10/26/11 1:05 PM| 10/26/11 2:20 PM|Set up - Instaliation Customer's son reported that the CapTel 800 in 2-Line made
is experiencing garbled capticns and audia drops, C5R
advised customer of the importance of using a DSL filter
0 1 | Y 1flwhen connecting the CapiTel phone ta a DSL line.

Nebragka Complaints or Inquiries Qriginating at CapTel Center FY 2011-12
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Date Date
MofDay/Yr Mo/Day/Vr Nature of Contact
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16!29[11 5:45 PM|  10/29/11 6:15 PM| Set up - Installation

S

11!1[11 10:30 PM| 1171711 10:35 PM|Set up - Installation

11/3/11 6:25 PM{  11/3f11 £:40 PM|Referral Information

11/17{15 12:45 PM|  $3/17/11 1:15 PM|Set up - Instaflation

Nebraska Complaints or Inquiries Originating at CapTel Center FY 2011-12

Nature of Complaint } Resolution

Caller reported no dial tone. Through troubleshooting caller
found the phone cord to be plugged into Line-2 on the
{CapTel, CSR advised cailer to moved the phone cord to Line-

Customer reported that the CapTel has no dial tone. After
troubleshooting CSR. found that the CapTel does have 8 dial
ltone at another wail jack. CSR advised customer to contact
telephone company to replace faulty wali jack identified

Customer said she was not able to use her 2-Line CapTeI )
860 with capticns. CSR found that both of customer's phone

Service Complaints ‘Technical Complaints Other {Inguirics)
Dialing/ | Disling/ Dialing /
Carrier { Incoming | Setup- Setup - Discannect/R . Set up - Taotal
Accuracy of Total Service|| OF Calls Not Call Diating | Dial Tone-} econnect Setup Setup Menu | Technical-§ Technical [} Conswner Tatal Grand
Captions Complaints [ Chaice { Captioned | Waiting Prefix Not Heard { Daring Calls| General Installation | Features General | Complaints || Educ-Gen | Infor. | Referral Inquiries Total
0 1 1 ) 1
0] L 0
Q| 1 - L 0;
g L 0
0] H 0
0 0) i 1
of 1 1 0
0 1 0
0y 0] 1




{Date created)

Date
MoiDaylYr

{Dste Resaloved)

Date
MofDay/Yr

Nature of Contact

Nebraska Ci

or Inguiries Originating at CapTel Center FY 2011-12

- Service Complaints

Technicat Complaints

Other

Inquiries)

Total Service|
Complaints

Accuracy of
Captions

Carrier
of
Choice

Dialing /

Tnceming
Calls Not
Capttoned

Bialing {
Setup -
Calt
Waiting

Dialing /
Setup -
Dialing
Prefix

Disconnect/R
ecannect
Daring Calls

Setup -
Menu
Features

Dial Taue -
Not Heard

Set up
General

Set up
installation

Fechnical -
General

Total
Technical
Complaints

Consumer

Educ-Gen | Infor.

Referral

Comp!imﬂg

Total

Tnquiries

Grand
Total

Nature of Complaint / Resolution

11/18/11 G:45PM

12/6/11 12:55 PM

12/11/11 4:05 M

12/13/11 10:30 AM

12/16/11 1:40 PM

11/18/11 6:55 PM

12{6/11 1:00 PM

mwy%;

12f11/11 4:35 PM

12/13f11 30:40 AM

12/16/11 1:56 PM

Referral Information

Consumer education -
generat

RoraEoRE

Dialing/Set up - Dialing Prefix

Consumer education -
general

&

Granddaughter of potential CapTe! customer inquired about
what her grandfather would qualify for through the Nebraska
state program. CSR referred customer to the Nebraska state
program for further assistance. Granddaughter also inquired
about the cost of the captioning service, CSR explained that

the service is of no cost due to stake relay funds covering the
|

f thy

mericans with Disabilities Adt. .
T o]

sl e

Vi

brénE RN of didfing o

iifeit ichi e
cAting: tErsTes0)

st

ers

While assisting the customer's helper CSR explained the
proper dialing procedure used to contact to and from the

CapTel 200 in, 1-Line mode with captions,
= S e R e D T

R G e

Customer’s daughter reported the customer is not getting
captions on outgoing calls on the CapTel 80). C3R advised
customer to remove mistaken dialing prefix programmed in
menu of CapTel. Confirmed this adjustrent resolved

ustomer's experisnce,

1

. Cu&tomer reported that her captions light is not always lit

during incoming calls. CSR explained that the caption light
will come on if the call was made through the captioning
service and advised sharing the captioning service number

Set up - Installation

12/16/11 3:30 PM|  12/16f11 3:35 PM|Censumer Education

1

her callers.
Prepu =
a TRLR

e i

Customer's son requested test ¢alls to ensure the CapTel
was functional. CSR performed test calls with son to confirm
that the CaaTel phione is working In 1-Lins mode,

3 i

Customer’s helper inquired how to make an outgoing
captioned cakt on the CapTel 800 in 1-Line mode. CSR
explained that the caller simply needs to confirm that the
Captions button is lit before dialing the phone number that
they want to call in order to connect with captions on an

outgoing cali. Helper confirmed that they understood this

Hinformation.




{Date created) {Date Resoloved)

e

12/30/11 3:4C PM}Consumer Education

12/30/11 3:20 oM

1/3/12 10:50 AM|  1/3/12 10:55 AM|Consumer education -

general

1/9/12 3:15 PM 1/9/12 3:25 PM|Consumer Education

1/12/12 1:25PM|  1/12/12 1:45 PM|Consurer Education

1/16/12 12:45 PM 1f18/12 3:30 PM|Set up - Installation

Nebraska Complaints or Inquiries Qriginating at CapTel Center FY 2011-12
Service Complaints TFechnical Complaints Cther {Inquiries)
Dialing/ | Diaking/ { Bialing{
Carrier | Incoming § Setup- Setup - Disconneet/ R Setup- Total
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Captions Comptaints i| Choice | Captioned { Waiting Prefix Mot Heard { During Calls| Generat Tnstallation | Features Generat | Complaints || Educ-Gen § Infor. | Referral] Compliteents|| Inquisies || Total

Nature of Complaint / Resolution

"Date Date -
Mo/Day!Yr Mo/Day!Yr Nature of Contact
SR e s :
12 B

s pEhAEveERn e
=

Customer said that she heard a steady beeping on a cali she
larswered on a non-CapTel phone. CSR advised customer
that when someone answers & phone other than the CapTel
Iphone when the other party has called through the
captioning service it will be normal to hear seek tones or
[beeps that reoccur through the call. This means that the
captioning service is sending 2 signal or seek tone trying 1©
connect ta a CapTel phone. CSR explained that one can go
land pick up the CapTel phone and then hang up the

traditional nhone aF the CanTel ran ackablich rantinng

L " :

Caller inquired if he needed to dial the captioning service
nurnber after registaring to reach the CapTel user with
captions. CSR explained that when using the CapTel in 1-
Line mode callers will need to dial through the captioning

. service number every time they wish to reach the customer

Bt

|Customer reported having difficulties navigating her bank's
automated system. CSR conducted captioned test call and
provided customer with specific dialing instructions to
navigate the autcmated menu system,

Customer’s daughter asked haw the captions are produced.
CSR explained that a live operator revoices what the other
party says into voice recognition software whidh transcribes
their voice to text and then the taxt is transmitted to the
CapTel phone. CSR further explained that word errors are
corrected by the captionist and the corrected word will
appezr in a different cofor. CSR also provided the comect
captioning service number and advised customer's daughter
of the proper dialing procedure Yo reach a 1-Line CapTel

3 1/ i nHnng

Customer's daughter inquired about the set up of the CapTel
phone. CSR advised daughter of the importance of using a
DSt filter when connecting the CapTel phone to a DSL line,
Confirmed that customer is now using the CapTel
1lsuccessulty,
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OEREAS

St

SEHIE By ¥ &
Telephone company representative reported an inability to
dial aut with captions from the CapTel phona. CSR advised -
customer to remove mistaken dialing prefix programmed in :
menu of CapTel. Confirmed this adjustment resolved

customer's axparience.

! evEENBILEd i S

Customéfs daughter inguired about the requirements and
function of a second line. CSR explained the requirements
for 2-Line CapTel and expiained how the second line

e

2llfunctions in that particular setug.
e HhatteEctichs e
&2 5 e . o

1 : w:sﬁ”::’;?ﬁ&?%i e

1/24/12 5:20 PM|Consumer Educaticn

Customer’s kelper inquired about the procedure to place an
incoming captioned ¢all to the CapTel 80G in 1-Line mode.
CSR explained that callers must first dial through the tofl-
free captioning service in order to connect to the phone with
caotions.

i IEdTor Saistanea S

ST AR Wi 2

4]

1/25/12 4:50 ;M Consumer education -
general

Customer reported an inability to dial out from the CapTel
phone, Further investigation found the customer was
mistakenly dizling a 9 when diating out from the CapTel
phone when it was not needed. CSR advised customer to

. dial the number directly and she confirmed this resolved her

1 o

1/26/12 11:15 AM| Referral Information

Customer's daughter mentioned that the CapTe! user’s
eyesight had declined. CSR referved caller to the state
program for further assistance acquiring a CapTel 800
Lilchone.

Cordimei S

iz i LCHORSE
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Inquiries

Accuracy of
Caplions

Total Service
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oF
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Setup -
Dialing
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ecannect
During Calls

Set up-
General

Set up
Installation

Set up -

Menu
Features

Technieal -
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Total
Technical
Camplaints

Cansumer
Educ-Gen

Infor.

Referral

Tolak
Tngetries

Grand
Total

Nature of Complaint / Resolution

1/27{12 4:10 PM

2/2[12 11:15 AM

2/25/12 8:20 PM

371412 10:40 AM

1/27f12 4:50 PM

2f2{12 11530 AM

2/16f12 9:10 AM

Consumer Education

Information

2{25/12 8:30 PM

Consumer education -
general

3/1/12 10:45 AM|Consumer Education

[Customer reported an ingbility fo use the Call Wajting
feature on the CapTe! phone in 1-Ling mode. CSR explained
that an incoming call that is received when he is already on
a captioned call will disrupt or even drop the current call if
he attempts o use the flash button. CSR advised customer

of the option of using 2-Line mode to be able to use the Call
Ukt : .

Potential customer's son-in-law inquired about the CapTel

nhone, CSR advised son-in-law how the CapTel phone works

in both 1-Line and 2-Line modes. CSR atso explained that

ithe captioning service is covered by state and federal relay
Americans with Disabiliti

Potential customer's helper wanted to know how to obtain a
CapTel phone for customer. CSR referred customer to state
equipment program and o national distributor to obtain a

CapTel phone,

Caller to a CapTet user indicated that he is hearing 2
rmessage to register his long distance provider. CSR
explained that in order to prevent getting billed by the state's
default provider caliers who contact the CapTel user long
distance should register their phone number and {ong
distance carrier with CapTel Customer Service first. CSR
further explained that this will ensure that the callers are

. billed according to the pfan that they have previcusly
- N :

(Customer inquired how to call a CapTel user. C5R discussed
with customer Ehe proper procedure for calling a Capvel user
through the captioning service number.
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Total
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Total
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3/10/12 1145 AM

3/5/12 1:30 PMi

3/5/12 1:45 PM}Consumer Education

3f11/12 11:25 AM Setup Instaliation

3/14/12 12:30 PM|  3/14/12 12:50 PM|Set up - Installation

3{26/12 7:55 PMI  3/26/12 B:00 PM|Consumer Education

PM| Set up - Inszallation

Customer's friend explained that callers frequently hang up
lon the customer before the CapTel connects with captions.
(CSR provided the custamer with information on how to use

the signal meter during calls. CSR further advised
anhapatlng the other party's greeting and trying to speak
id

[Customer's daughter mqwrad about using the Caplet

[phone with a medical alert device. CSR advised the  proper
set up of usmg a duplex jack to allow the CapTeI phane

Customer reported being unable to connect to captions on
the CapTel 800. Through troubleshooting SR found that the
(CapTel was connected into a mail station device, CSR
advised customer to obtain a duplex or y jack to use in
conjunction with another device that shares the same wall
ijack as the CapTel phone. Customer reported she removed
the mail station from the set-up and has since connected to
Hons sucresshizly,

HARALER s

Customer reported seeing message new FCC suling all long
distance calls will be billed on the screen of the CapTe! 8007
CSR confirmed that customer is registered in our system.
Further explained that the message is standard for fong
distance captioned calls and that there is no extra charge for

using the CapTel service but normat long distance charges
1

Customer |nqutred as to how to set up thelr CapTel 800 in 2-
Line mode with the primary phone line sharing a wal! jack

with a signaling device. CSR advised installing a duplex jack
on the primary phone jack and plugging the CapTel Line 1
phane cord into one side and the signating device into the
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04/05(12 10:02 AM |04/05/12 16:15 AM |Setup CSR advised daughter that the CapTel Phone 800 is not
designed for digital cable use and advised customer to
acquire a standard analog phone ling to support CapTel or
use 2-Line CapTel with the second line being an analog line. |.
U ! 0 15Ais0 discussed the eption of using a CacTel 800
’:';;sy WW” et i e Et .
E‘f‘"i« S = % S 0 0, | i & S5 S
04/16/12 09:00 PM |04/16/12 08:10 PM {Info/Referral{Consumer £d CSR registered customera€™s preferred long distance carrier
in the system and explained that as long as the caption
0 0 L !
b a 1 o
04/19/12 02:50 PM
menu of the CapTel phone because customer uses one
phone line with the CapTel phone. Confirmed customer's son
4| 1 o N
B 0 | 0
0419712 07:35 PM |04/20/12 08:58 AM Hnfo/Referral{Consumer Ed
uses a data or modem connection wher: used with czptions.
If an extension phene on the same phone line is picked up,
this distupts the data connection the CapTel is using which
- - woulld sesult in a temporary loss of captions or totat
- - disconnection. CSR discussed the option of using 2-tine
o o . | . made which wauld zilow an extension phone to be used at
0 ] [ 1 %
04/20/52 09:49 AM {04/20/12 10:00 AM |Info/Referral/Consumer EG SR explained that it is normal for the screen ta display
"Handset is Muted” on incoming captioned calfs while the
phone connects with captions. CSR further explained that
individuals should dial through the captioning service to
9 0 1 ! Lllreach the customer wi tions.
a 1 0) 1
1nfo/Referrat/Consumer Ed CSR informed the customer that when using the CapTet in 2-
tine mode the second telephone line would require a
standard analog telephone line, CSR also explained that
'when using the CapTel in 2-Line mode callers can call the
0 6 i i liCapTel user directly thrauch their main telephone number.
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St
S sEsinte s e 0 1 L 1] 1|l S =
04/2612 10:01 AM [04/26/12 10:05 AM {Setup CSR advised customer that the CapTel Phone 200 is not
. designed for digital cable use and advised customer to .
- acquire a standard anatog phone line to support CapTel or
use 2-Line CapTel with the second line being 2n analeg line,
_ g ! ! 9 lAteo discussed the ootion of using a CanTel 800i.
o = CHR eiplalen At e CapTephin
e diaital cable teane advisad et
2 0 ! L 0 1 lbiaTog pARE e £ subphr e Can el o
. TSR advised customer that the CapTel Phone 800 is aot
designed for digital cable use and advised customer to
acquire a standard analog phone line to suppert Capiel or
luse 2-Line Cap¥el with the second line being an analog fine,
. _ _ 0 ! L g Malso discussed the ontion of using a CanTel 840i.
T : e : s =y
s o 1B b
B i i it B B e
Z o Hikoi . ; o : %
S B e o] [ 1 1 F | o ey
05/06/12 11:21 AM |05/06/12 11:33 AM |Setup - (CSR found that the customer had a digital cable pravider.
CSR advised customer's son that the CapTel 200 is not.
designed for digital cable use and advised customer to
lacquire @ standard analog phone line te support CapTel or
i use 2-Ling CapTed with the second'ling being an analog fine.
o L ! 9 Ylaso di i i | BODI.
(2 i EA 5B IR TS A I i 4 o Py S EHE Shate Bamm;
2 0 0| 1 | | & =
05/06/12 11:21 AM |05/06/12 11:33 AM {Info/Refersal/Consumer Ed (CSR provided information: and technical requirements for the
. 0f 0 1 | lf|Cap¥el 80O _ - .
7 o S
o s AT
. 0| - I 1 0] 1 e sabion. ; :
05/11/12 12:06 PM |05/11/12 12:13 PM |Info/ReferralfConsumer Ed CSR discussed with customer the proper procedure for
] ol 0 i 1fi - l{lcalling a CapTel user throuph the captioning service number,
A R S
i EL
0 B 1 £ i i s
05/30f12 01:49 PM |05/30/12 02:03 PM |Other |Cu5t0mer stated, "You have done a good job, Brian, I will
A 0f 0 1 1 i ranember that to my dying dayi"”
v e R - T ;
i 2 d
it & 0 0 1 | |
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Complaints or Inguiries Originating at Cap Tet Center _
Service Complaints “Technical Complaints Other (Inguiries) -
Diating/ | Dialing/ | Dialing /
- Carrier | Incoming | Setup- Setup - Bisconnect/R . Sedup - Total
Accuracy of Total Service] or Calls Not Call Diating | Dial Tone-] econnect Set up Set up Menu Techmical -| Technicat { C Tatal Grand
Statistical Data Captions Cawplaints || Chaice | Captioned | Waiting Prefix | Not Heard { During Calls|  General Installation | Features { General | Complaints || Educ-Gen | infor. | Referralf Compliments| Inquiries | Total Problem/Resolutian
Grand Totals : 1 0 1 0 ) 5 1a 9 0 4 33 a 3 &2 4l 23 15 3 53 tag s S =




