32 09/26/08 |TX VCO user upset that after 09/26/08  JVCO user was calling from a
requesting to leave a message on restricted number. The agent
her ill son's answer machine, agent did not call the supervisor
typed the rings... then agent just over until the call had been
typed "GA," which was confusing completed and the VCO
and the line disconnected. asked for credit. The
Customer requested credit for the instruction from the VCO to
LD call but agent was unable to the agent was to indicate a
oblige and supervisor assisting "ga” when the answering
blamed technical error. Apologized, machine came on which the
let customer know we would agent did. The message was
request credit for agent error on LD not left at the "ga" and the
Cali. Explained | would be sure to machine timed out. The
inform the agent supervisor and VCO user became upset and]
supervisor management of the asked for a supervisor. The
issues. Customer does not want supervisor attempted to get
contact. instant credit by choosing thej

operator selection to dial out
but the computer would not
allow a dial out. Agent used
proper procedure in placing
this call.

33 09/28/08 JCustomer called in to the speech to}09/30/08  [Met with agent and
speech line and the agent tried to discussed professionalism.
explain that he called in to the Called customer back and
wrong line and offered to transfer spoke with the customer and
him to the correct line. Caller customer disconnected call
stated she was rude and wouldn't shortly after answering.
let him talk.

34 10/08/08 JAccuracy of captions 10/08/08  JCustomer shared feedback
regarding accuracy of
captions. Customer Service
Representative apologized
for incidence and thanked
customer for bringing their
experience {o our attention.
Customer unable to provide
specific detail on the noted
call. Customer Service
suggested customer
document the date, time and
agent ID of any future calls
to allow us to take specific
action with the agent
captioning the call.




35

10/27/08

Agent dialed number but stopped
sending message saying she is no
fonger on the line, thank you for
using the relay service. Customer
wants to know why agent stopped
typing message. Call happened at
6:55 pm on 10/23/08. Follow-up
requested.

10/27/08

Agent was coached on
proper relay protocol on this
regards. Email was sent to
the customer today.

36

11/18/08

Technica! - General

11/18/08

[Tech support made a
change to eliminate difficulty
with this caller's number
dialing through the
captioning service. Issue
resolved.

37

12/01/08

Accuracy of captions

12/01/08

Customer shared feedback
regarding accuracy of
captions. Customer Service
Representative apologized
for incidence and thanked
customer for bringing their
experience to our attention.
Feedback as received was
lpassed on to Cali Center
Management regarding
captioning of a recording.

38

12/03/08

Customer asked for live person
and agent typed the recording
instead of finding a representative.
Customer also said the agent was
unresponsive. Apologized for the
trouble and advised the customer
the information will be forwarded to
the appropriate call center.

12/04/08

Team leader met with agent.
Went over proper call
procedures and stressed the
importance of always
following customer
instructions and providing
excelient customer service.
Also reiterated the
importance of always
fkeeping the customer
informed. Agent
understands.

39

12/03/08

Dialing Issue - Unable {o dial
regional 800 number

12/03/08

Technical Support made
adjustment so that CapTel
user can successfully make
captioned call to regional
800 number.




40

12/08/08

This agent was so rude and was
playing games with me and my
Wells Fargo bank card. It took me
35 minutes...disgraceful and lousy
typer. Junk letters to me.
Complaint came in on 12/3/08 at
1708 hrs. No follow-up requested.

12/08/08

Team leader met with agent.
Went over proper call
procedures with particular
attention to providing
excellent customer service
and always following
customer instructions. Agent
understands.

41

12/24/08

The customer said her sister a TTY]
user, was trying io figure out why
she could not dial 211. She said
the agent refused to answer her
question and brushed off the
customer. The agent typed to her
that they were unable to continue
this call further and hung up on the
customer. Apologized to the
customer and assured her this
would be forwarded to the
appropriate supervisor.

12/24/08

QOur center does not have an
agent by number provided
on duty. Agent xxxx was not
scheduled on the day that
this situation occurred.
Customer must have
documented the agent id
number erroneously.

42

12/30/08

Compilaining about agent asking to
clarify his notes - says agent
should be aware of what he
needs... Will e-mail customer for
follow-up per customer request.

12/30/08

Team Leader met with agent
to discuss focusing on
speech to speech customer
needs but to clarify and
confirm information per our
procedures. Team Leader
sent follow-up e-mail to
customer today as well.

43

02/06/09

TX voice customer calling in to see
if TX relay is able to dial 311 to
report a non emergency to the
police dept. Customer had a non
emergency and wanted to dial 311,
but the relay operator kept dialing
911. Customer service apologized
to the customer. Customer would
flike follow up by email or phone.

02/06/09

Told customer that we
cannot dial 311 from our
system, need to pull up the
ten digit number to place the
call. Customer was
appreciative.

44

02/17/09

Voice customer states they
received a fraudulent call via Relay
TX requesting a large quantity of
goods to be put on a Credit Card
and requesting the business to
send a large amount of money to
the shipper. Apologized, Sent Tip
Sheet. No follow-up request

02/17/09

Educated customer
regarding possible fraudulent
relay calls




45

03/05/09

Accuracy of captions

03/05/09

Customer shared feedback
regarding accuracy of
captions. Customer service
apologized for incidence and
thanked customer for
bringing their experience to
our attention. Customer
service suggested customer
document the date time and
agent ID of future calls.

46

103/13/09

TTY customer unable to call to a

particular number because the

number he is calling shows invalid.

He tried last night and this
afternoon to call about 12

something. Apologized, created a
trouble ticket. Foliow up requested.

Relay program manager
called on 6/7/09 and twice onl
6/8/09. There were no
answers to all three efforts to
contact customer. Contact
was closed.

46

03/26/09

Technical - General

03/26/09

At 12:40 PM CST, a major
network supplier CapTel
relies on experienced
difficulties that impacted
some CapTel calls. At 3:15
PM CST CapTel's supplier
re-established its link
allowing all calis to be routed
and processed normally.
Daily service level was met
as only some calls were
affected. Customer
confirmed ability to make
their call.

48

104/07/09

Technical - General

04/07/09

Due to a brief network gliich,
customer heard recording,
"Please call customer
service. The CapTel must be
in your state" when he was
dialing his friend in New
York. The issue resolved
itself moments later, and
customer can now make
calls from his Texas CapTel
to his friend in New York.




49

04/13/09

Customer reports the agent cut her
off while she was typing. The
agent cut her off 2 times. Customer
"doesn't appreciate agent's apathy
and disrespect”. Gustomer
requested a follow up.

04/13/09

Team leader met with agent.
Went over proper call
procedures with particular
attention to following
customer instructions and
not interrupting the inbound
TTY user. Also coached
agent on customer service.
Agent understands.
Contacted customer and
apologized and thanked
customer for bringing the
matter to our attention.

50

04/22/09

Disconnect/Reconnect during calls

04/23/09

Sent customer information
explaining the difference
joetween a CapTeland a
traditional phone. Explained
to customer why
disconnection/reconnection
might be occurring and sent
tips in the mail to reduce
their occurrence.

51

04/26/09

The customer has strong feelings
for the service provided tonight.
The client claims Operators do not
speak loud enough for calls to be
processed; questions go
unanswered; ID numbers are not
Lbeing received; and agents are
withholding transfers and Program
M

04/27/09

Team leader met with agent.
Went over proper
procedures with particular
attention to providing
excellent customer service.
Although proper procedures
were followed, the agent is
now aware that they should
make all possible attempts
at assisting the customer |

52

4/30/2009

Billing issue - Calling Card - unable
{o use

4/30/2009

Sent 2 sheets of Call Me
Cards to customer.

53

05/26/09

TTY customer reports voice callers
thear feedback noises from Relay.
Apologized. Opened a trouble
ticket. Follow up requested.

6/2/2009

Customer Service attempted
to contact customer by TTY
on 5/27, 5/29, 5/30, 2009 but
calls were not answered.
Ticket was closed.




54

05/29/09

TX Voice customer said that this
agent asked her repeatedly to slow
down and the customer said she
was never talking too fast. She has
used relay many times in the past
and this agent asked her to slow
down way {oo many times. It got so
bad that she asked other party to
hang up and would call back with a
different agent. Customer service
apologized and told customer that
the call would be discussed with
agent agent.

05/29/09

Talked to Agent, who said
voice person was talking too
fast. Supervisor informed
Agent that if she has a
customer that she has to
continuously ask to slow
down, to make sure she
informs the TTY person and
they can ask customer to
slow down or ask for a
supervisor to listen to the call
as well.
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Complaint Tracking for TX (06/01/2009-05/31/2010). Total Customer Contacts: 51

Nature of Complaint Date of [Explanation of Resoittion
Resolution

The Communication Assistant “Did not follow my 06/20/09 JThe Communication Assistant did not remember this call
instructions. Dialed 817 instead of 927." The Customer specifically but was coached on proper dialing techniques
Service Representative apologized to the customer and focusing on every call to ensure she's following all
assured them this information would be forwarded to the instructions.

appropriate supervisor. The customer did not request a
ollow-up.

2 J07/07/09 JAccount Login Faiure 07/07/09 JThe unit’s account has been activated and i1s now
operational.

3 [07/28/09 jAccuracy of captions 07/28/09 JThe customer shared feedback regarding the occasional
single words that appear in error without correction. The
Customer Service Representative thanked the customer
for bringing their experience to our attention and explained
how voice recognition generates captions and how
corrections should appear. The Customer Service
Representative suggested that if the customer documents
the date time and CA# of any future calls this will allow us
to take specific action with the Communication Assistant
captioning the call and monitor their performance more
closely. The customer understood and was satisfied.

4 08/14/09 JAccuracy of captions 08/20/09 JThe customer shared generalized feedback regarding the
Iaccuracy of captions and the use of the macro (speaker
unclear) indicating the captionist was not able to catch the
words stated The Customer Service Representative
exchanged multiple emails with the customer to gather
further details on the customer's experience and thanked
the customer for bringing their expenience to our
attention The feedback as received was passed on to Callh
Center Management. The Customer Service
Representative suggested that if the customer wishes they
may document the date time and the Communication
Assistant's number of any future calls to allow us to take
specific action with the Communication Assistant
captioning the call The customer agreed but has not
Jprovided further specifics.

5 ]08/20/09 JAccuracy of captions 08/20/09 JA helper called on behalf of the customer and explained
that the customer saw the mention of 2 words during a
captioned call yet the other party did not say those words.
the Customer Service Representative apologized for the
incidence and thanked the customer for bringing their
experience to our attention The Customer Service
Representative explained that this was most likely an error
on the captionist's part and that customer should have
seen a correction sent out in parenthesis following the
error The Customer Service Representative suggested
that the customer may document the date time and the
Communication Assistant's number of any future calls with
errors to allow us to take specific follow up action with the
[Communication Assistant captioning the call. The helper
noted the customer would likely not do that but would
share this option with the customer.




09/17/09 [The Communication Assistant hurt a customer's feelings.
The Communication Assistant is usually is one of my top
operators, but today she embarrassed me. When she was
relaying the call, she made fun of me and was imitating my
speech disability, she was mocking me and imitating how |
speak, | talked to a team leader and the Sprint manager
MC about this before. This is serious and it needs to stop.
The customer wants an e-mail of the resolution.

09/17/09 JThe team leader met with the Communication Assistant on
9/21/09 and advised her that further complaints may resuit
in being removed from S28§ for a certain amount of time.
'ON 9/21/09 The team leader sent an e-mail to the
customer addressing his concerns for follow-up contact as
requested by customer.

@2/09 The Communication Assistant followed all correct

7 §09/22/09 {The call involved getting a number from information and
the behavior/conduct of the Communication Assistant procedures for a S28 call processing. The Customer
bothered the S28 user. The S2S customer, "asked for Service Manager will be contacting the customer directly to
directory assistance, " the Communication Assistant said, discuss this. The RPM emailed the customer.

"city and state”, S2s user said, ‘I cannot pronounce that."
The Communication Assistant said "that's what we're here
Jfor so just say it." S28 user is upset because the
Communication Assistant makes S2S user go in the
Communication Assistant's order. An example would be if |
need a phone number and the S2S user wants to explain
the message before giving phone number.

8 J10/07/09 JAccuracy of captions 10/07/09 F&Te customer shared feedback regarding accuracy of

captions and provided specific call detail. The Customer
Service Representative apologized for the incidence and
thanked the customer for the feedback. The Call detail was
shared with Call Center management for follow up with the
Communication Assistant by he Communication
Assistant's supervisor regarding word errors that were not
corrected.

9 {10/15/09 fThe Communication Assistant "Hung up on me when | tried] 10/16/09 JWhile the Communication Assistant does not recall the
to make a call." The Customer Service Representative circumstances of this nature, the Communication Assistant
apologized to the customer and assured them that the jwas reminded of the importance of call focus and to report
information would be forwarded to the appropriate any technical difficulty that may result in disconnects. The
supervisor. agent was reminded of the consequences of a

disconnecting a call.

10 10/26/0ﬁis Communication Assistant was rude to the customer. § 10/28/09 JThe result from the investigation determined that the call
The Communication Assistant typed slow, paced was not processed through any Sprint Relay product. The
continually and made talking with my deaf student difficult. customer was contacted. She praised Sprint's quality and
| ended the conversation with my student saying BYE informed us that she had since learned that the call had

lSKSK and then said | wanted to talk with the agent and | been handled by a different relay provider. The customer
informed her | wanted to file a complaint, she responded appreciated the follow-up and if she had any more issues
"I'm typing all this to your caller" which she did, this only she will try and get more information and contact us
served to confuse my student so | hung up. My student
calied me back and was concemed that my complaint was
jwith her. The agent did nothing to support this call, her
Lattitude was awful. | asked for her 1D number, she gave me
5 digits and "F". The Customer Service Representative
apologized for the incident and informed the customer that
we will investigate for a valid ID number. Foliow up was
frequested.
11 }10/26/09 JAnswer Time 10/26/08 |The customer reported that they were not able to make an

outgoing call. The Customer Service Representative
confirmed that their unit I1s set up properly and
recommended waiting a bit longer than usual and trying
their call again Investigation found a minor technical
interruption combined with high call volume caused the
connection to a Communication Assistant to take several
more seconds than usual to connect to a Communication
Assistant. However, service levels were met throughout
this period. The customer is currently using the CapTel
phone actively




12

11/10/09 [The customer is upset and said that the agent did not
jwrite down a number in which the bank gave to him.

11/10/09 JThe team leader met with the Communication Assistant at
the time of the call. The $28 caller never asked for number|
to be written down. The bank hung up before the
Communication Assistant could ask for number to be
repeated. The Communication Assistant followed S2S
procedures.

13 }12/08/09 A?X VCO customer says their number was branded last 12/08/09 JThe technician placed ten test calls from the customer's
week, but today their calls are answering TTY, not VCO. phone number to a TX Relay phone number and all of the
The Customer Service Representative apologized for any calls were answered as VCO. The customer does not

finconvenience and no foliow-up was requested. request foliow ups and this matter 1s now closed.

14 [12/10/09 JA TX voice customer states that they attempted to dial a 12/10/09 JThe Customer Service Representative transferred this
deaf employee using the toll free voice relay service. The complaint to the appropriate Relay Program Manager. On
Communication Assistant dialed the number, it rang and 12/13/2009, a technician discovered that when dialing the
then the customer head a loud screeching tone (not tty number from a desk phone or a cell phone, you get a
tones) and were unable to connect. The Customer Service recording that the number has been disconnected or is no
Representative attempted this call and also and received longer in service. The loud screeching tones were
the same result. The customer’s TTY is new. Two other therefore most likely coming from the outbound line, not a
Communication Assistants also fried to place the cali. The relay or platform/system issue. The RPM called the
Customer Service Representative apologized for the customer and the hearing customer relayed the message
problem and turned in trouble ticket. Follow up has been to the deaf co-worker. The deaf customer said that Relay
requested. has been working well; no further problems.

15 }12/15/09 {The Communication Assistant interrupts a S2S user 12/15/09 JThe team leader met with the Communication Assistant to

without letting the S28 user finish their thought. The
Communication Assistant makes the S2S user feel like he
lis belittied and the customer wants a follow-up.

go over this, and sent customer an e-mail follow-up per his
request. Perceptions are everything and the interruptions
make communication more challenging causing him to
lose his train of thought.

16

12/15/09 Fme customer thinks the Communication Assistant is
insulting him by interrupting him. The customer says this
Communication Assistant 1s a good Communication
Assistant and understands him usually. While the
FSupervisor was taking the complaint the customer's words
were running together and were difficult to understand

12/15/09 ]?he team leader met with the Communication Assistant to
coach them on not interrupting any S28 caller when they
are speaking. The team leader also posted a reminder for
all S2S agents to make sure they remember to be polite.

17

12/15/08 }525 Customner was upset and felt that the Communication
Assistant was given clarification and needs some
refresher training

12/15/09 'Tlhe team leader met with the Communication Assistant
who was coached. The team leader sent an e-mail per
customer's request for follow-up.

18

12/15/09 JThe customer states that after giving the number to dial he
got no response from the Communication Assistant He
asked the Communication Assistant to please dial the call,
but still no response. He hung up and got a second agent
and the same thing happened. He said the agents were on
the line. The supervisor apologized for the inconvenience.
They also discussed the similarity of incidents and
suggested the possibility of technical issues since the
same issue occurred back to back. The customer
requested that the incidents be investigated as he was
able to connect to the supervisor at this center

12/15/09 JThe Customer Service Representative reviewed the call

scenario with both agents and neither recall this incident.
Both agents are aware of proper disconnect procedures.
Based on discussions with both agents, this is likely a

technical issue and will be documented with a technician.




19 ]12/15/09 JThe customer was upset at not being able to proceed the 12/15/09—F1’ he team leader met with the Communication Assistant .
way he wanted with his call. The Communication Assistant The Communication Assistant was coached to understand
finally did before anocther Communication Assistant took that he needs to let the 82S customer finish his thought
over the call. The customer wants another follow-up. and then ask for clarification. The team leader sent an e-

mail on 14 December to the customer per S2S customer's
request thanking him for his input.

20 |12/28/09 [A TX hearing customer would fike to have a Supervisor 12/28/09 I'-I'.he supervisor contacted the customer via phone and the
contact them about a Communication Assistant The caller was informed that the Communication Assistant was
customer spoke to the Supervisor at the time of the coached at the time of the call to always provide their
incident but would like to have the Supervisor contact them Communication Assistant number when requested. The
by phone. The customer said the Communication Assistant Communication Assistant understands.
lwould not give their agent id. The Customer Service
Representative apologized to the customer.

21 [01/08/10 DisconnectReconnect during calls 01/08/10 JThe customer's helper reported that the Cap?el phone is

missing whole words or conversations. The Customer
Service Representative sent the customer information
explaining the difference between a CapTel and a ’
traditional phone. They explained to customer why
disconnect/reconnect might be accurring and sent email
with tips to reduce their occurrence.

22 §01/26/10 JA TX voice customer was billed by Sprint for Long distance} 01/26/10 lBoth of the customer's calls were sent using Sprint as the
calls even though she had already had a profile set up for Carrier of Choice.

AT&T three months prior The Customer Service
Representative apologized for the inconvenience and
submitted the bili for credit. No follow up was requested
23 WO1I28/10 A TX TTY customer says the Communication Assistant did § 02/02/10 A supervisor discussed the concern with the

not respond after requests to speak to a supervisor The
Customer Service Representative apologized for
inconvenience and follow-up was requested.

Communication Assistant. The Communication Assistant
did not recall anyone requesting a supervisor and said she
is glad to support customer requests. The supervisor
reminded the agent of the importance of following
customer instructions and the supervisor verified the
Communication Assistant’'s schedule and found that the
agent was not on-line during the immediate time-frame
Jorior to the call. The supervisor was unable to reach a
customer for additional information and foliow up Call
attempts 2/1/10 10:45am, 2/1/10 5:12 pm, 2/2/10 10:20
am.

24 01/28/10

A TX TTY customer said that she asked the
Communication Assistant to redial a number, and the
agent redialed then typed "BUSY SKSK." The customer
stated they were not ready to hang up but agent did not
respond. The Customer Service Representative
apologized for the inconvenience and follow-up was
requested.

01/28/10

The team leader met with the agent and went over the
importance of treating every call with a professional and
polite manner. They also discussed the consequences of
improperly disconnecting calls and the agent understands.
Contact with the customer was attempted and a message
was left by the team leader on 2-3-10 at 8-55 am. They
thanked the caller for bringing this issue to our attention
and apologized for any inconvenience.

25 §02/01/10

Dial Tone - Not heard

02/01/10

The customer reported that the Capﬂ did not have a dial
tone The customer performed a physical reset which
resolved the experience.




26 ]02/02/10 JA customer emailed the Customer Service department on
Feb. 2, 2010 at 4:59 pm stating she had been trying to
reach the TX Health & Human Services all afternoon, but
the calls would never complete. The Communication
Assistant gave different reasons such as “they hung up,
long recording, could not reach anyone, ringing no

for the inconvenience and suggested a that a technical
problem could be the cause. | placed test calls to the
number and only reached busy signals | entered trouble
ticket and follow up has been requested via email.

answer® The Customer Service Representative apologized}

04/30/10 JA technician called the number from their cell phone and
reached a busy signal. They redialed and reached a long
recording, that eventually told me it was transferring to an
attendant, proceeded to ring over 10 times. The technician}
verified the switch that there was no further assistance that
they could provide. The Customer Service Representative
riked with the switch technician, who verified that there
i1s no additional work we can do to ensure an outbound
customer answers the line. Switch technician provided
information at
hitp://iwww.hhs.state.tx.us/contact/index.shimi that seemed
to indicate the customer may be dialing the wrong number.
The RPM emailed the customer with an explanation and
provided the 211 information with specific departments.

27 [02/09/10 JThe customer wanted to place a second call but the
Communication Assistant hung up too abruptly. The
Customer Service Representative thanked the customer
for letting us know and assured that the complaint would

be sent in as stated. No call back requested

02/09/10 {The team leader met with the Communication Assistant,
lwent over the importance of following disconnect

procedures, and the agent understands.

28 102/16/10 |Dia| Tone - Not heard

02/16/10 JThe customer reported that there was no dial tone on their
CapTel phone. The Customer Service Representative
advised the customer to do a physical reset and was able

to confirmed that this resolved the issue.

29 102/1 8/10 JDial Tone - Not heard

02/18/10 Fhe customer reported that there was no dial tone on their

ICapTel phone. The Customer Service Representative
advised the customer to do a physical reset and was able
Jto confirmed that this resolved the issue

30 J02/22/10 IDiaI Tone - Not heard

JThe customer reported that there was no dial tone on their
CapTel phone. The Customer Service Representative
advised the customer to do a physical reset and was able
to confirmed that this resolved the issue.

02/22/10

31 J03/01/10 WDial Tone - Not heard

03/01/10 JA customer's helper reported no dial tone on CapTel. Tests|
found that phone had power but no dial tone. The
customer tried the phone in a different phone jack and
found that the phone worked. The Customer Service
Representative advised the customer to contact the
telephone company to replace the faulty wall jack that was
identified during troubleshooting. The Customer Service
Representative also assisted the customer with adjusting
the volume and tone controls for optimum ampilification.




03/10/10 JA TX VCO customer states that when her niece calls her
the line does not ring/light does not flash. The niece stated
the line rang and rang with no answer when she dialed
back and her aunt answered. The Customer Service
Representative apologized for the problem and turned in a
trouble ticket. They also suggested to have the flash on
phone checked and the phone line checked. Follow up has
been requested with a resolution to this problem.

03/10/10 JFrom technician on 3/11/10; Tt hey researched where this

Communication Assistant was sitting and found that a log
report for the numbers listed in the ticket on Avaya
extension ooxx. The logs state that the agent dialed out to
the number listed in the ticket and the number rang, was
picked up and then the line disconnected The 2nd call
aiso rang through, the line was answered and then the call
disconnected. Both of the calls in the trouble ticket indicate
that the line is ringing through. As a result, this is not a
relay or Phoenix application issue. The customer needs to
have their equipment checked on their end. The Relay
service end is functioning properly and could not find any
issues on the call. The RPM called the customer and
explained three times that the technician ran some tests
and determined that Relay was not the issue and
suggested to the customer that they contact their
lequipment distribution program representative for
assistance with their equipment. This problem has
surfaced many times before with this customer and
Operations continues to investigate each time and reports
Jthe same answer that their equipment needs to be
configured/checked.

33 J03/23/10 [Dial Tone - Not heard

03/23/10 JThe customer reported that there was no dial tone on their
CapTel phone. The Customer Service Representative
advised the customer to do a physical reset and was able

Eto confirmed that this resolved the issue.

34 03/29/10 |Dial Tone - Not heard

03/29/10 ﬁe customer reported that there was no dial tone on their
CapTel phone. The Customer Service Representative
advised the customer to do a physical reset and was able
lto confirmed that this resolved the issue.

35 §03/31/10 {The caller had been on a TTY to Voice call. The caller said
that Communication Assistant sounded unhappy and did
not honor their request for a supervisor. The caller said the
ICommunication Assistant seemed argumentative, had a
unhappy tone and made relay look "bad." The Customer
Service Representative apologized and informed the caller
Jthat the information would be given to the center
supervisor for discussion and 1t was indicated the center
would will follow up with the customer (requested).

04/01/10 JThe team leader met with the agent to go over the
importance of treating every call in a polite and
professional manner. The also discussed that they should
get a supervisor upon caller requests and the agent
understands. The team leader contacted the customer at
the provided number providing follow up on 4-5-10 and the

customer was pleased.

36 J04/01/10 JThe customer unable to make long distance calls via
Comcast through TX S28. (Advised customer a complaint
would be entered and the probiem would be researched
with follow up phone call to him.) Customer requests
contact asap.

04/01/10 Fhe Customer Service Representative resolved the issue
regarding a Comcast block in our system. They called the
customer to report the i1ssue has been resolved.

37 ]04/07/10 JThe customer complained that this Communication
Assistant gave poor service and had extremely poor
typing. Every other word was misspelled and believes this
agent needs more practice typing. The customer asks for
follow up by letter

04/07/10 §The Customer had asked one of our supervisors to look at
the screen while this call was in progress at our center.
The supervisor informed the customer that everything on
the screen appeared fine and that it must have been a
technical issue with garbling. As the customer was giving
his contact information for a follow up, the call
disconnected from the agent's screen so the supervisor
didn't have the information to be able to fill out a trouble
fticket for the garbling issue. Letter will be sent today
(4/8/10) to follow up with customer.




04/14/10 JThe customer reported that the Communication Assistant
hung up on them and that they would like the reason
investigated. No additional details were provided by the
customer. The Customer Service Representative
apologized and informed the customer that the information
will be reported.

04/15/10 JThe team leader met with the agent to go over proper call
procedure with particular regards to properly handling
disconnect procedures. The agent understands and no
follow up to customer 1s requested.

39 J04/22/10 |Dial Tone - Not heard

04/22/10 [The customer's son reported that there was no dial tone on
their CapTel phone. The Customer Service Representative
advised the customer to do a physical reset and was able
to confirmed that this resolved the issue.

40 J04/25/10 |The TTY customer was very upset because they had
issues with the Communication Assistant while they were
trying to explain why they were getting an error message
when trying to place a long distance call. They tried to
instruct the Communication Assistant on the correct
process in order to get the call to go through; however, the
Communication Assistant refused to follow the customers
instructions and refused to place the call. The Customer
Service Representative apologized to the customer for the
troubles they were having and changed the customers
profile to meet their billing needs. The Customer Service
Representative also thanked the customer for calling and
letting us know. No follow up was requested.

04/25/10 |The team leader met with the Communication Assistant
and coached them on the importance of following a
customer instructions and when experiencing possible
technical problems to notify supervisor immediately The
agent understands and no follow up was requested.

41 J04/29/10 [The customer explained that they had repeated the
number to dial to the Communication Assistant three
times. The Communication Assistant kept asking the
customer to repeat. The customer stated that they were
uncomfortable and therefore hung up The Customer

IService Representative apologized to the customer

04/30/10 JThe Communication Assistant recalls receiving only
garbled letters, Xs and symbols. The Commumnication
Assistant did inform the customer that the messages were
garbled along with the repeat request. The supervisor
confirmed that the Communication Assistant knows to
check for turbo code and to disable that when appropriate.

IThe Communication Assistant did not announce the
customer as Rev. , she announced them as Mr.

. The Communication Assistant did not follow notes
and made the customer repeat too much.

42 104/30/10

04/30/10 JThe team leader met with the Communication Assistant
4/27/10. They encouraged her to maintain positive
disposition and ask for support and help when needed. The|
team leader sent a follow-up e-mail to the customer per
heir request on 29 April 2010.

43 105/03/10 | B Tone - Not heard

05/03/10 JThe customer reported that there was no dial tone on their
CapTel phone. The Customer Service Representative
advised the customer to do a physical reset and was able

§to confirmed that this resolved the issue.

The customer stated “I've connected to this agent three
times and they keep hanging up on me.” The Customer
Service Representative apologized to the customer and no
follow up was requested.

24 105104710

05/04/10 '?he 1D number reported is outside of our range of
Communication Assistant IDs. Since there is no employee
with that number the Customer Service Representative is
unabie to follow up.




05/05/10 JA TX hearing customer calling to a TTY machine through
TX Relay was getting a loud screeching sound. The
Customer Service Representative called to the TTY
machine with our TTY machine and it linked up fine, but
when calling through the relay operator got the same loud
screeching sound. The Customer Service Representative
apologized to the customer and opened a trouble ticket.
The customer would like a follow up.

05/05/10 JA technician worked with the customer to disable the ASCII
seek time on phone. They made a test call to the phone
and successfully connected to the TTY through the
Communication Assistant's test position; no tones were
heard. The telephone has been configured to connect as
TTY and ASCli seek time has been disabled. RPM called
the customer via Relay on 5/27/2010 and customer's
answering machine kept hanging up several times. The
RPM assumed that the technician's solution worked since
customer has not complained again of screeching tones.

05/07/10 JDial Tone - Not heard

would not switch the user from TTY to VCO as requested
while making his call. The caller states his family member
hung up because the agent would not do their job Follow
up has been requested The on duty Supervisor apologized}
for the inconvenience and informed the customer that the
complaint would be forwarded to the appropriate
Supervisor for coaching.

46 05/07/10 [The customer reported that there was no dial tone on their
CapTel phone. The Customer Service Representative
advised the customer to do a physical reset and was able
to confirmed that this resclved the issue.

47 105/11/10 JAn inbound caller states that the Communication Assistant § 05/11/10 [JTL met with agent to coach on proper VCO procedure.

IAgent remembered call and explained a supervisor was
called over at the time of the call due to the IB voice caller
expressing vulgarities toward the agent for not doing her
Jiob. On duty supervisor attempted to explain to caller that
agent was at the time following procedure. Follow up to the
caller resulted in being a follow up to the outbound party
who explained that the inbound was switched as requested
Jbut the inbound kept typing instead of switching to VCO so
lwas not agents wrong doing but the person calling her. it is
determined agent followed proper procedure.

48 |05/11/10 DisconnectReconnect during calls

05/11/10 '?he customer referenced disconnections during captioned
calls. The Customer Service Representative sent the
customer information explaining the difference between a
CapTel and a traditional phone. Explained to customer why
disconnect/reconnect might be occurring and sent email
with tips to reduce their occurrence.

49

05/12/10 JA customer emailed the Customer Service department
fregarding unsuccessful attempts to reach her mortgage
company. The Communication Assistant "deliberately
dialed the wrong number". The Customer Service
Response apologized for the inconvenience and told the
customer that the report would be sent to the call center

supervisor, Follow up has been requested.

4‘— - - - .
05/17/10 JThe agent's supervisor spoke with the Communication

Assistant regarding the reported issue. Unfortunately the
Communication Assistant does not recall an interaction
where a customer did not reach the correct number. The
Communication Assistant was reminded of the importance
of visually verifying the number enter in the dialing system
with the number that is provided by the customer The
Communication Assistant will also be on the alert for
technical issues. A follow up email was sent to the
customer.

50 J05/25/10 }Dial Tone - Not heard

05/25/10 }The customer's helper reported that there was no dial tone
on their CapTel phone. The Customer Service
Representative advised the customer to do a physical
reset and was able to confirmed that this resolved the

issue.

51

05/26/10 'Dial Tone - Not heard

05/26/10 ]The customer's nephew reported that there was no dial
tone on their CapTel phone. The Customer Service
Representative advised the customer to do a physical
reset and was able to confirmed that this resolved the
issue.
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Complaint Tracking for TX (06/01/2010-05/31/2011). Total Customer Contacts: 66

Complaint Tracking for TX/CapTel (06/01/2010-05/31/2011). Total Customer Contacts: 51

Tally |Date of

Complaint

INature of Complaint

Date of
Resolution

Explanation of Resolution

1

106/14/10

A dial tone was not heard by the customer.

06/14/10

A customer reported there was no dial tone on the CapTel. A
phone technician performed a physical reset of the CapTel
phone The Customer Service Representative confirmed this
resolved customer's experience.

2

F0811 510

A dial tone was not heard by the customer.

06/15/10

A customer reported there was no dial tone on the CapTel. A
phone technician performed a physical reset of the CapTel
phone. The Customer Service Representative confirmed this
resolved customer's experience.

3

Joer28/10

A dial tone was not heard by the customer.

06/28/10

A customer reported there was no dial tone on the CapTel. A
phone technician performed a physical reset of the CapTel
phone. The Customer Service Representative confirmed this
resolved customer’s experience.

4

Jo6/30/10

A dial tone was not heard by the customer.

06/30/10

A customer's husband reported there was no dial tone on the
CapTel. A phone technician performed a physical reset of the
[CapTel phone. The Customer Service Representative confirmed}
this resolved customer’'s experience.

§06/30/10

A dial tone was not heard by the customer.

06/30/10

A customer's helper reported there was no dial tone on the
CapTel. A phone technician performed a physical reset of the
CapTel phone. The Customer Service Representative oonflrmedﬂ
this resolved customer's experience

6

—_

107701710

A dial tone was not heard by the customer.

07/01/10

A customer's helper reported there was no dial tone on the
CapTel. A phone technician performed a physical reset of the
CapTel phone. The Customer Service Representative confirmed|
this resolved customer's experience

7

§07/02/10

A dial tone was not heard by the customer.

07/02/10

A customer’'s helper reported there was no dial tone on the
CapTel. A phone technician performed a physical reset of the
§CapTel phone. The Customer Service Representative confirmed}
this resolved customer's experience.

8

§07/06/10

A dial tone was not heard by the customer.

07/07/10

A customer's daughter reported there was no dial tone on the
CapTel. A phone technician performed a physical reset of the
CapTel phone. The Customer Service Representative oonfirmed’
this resolved customer's experience

9

§07/07/10

A dial tone was not heard by the customer.

07/07/10

A customer reported there was no dial tone on the CapT_erT
phone technician performed a physical reset of the CapTel
phone The Customer Service Representative confirmed this
resolved customer's experience




10 J07/09/10

A dial tone was not heard by the customer.

07/09/10

A customer's helper reported there was no dial tone on the
CapTel. A phone technician performed a physical reset of the
CapTel phone. The Customer Service Representative confirmed]
this resolved customer's experience.

11 §07/12/10

A dial tone was not heard by the customer.

07/114/10

A customer's daughter reported there was no dial tone on the
CapTel. A phone technician performed a physical reset of the
CapTel phone. The Customer Service Representative conﬁrmedF
this resolved customer's experience.

12 §07/19/10

There was a dialing Issue, the customer's new iocal prefix is not
in the database.

07/19/10

A customer reported they are unable to dial out due to the
message, "your call must begin or end in your state". After
further investigation, it was determined that the customer's area
code/dialing prefix combination was not being recognized in the
system as a valid number Technical support added a new area
code/prefix combination to the system's database allowing the
customer to successfully complete a captioned call through the
CapTel Service and the issue has been resolved.

13 I(%ZMO iThe customer has issues with the accuracy of the captions on

their CapTel phone.

07/22110

The customer shared feedback regarding the accuracy of the
captions however did not have any documentation to share. The
Customer Service Representative apologized for the incidence
and suggested the customer document the date, time and
Agent identification number of any future calls to allow us to
take specific action with the agent captioning the call. The
customer understands and agreed to do this.

14 J07/26/10

A dial tone was not heard by the customer.

07/26/10

A customer's friend reported there was no dial tone on the
CapTel. A phone technician performed a physical reset of the
CapTel phone. The Customer Service Representative confirmed}
this resolved customer's experience.

15 107/30/10

A dial tone was not heard by the customer.

07/30/10

[CapTel phone The Customer Service Representative confirmed]

A customer's daughter reported there was no dial tone on the
CapTel. A phone technician performed a physical reset of the

this resolved customer’s experience.

16 J10/29/10 lThere was issues with the Cap?el phone disconnecting and

then reconnecting during a call.

10/29/10

A customer's daughter reported that the customer is
experiencing disconnections while using her CapTel. The
daughter did not want to troubleshoot so the Customer Service
Representative sent her information explaining the difference
between a CapTel and a traditional phone They also explained
to daughter why disconnect/reconnect might be occurring and
sent a letter with tips to reduce the occurrence




17

10/29/10

A customer was unable to make captioned calls

10/29/10

A customer reported the need to wait for an Communication
Assistant when attempting to make a captioned call. The
Customer Service Representative apologized for this
experience and noted there was a technical difficulty at the Call
Center that caused calls not to ring through to waiting captionist.
An equipment vendor corrected the matter. The Customer
Service Representative confirmed the customer is now able to
make their captioned call successfully without delay.

18

10/29/10

A customer was unable to make captioned calls

10/29/10

A customer reported the need to wait for an Communication
Assistant when attempting to make a captioned cali. The
Customer Service Representative apologized for this
experience and noted there was a technical difficulty at the Call
Center that caused calls not to ring through to waiting captionist.
An equipment vendor corrected the matter. The Customer
Service Representative confirmed the customer is now able to
make their captioned call successfully without delay.

19

10/29/10

A customer was unable to make captioned calls

10/29/10

A customer reported the need to wait for an Communication
Assistant when attempting to make a captioned call. The
Customer Service Representative apologized for this
experience and noted there was a technical difficulty at the Caill
Center that caused calls not to ring through to waiting captionist.
An equipment vendor corrected the matter. The Customer
Service Representative confirmed the customer is now able to
make their captioned call successfully without delay.

11/04/10

There were general technical issues with this call.

11/10/10

A customer's daughter reported difﬁculty getting through to the
customer with captions. Further investigation found a temporary
routing issue in the phone network that eventually generated a
busy signal and gave out the message Your party is not
answering. Please try your call later We are sorry but your call
will now be disconnected. The routing issue has since corrected
itself.

21

12/20/10

There were general service issues with this call.

12/21/10

A customer reported being unable to connect with capﬁom
Customer Service Representative apologized to the customer
for this experience and noted there was a technical difficulty at
the Call Center causing calls to be placed in queue and
experience unusually long wait times during a five hour interval.
An external equipment vendor corrected the matter. The
Customer Service Representative confirmed the customer is
fnow able to make their captioned call successfully without delay.

22

12/20/10

There were general service issues with this call

12/21/10

A customer reported being unable to connect with captions. The
Customer Service Representative apologized to the customer
for this experience and noted there was a technical difficulty at

the Call Center causing calls to be placed in queue and
experience unusually long wait times during a five hour interval.
An external equipment vendor corrected the matter. The
Customer Service Representative confirmed the customer 1s
Inow able to make their captioned call successfully without delay




23

12/20/10

There were general service issues with this call.

12/21/10

A customer reported being unable to connect with captions. m
Customer Service Representative apologized to the customer
for this experience and noted there was a technical difficulty at

the Call Center causing calls to be placed in queue and
experience unusually long wait times during a five hour interval.
An external equipment vendor corrected the matter The

L Customer Service Representative confirmed the customer is

now able to make their captioned call successfully without delay.

24

12/20/10

There were general service issues with this call.

12/21110

A customer reported being unable to connect with captions. Thel
Customer Service Representative apologized to the customer
for this experience and noted there was a technical difficulty at

the Call Center causing calls to be placed in queue and
experience unusually long wait times during a five hour interval.
An external equipment vendor corrected the matter. The
Customer Service Representative confirmed the customer is
Jnow able to make their captioned call successfully without delay.

25

12/20/10

There were general service issues with this call.

12/21/10

A customer reported being unable to connect with captions. The|
Customer Service Representative apologized to the customer
for this experience and noted there was a technical difficuity at

the Call Center causing calls to be placed in queue and
experience unusually long wait times during a five hour interval.
An external equipment vendor corrected the matter. The
Customer Service Representative confirmed the customer is
Jnow able to make their captioned call successfully without delay.

26

12/20/10

There were general service issues with this call

1221110

A customer reported being unable to connect with captions. The
Customer Service Representative apologized to the customer
for this experience and noted there was a technical difficulty at

the Call Center causing calls to be placed in queue and
experience unusually long wait times during a five hour interval.
An external equipment vendor corrected the matter. The
Customer Service Representative confirmed the customer is
Inow able to make their captioned call successfully without delay.

27

12120110

[There were general service issues with this call

12121710

A customer reported being unable fo connect with captions. T_h;
Customer Service Representative apologized to the customer
for this experience and noted there was a technical difficulty at

the Call Center causing calls to be placed in queue and
experience unusually long wait times during a five hour interval.
An external equipment vendor corrected the matter. The
Customer Service Representative confirmed the customer is
Jnow able to make their captioned call successfully without delay.




F’!’gre were general service issues with this call. 12121710 A customer reported being unable to connect with captions. m
Customer Service Representative apologized to the customer
for this experience and noted there was a technical difficulty at
the Call Center causing calls to be placed in queue and
experience unusually fong wait times during a five hour interval
An external equipment vendor corrected the matter. The
Customer Service Representative confirmed the customer is
now able to make their captioned call successfully without delay.

12/20/10

‘?here were general service issues with this call. 12/22/10 A customer reported being unable to connect with captions. The
Customer Service Representative apologized to the customer

for this experience and noted there was a technical difficulty at

the Call Center causing calls to be placed in queue and
experience unusually fong wait times during a five hour interval
An external equipment vendor corrected the matter. The
Customer Service Representative confirmed the customer is
Inow able to make their captioned call successfully without delay.

12/20/10

30 [12/20/10 [There were general service issues with this call. 12/21/10 A customer reported being unable to connect with captions. The
Customer Service Representative apologized to the customer
for this experience and noted there was a technical difficulty at

the Call Center causing calls to be placed in queue and
experience unusually long wait times during a five hour interval
An external equipment vendor corrected the matter The
Customer Service Representative confirmed the customer is
Jnow able to make their captioned call successfully without delay.

31 272110 There were general service issues with this call. 12/21/10 A customer reported being unable to connect with captions. The
Customer Service Representative apologized to the customer
for this experience and noted there was a technical difficulty at

the Call Center causing calls to be placed in queue and
expenence unusually long wait times during a five hour interval
An external equipment vendor corrected the matter. The
Customer Service Representative confirmed the customer is

fnow able to make their captioned call successfully without delay

01/20/11 A customer reported being unable fo connect to a Caﬁ?el
operator at 4.34pm. The Customer Service Representative
advised the caller that due to a power disruption to some call
center work stations, callers had a longer than usual wait time to
connect to a captionist. The power was restored to the affected
workstations and the wait time for all cails went back to normal.
The Customer Service Representative apologized for any
inconvenience this may have caused The Speed of answer
time for the day was above 85% and answered within 10
seconds.

32 §01/20/11 There were general service issues with this call.




33

Jo2/02/1

T Jihere were general problems with the service.

02/02/11

A customer reported seeing “Captioning Service is Ringing"
when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 ,CapTel's
staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next available
captionist Center locations in Madison and Milwaukee were
both under a “state of emergency” and a “civil danger” warning
declared by Wisconsin Governor Scott Walker. Even though
bus and taxi services were shut down in both cities and many
roads were impassable the Milwaukee and Madison centers
both remained open and fielded calls non-stop. Service levels
were not met for the day due to delayed answer time. The state
of emergency ended on 2/2/11 and staffing capacity was
restored. The Customer Service Representative confirmed with
the customer that they are able to make and receive calls in a
timely manner

34

02/02/11

There were general problems with the service.

02/02/11

A customer reported seeing "Captioning Service is Ringing"
when trying to make calls. The Customer Service

Representative advised the customer that on 2/2/11 ,CapTel's

staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next available
captionist. Center locations in Madison and Milwaukee were
both under a “state of emergency” and a “civil danger” warning
declared by Wisconsin Governor Scott Walker. Even though
bus and taxi services were shut down in both cities and many
roads were impassable the Milwaukee and Madison centers
both remained open and fielded calls non-stop. Service levels
were not met for the day due to delayed answer time. The state
of emergency ended on 2/2/11 and staffing capacity was
restored. The Customer Service Representative confirmed with
the customer that they are able to make and receive calls in a
timely manner.

35

102/02/11

'T"here were general problems with the service.

02/02/11

A customer reported seeing "Captioning Service is Ringing"

when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 ,CapTel's
staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next available
captionist. Center locations in Madison and Milwaukee were
both under a "state of emergency” and a “civil danger” warning
declared by Wisconsin Governor Scott Walker. Even though
bus and taxi services were shut down in both cities and many
roads were impassabie the Milwaukee and Madison centers
both remained open and fielded calls non-stop. Service levels
were not met for the day due fo delayed answer time. The state
of emergency ended on 2/2/11 and staffing capacity was
restored The Customer Service Representative confirmed with
the customer that they are able to make and receive calls in a
timely manner.




I 36 J02/02/11 There were general problems with the service.

p————— — - -
37 J02/02/11 There were general problems with the service,

02/02/11

A customer reported seeing “"Captioning Service is Ringing"
when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 ,CapTel's
staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next available
captionist. Center locations in Madison and Milwaukee were
both under a “state of emergency” and a “civil danger” warning
declared by Wisconsin Governor Scott Walker. Even though
bus and taxi services were shut down in both cities and many
roads were impassable the Milwaukee and Madison centers
both remained open and fielded calls non-stop. Service levels
were not met for the day due to delayed answer time. The state
of emergency ended on 2/2/11 and staffing capacity was
restored. The Customer Service Representative confirmed with
the customer that they are able to make and receive calls in a
timely manner

38 r02/02111 There were general problems with the service.

02/02/11

A customer reported seeing "Captioning Service is Ringing"
when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 ,CapTel's
staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next available
captionist. Center locations in Madison and Milwaukee were
both under a “state of emergency” and a “civil danger” warning
declared by Wisconsin Governor Scott Walker. Even though
bus and taxi services were shut down in both cities and many
roads were impassable the Milwaukee and Madison centers
both remained open and fielded calis non-stop. Service levels
were not met for the day due to delayed answer time. The state
of emergency ended on 2/2/11 and staffing capacity was
restored. The Customer Service Representative confirmed with
the customer that they are able to make and receive calls in a
timely manner

02/02/11

were not met for the day due to delayed answer time The state

restored. The Customer Service Representative confirmed with

A customer reported seeing "Captioning Service is Ringing"
when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 ,CapTel's
staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next available
captionist. Center locations in Madison and Milwaukee were
both under a “state of emergency” and a "civil danger” warning
declared by Wisconsin Governor Scott Walker. Even though
bus and taxi services were shut down in both cities and many
roads were impassable the Miwaukee and Madison centers
both remained open and fielded calls non-stop. Service levels

of emergency ended on 2/2/11 and staffing capacity was

the customer that they are able to make and receive calis in a
timely manner




39 Jo2/02/11  JThere were general problems with the service.

02/02/11

A customer reported seeing "Captioning Service is Ringing"
when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 ,CapTel's
staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next available
captionist. Center locations in Madison and Milwaukee were
both under a "state of emergency” and a “civil danger” warning
declared by Wisconsin Governor Scott Walker. Even though
bus and taxi services were shut down in both cities and many
roads were impassable the Milwaukee and Madison centers
both remained open and fielded calls non-stop. Service levels
were not met for the day due to delayed answer time. The state
of emergency ended on 2/2/11 and staffing capacity was
restored. The Customer Service Representative confirmed with
the customer that they are able to make and receive calls in a
timely manner.

40 )02/02/11 I!I'-here were general problems with the service.

02/02/11

A customer reported seeing "Captioning Service is Ringing"
when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 ,CapTel's
staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next availabie
captionist. Center locations in Madison and Milwaukee were
both under a “state of emergency” and a “cwvil danger” warning
declared by Wisconsin Governor Scott Walker. Even though
bus and taxi services were shut down in both cities and many
roads were impassable the Milwaukee and Madison centers
both remained open and fielded calis non-stop. Service levels
were not met for the day due to delayed answer time. The state
of emergency ended on 2/2/11 and staffing capacity was
restored. The Customer Service Representative confirmed with
the customer that they are able to make and receive calls in a
timely manner

41 102/02/ 11 Tﬁ\ere were general problems with the service.

02/02/11

A customer reported seeing "Captioning Service i1s ﬁinging“

when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 ,CapTel's
staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next available
captionist. Center iocations in Madison and Milwaukee were
both under a “state of emergency” and a “civil danger” warning
declared by Wisconsin Govermnor Scott Wailker. Even though
bus and taxi services were shut down in both cities and many
roads were impassable the Milwaukee and Madison centers
both remained open and fielded calls non-stop. Service levels
were not met for the day due to delayed answer time. The state
of emergency ended on 2/2/11 and staffing capacity was
restored The Customer Service Representative confirmed with
the customer that they are able to make and receive calls in a
timely manner.




42 H02/02/11 There were general problems with the service.

02/02/11

A customer reported seeing "Captioning Service is ﬁinging“
when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 ,CapTel's
staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next available
captionist. Center locations in Madison and Milwaukee were
both under a "state of emergency” and a “civil danger” warning
declared by Wisconsin Governor Scott Walker. Even though
bus and taxi services were shut down in both cities and many
roads were impassable the Milwaukee and Madison centers
both remained open and fielded calis non-stop. Service levels
were not met for the day due to delayed answer time. The state
of emergency ended on 2/2/11 and staffing capacity was
restored. The Customer Service Representative confirmed with
the customer that they are able to make and receive calis in a
timely manner.

43 ﬁ02102l11 %‘lhere were general problems with the service.

-
02/02/11

A customer reported seeing "Captioning Service is Ringing"
when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 ,CapTel's
staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next available
captionist. Center locations in Madison and Milwaukee were
both under a "state of emergency” and a “civil danger” warning
declared by Wisconsin Governor Scott Walker. Even though
bus and taxi services were shut down in both cities and many
roads were impassable the Milwaukee and Madison centers
both remained open and fielded calls non-stop. Service levels
were not met for the day due to delayed answer time. The state
of emergency ended on 2/2/11 and staffing capacity was
restored. The Customer Service Representative confirmed with
the customer that they are able to make and receive calls in a
timely manner.

44 WOZ/.(')Z/ 1 l?here were general problems with the service.

02/02/11

A customer reported seeing "Captioning Setvice is Ringing"
when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 ,CapTel's
staffing was affected by blizzard conditions The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next available
captionist. Center locations in Madison and Milwaukee were
both under a "state of emergency” and a "civil danger” warning
deciared by Wisconsin Governor Scott Walker. Even though
bus and taxi services were shut down in both cities and many
roads were impassable the Milwaukee and Madison centers
both remained open and fielded calls non-stop. Service levels
were not met for the day due to delayed answer time. The state
of emergency ended on 2/2/11 and staffing capacity was
restored. The Customer Service Representative confirmed with
the customer that they are able to make and receive calls in a
timely manner.




26 §02/02711

45 F02/02/11 JThere were general problems with the service.

02/02/11

A customer reported seeing "Captioning Service is Ringing"
when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 ,CapTel's
staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the hne for the next available
captionist. Center locations in Madison and Milwaukee were
both under a “state of emergency” and a “civil danger” warning
declared by Wisconsin Governor Scott Walker. Even though
bus and taxi services were shut down in both cities and many
roads were impassable the Milwaukee and Madison centers
both remained open and fielded calls non-stop. Service levels
were not met for the day due to delayed answer time. The state
of emergency ended on 2/2/11 and staffing capacity was
restored. The Customer Service Representative confirmed with
the customer that they are able to make and receive calls in a
timely manner.

47

There were general problems with the service.

02/03/11

A customer reported seeing "Captioning Service is Ringing"
when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 ,CapTel's
staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next available
captionist. Center locations in Madison and Milwaukee were
both under a “state of emergency” and a “civit danger” warning
declared by Wisconsin Governor Scott Walker. Even though
bus and taxi services were shut down in both cities and many

roads were impassable the Milwaukee and Madison centers
both remained open and fielded calls non-stop. Service levels
were not met for the day due to delayed answer time. The state
of emergency ended on 2/2/11 and staffing capacity was
restored. The Customer Service Representative confirmed with
the customer that they are able to make and receive calls ina
timely manner

§02/02/11

There were general problems with the service

02/02/11

A customer reported seeing "Captioning Service is Ringing”
when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 ,CapTel's
staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next available

captionist. Center locations in Madison and Milwaukee were
both under a "state of emergency” and a "civil danger” warning

declared by Wisconsin Governor Scott Walker. Even though
bus and taxi services were shut down in both cities and many

roads were impassable the Milwaukee and Madison centers
both remained open and fielded calls non-stop. Service levels
were not met for the day due to delayed answer time. The state
of emergency ended on 2/2/11 and staffing capacity was
restored. The Customer Service Representative confirmed with
the customer that they are able to make and receive calls in a
timely manner.




