
HOME EQUIPMENT RELAY IMDIARA PHONE COMPANIES NEWS& I!VENTS CONTACT US 

Useful Links 

wv:w.captionedtelephone.com- General information on the Cap7el telephone equipment including 
frequently asked questions. 

vrww.sorintrela\•.com- ihis is the official site for Sprint Relay. 

www.sprintcaptelcom- CapTel service pro•tided !)y Sprint Relay 

www. weitbrecht.com- This site contains telephone equipment as well as many other items to purchase to 
aid those who are deaf, hard-of-hearing, or speech impaired. 

www.fcc.guv!cib!dro/trs.html- ihis site contains information from the Federal Communication Commission. 

WW\'l.alorq,,eqislativeljc/code•'titleSiar1lchZ.8.html- 7his site explains the legislation within Indiana 
regarding relay service and lnTRAC. 

'•'•""•'W.state.in.us!qpcpd- i'his site will connect you with the Indiana Governor's Planning Council for People 
with Disabilities. 

wv.•w.tdi-online.org- This site promotes equal access in telecommunications and media for people who are 
deaf. hard-of-hearing, latened~deaf, or deaf-bfind. 

ww·,•,•.in.gov/cucc -Indiana Office of Utility Consumer Counselor 

www.fcc.go•.•!cqb/complaints.html- How to file a complaint aboutTRS 

WW\'t.di!!abilitv.qov- Federal government website for information on disability 
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Use of Toil-Free 
Numbers for 
Video and IP 
Relay Services 

On November22. 2011. the 
Federal Communications 
Commission (FCC) adopted 
new rules regarding access 
to toll-free t&lephone numbers 
for video and IP relay 
services. The one year 
transition period will end on 
November 21, 2012. Click on 
the FCC webs He link below 
for more information on this 
important issue. 
www.fcc.govlenq•clopedialust 
-toll-free-numbers-video-and
ip-relay-service 
Also, ZVRS has a video and 
an edttorial r ... j 
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Appendix J: 

Copies of Legislation or Other 
Establishing TRS in the State 
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Indiana Code 8-1-2.8 Page 1 of7 

cere• 
Information Maintained by the Office of Code Revision Indiana Legislative Services Agency 

IC 8-1-2.8 
Chapter 2.8. Dual Party Relay Services for Persons Who Are Deaf, Hard of Hearing, or Speech 

Impaired 

IC 8-1-2.8-1 
"ADA" 

Sec. 1. As used in this chapter, "ADA" refers to the federal Americans with Disabilities Act of 1990 
(47 u.s.c. 225). 
As added by P.L.75-1991, SEC.l. 

IC 8-1-2.8-2 
"Commission" 

Sec. 2. As used in this chapter, "commission" refers to the Indiana utility regulatory commission. 
As added by P.L.75-1991, SEC.l. 

IC 8-1-2.8-3 
"Dual party relay services" 

Sec. 3. (a) As used in this chapter, "dual party relay services" means telecommunications 
transmission services that provide the ability for a person who has a hearing impairment or speech 
impairment to engage in communication with a hearing person in a manner that is functionally 
equivalent to the ability of an individual who does not have a hearing impairment or speech impairment 
to communicate using voice communication services. 

(b) The term includes services that enable two-way communication between a person who uses a 
telecommunications device for individuals who are deaf or other non voice terminal and a person who 
does not use such a device. 
As added by P.L.75-1991, SEC.l. Amended by P.L.27-2006, SEC.28; P.L.99-2007, SEC.31. 

IC 8-1-2.8-4 
"FCC" 

Sec. 4. As used in this chapter, "FCC" refers to the Federal Communications Commission. 
As added by P.L.75-1991, SEC.l. 

IC 8-1-2.8-5 
"Deaf, hard of hearing, or speech impaired person" 

Sec. 5. As used in this chapter, "deaf, hard of hearing, or speech impaired person" means a person 
who is so certified by a licensed physician, an otolaryngologist, a speech language pathologist, an 
audiologist, or a qualified state agency. 
As added by P.L.75-1991, SEC.l. Amended by P.L.109-2012, SEC.3. 

IC 8-1-2.8-6 
"Indiana Telephone Relay Access Corporation for the Hearing and Speech Impaired" 

Sec. 6. As used in this chapter, "Indiana Telephone Relay Access 

Corporation for the Hearing and Speech Impaired" or "InTRAC" means a corporation formed under 
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IC 23-7-1.1 (before its repeal on August 1, 1991) or IC 23-17 that meets the requirements of section 18 
of this chapter. 
As added by P.L.75-1991, SEC.1. Amended by P.L.1-2010, SEC.39. 

IC 8-1-2.8-7 
''Local exchange access service'' 

Sec. 7. As used in this chapter, "local exchange access service" means telephone exchange access 
lines or channels that provide local access to the local telecommunications network to effect the transfer 
of information. 
As added by P.L.75-1991, SEC.1. 

IC 8-1-2.8-8 
"Local exchange company" 

Sec. 8. As used in this chapter, "local exchange company" or "LEC" refers to any communications 
service provider (as defined in IC 8-1-2.6-13(b)) that: 

(1) has a certificate of territorial authority on file with the commission; and 
(2) is required to provide dual party relay services to deaf, hard of hearing, and speech impaired 

persons under federal law. 
As added by P.L.75-1991, SEC.1. Amended by P.L.27-2006, SEC.29; P.L.109-2012, SEC.4. 

IC 8-1-2.8-9 
"Telephone company" 

Sec. 9. As used in this chapter, "telephone company" means: 
(1) any natural person, firm, association, corporation, or partnership, owning, leasing, or operating 

any lines, facilities, or systems used in the furnishing of telephone service; and 
(2) any common carrier or carrier as those terms are defined in Title IV of the ADA. 

As added by P.L.75-1991, SEC.1. 

IC 8-1-2.8-10 
Findings and declarations 

Sec. 10. The general assembly finds and declares the following: 
(1) That it is in the public interest of the state to promptly provide deaf, hard of hearing, or speech 

impaired persons with access to telecommunications services that are functionally equivalent to those 
provided to hearing persons. 

(2) That Title IV of the ADA mandates that each telephone company providing telephone service 
within the state must provide dual party relay services on or before July 26, 1993, to deaf, hard of 
hearing, and speech impaired persons within the territorial area or areas it serves in a manner that meets 
or exceeds the requirements of regulations prescribed by the FCC. 

(3) That the most efficient, cost effective, and fair method for 

LECs to provide dual party relay services to deaf, hard of hearing, and speech impaired persons and to 
comply with the federal mandate without the use of tax revenues is the establishment of the Indiana 
Telephone Relay Access Corporation for the Hearing and Speech Impaired under this chapter. 

(4) That the provision of dual party relay services to deaf, hard of hearing, and speech impaired 
persons can be enhanced by providing in appropriate circumstances in the sole discretion of the InTRAC 
telecommunications devices that facilitate access to the dual party relay services. 
As added by P.L.75-1991, SEC.1. Amended by P.L.B0-1996, SEC.1; P.L.27-2006, SEC.30; P.L.109-
2012, SEC.5. 

IC 8-1-2.8-11 
Residential and business lines; surcharge 
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Sec. 11. Beginning on June 1, 1991, the commission shall require each LEC to impose a monthly 
surcharge in the amount of five cents ($0.05) on each residential and business line (or line equivalent) of 
its customers to fund and recover costs for developing and providing dual party relay services that may 
include in appropriate circumstances in the sole discretion of the InTRAC providing telecommunications 
devices to deaf, hard of hearing, and speech impaired persons. 
As added by P.L.75-1991, SEC.1. Amended by P.L.B0-1996, SEC.2; P.L.109-2012, SEC.6. 

IC 8-1-2.8-12 
Adjustment of surcharge 

Sec. 12. (a) The InTRAC may periodically apply to the commission for an adjustment in the amount 
of the monthly surcharge that a LEC must impose on its customers under this chapter. Before applying 
to the commission for such an adjustment, the InTRAC must do the following: 

(1) Employ an independent accounting firm to review its surcharge determinations and to review 
and audit those accounts of the InTRAC and its members relevant to the surcharge. 

(2) File with the commission in connection with its application a copy of the report prepared by the 
accounting firm under subdivision (1). 

(b) When the InTRAC applies for an adjustment under this section, the commission may perform 
audits and tests to verify the calculation of the adjustment. However, the sole purpose of audits and tests 
by the commission must be to assure that the revenue produced by the surcharge is sufficient to cover 
the costs incurred by the InTRAC in providing services that meet the requirements imposed on 
telephone companies by the ADA. The costs incurred by the InTRAC include the following: 

(1) Costs for the development, continued operation and 

improvement of dual party relay services that may include in appropriate circumstances in the sole 
discretion of the InTRAC providing telecommunications devices to deaf, hard of hearing, and speech 
impaired persons. 

(2) The administrative costs of the InTRA C. 
(3) The amount of reasonable reserves necessary to meet future costs. 
(4) The amounts paid by the InTRAC to each LEC to compensate the LEC for collection, inquiry, 

and other administrative services it provides for the surcharges. 
(5) The amounts paid by the InTRAC to each LEC to compensate the LEC for the necessary costs 

incurred by the LEC in facilitating inter-connection with and effecting use of the dual party relay service 
for their respective customers. 

(c) It is the intent and purpose of this section that the InTRAC shall have available to it at all times 
sufficient funding to develop, provide for, and maintain dual party relay services that meet or exceed the 
requirements imposed by the ADA. 
As added by P.L.75-1991, SEC.1. Amended by P.L.B0-1996, SEC.3; P.L.109-2012, SEC.7. 

IC 8-1-2.8-13 
Approval of surcharge adjustment 

Sec. 13. Unless the commission disapproves an application by the InTRAC for a surcharge 
adjustment within ninety (90) days of the application, the commission shall approve the adjustment, and 
the LEC may charge and collect an adjusted surcharge. However, the commission may not approve an 
adjustment that results in a monthly surcharge that exceeds forty cents ($0.40) per residential or business 
line (or line equivalent). 
As added by P.L.75-1991, SEC.1. 

IC 8-1-2.8-14 
Monthly bill; collection of surcharge 

Sec. 14. A surcharge shall be collected on the regular monthly bill that aLEC sends to each of its 
customers. The surcharge may be separately identified on customers' bills as a special surcharge for the 
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provision of services, including telecommunications devices as provided in section 10(4) of this chapter, 
to deaf, hard of hearing, and speech impaired persons. 
As added by P.L.75-1991, SEC.1. Amended by P.L.1-1992, SEC.30; P.L.B0-1996, SEC.4; P.L.109-2012, 
SEC. B. 

IC 8-1-2.8-15 
Accounting and recovery of costs 

Sec. 15. All costs incurred by aLEC as a result of its compliance with the ADA requirements to 
provide services to deaf, hard of hearing, and speech impaired persons shall be accounted for separately 
and recovered as required by the ADA and the FCC. 
As added by P.L.75-1991, SEC.1. Amended by P.L.109-2012, SEC.9. 

IC 8-1-2.8-16 
Exemption from taxes and fees 

Sec. 16. The amount of money collected by aLEC in surcharges under this chapter is exempt from 
all state income taxes and all fees imposed under IC 8-1-6. 
As added by P.L.75-1991, SEC.1. 

IC 8-1-2.8-17 
Payments of surcharge 

Sec. 17. A LEC that collects a surcharge under this chapter shall pay the amount collected for the 
surcharge on the terms and in the manner determined under section 21(2) of this chapter to a not-for
profit corporation formed under IC 23-7-1.1 (before its repeal on August 1, 1991) or IC 23-17 and 
named "The Indiana Telephone Relay Access Corporation for the Hearing and Speech Impaired". 
However, no payments under this section may be made to the InTRAC until the following occur: 

(1) The InTRAC files with the commission the following: 
(A) A certificate of existence issued by the secretary of state that certifies that the InTRAC is in 

existence under Indiana law. 
(B) A certificate in which two (2) authorized officers of the InTRAC certify that the corporation 

meets the requirements of section 18 of this chapter. 
(C) A document executed by an authorized officer of the InTRAC in which the InTRAC agrees 

to meet the requirements of sections 18 and 21 of this chapter. 
(2) Copies of the certificates described in subdivision (1)(A) and (l)(B) have been delivered to each 

LEC that collects the surcharge required by this chapter. 
As added by P.L.75-1991, SEC.1. Amended by P.L.1-2010, SEC.40. 

IC 8;.1-2.8-18 
Articles of incorporation 

Sec. 18. The articles of incorporation of the InTRAC must provide the following: 
(1) The name of the corporation shall be "Indiana Telephone Relay Access Corporation for the 

Hearing and Speech Impaired". 
(2) The sole purpose for which the InTRAC shall be organized and operated is to provide at the 

lowest cost reasonably possible: 
(A) on behalf of LECs and the citizens of Indiana; and 
(B) in conjunction with LECs; 

adequate and dependable dual party relay services that may include in appropriate circumstances in 
the sole discretion of the InTRAC telecommunications devices to deaf, hard of hearing, and speech 
impaired persons within the territorial area in Indiana that LECs serve in a manner that meets or exceeds 
the requirements of regulations prescribed by the FCC. 
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(3) The InTRAC must have authority to perform any lawful act that is necessary, convenient, or 
expedient to accomplish the purpose for which the InTRAC is formed. 

( 4) No part of the net earnings of the InTRAC may inure to the benefit of any member, director, or 
officer of the InTRAC, nor shall any member of the InTRAC receive any earnings from the corporation 
except as follows: 

(A) A member may be an independent contractor, a supplier, a vendor, or an authorized agent of 
the InTRAC and may receive fair and reasonable compensation for the member's provision of goods or 
services. 

(B) An officer may receive reasonable compensation for services that the officer performs in the 
officer's capacity as an officer of the InTRAC. 

(C) A director may be reimbursed for expenses incurred by the director in the performance of the 
director's duties. 

(5) The InTRAC may not: 
(A) make an advancement for services to be performed in the future; or 
(B) make a loan of money or property to any director or officer of the corporation. 

(6) No member, director, or officer of the InTRAC or any private individual may share in the 
distribution of any of the assets of the InTRAC upon its dissolution. 

(7) If there is a dissolution of the InTRAC, any of the assets of the InTRAC available for 
distribution shall be distributed to a charity: 

(A) selected by the board of directors of the InTRAC; and 
(B) having a purpose that includes providing services to persons who are deaf, hard of hearing, 

and speech impaired. 
(8) The InTRAC shall have one (1) class of members consisting of those communications service 

providers that are designated as authorized LECs by the commission. 
(9) Each member of the InTRAC shall serve as a member for as long as the commission finds that 

the member is a LEC. A member's: 
(A) right to vote at meetings of the members of the InTRAC; and 
(B) right, title, and interest in or to the corporation; 

cease on the termination of a member's membership. 
(10) Each member present in person or by proxy at a meeting of the members of the InTRAC may 

cast one (1) vote upon each question voted upon at: 
(A) all meetings of the members; and 
(B) in any election of a director of the InTRA C. 

(11) The board of directors of the InTRAC consists of seven (7) directors selected as follows: 
(A) Six (6) directors elected by the members of the InTRAC. 
(B) The director of the state office of deaf and hearing impaired services. 

(12) The business, property, and affairs of the InTRAC are managed and controlled by the board of 
directors of the InTRA C. 
As added by P.L.75-1991, SEC.1. Amended by P.L.B0-1996, SEC.5; P.L.27-2006, SEC.31; P.£.109-
2012, SEC.JO. 

IC 8-1-2.8-19 
Articles of incorporation; additional provisions 

Sec. 19. The articles of incorporation of the InTRAC may contain provisions in addition to those 
specified in section 18 of this chapter that: 

(1) the members of the InTRAC provide in accordance with IC 23-7-1.1 (before its repeal on 
August 1, 1991) oriC 23-17; and 

(2) do not violate the provisions required under section 18 of this chapter. 
As added by P.L.75-1991, SEC.1. Amended by P.L.1-2010, SEC.41. 
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IC 8-1-2.8-20 
Actions in pursuit of purposes 

Sec. 20. (a) In pursuit of its purpose, the InTRAC may do the following: 
. (1) Perform audits and tests of the accounts of aLEC to verify the amounts described in section 12 

of this chapter. 
(2) Provide by contract dual party relay services to communications service providers operating 

outside Indiana if the effect of the contract: 
(A) is to decrease the amount of surcharges imposed on the customers of members of the 

InTRAC; and 
(B) does not sacrifice the quality of service that InTRAC provides for those customers in the 

absence of a contract. 
(b) The actions described in subsection (a) are examples and are not intended to limit in any way the 

scope or types of actions that the InTRAC may take in pursuit of its purposes. 
As added by P.L.75-1991, SEC.l. Amended by P.L.27-2006, SEC.32. 

IC 8-1-2.8-21 
Duties of InTRAC 

Sec. 21. The InTRAC shall do the following: 
(1) Establish, implement, and administer, in whole or in part, a statewide dual party relay service 

system. Any contract for the supply or operation of a dual party relay service system or for the supply of 
telecommunications devices shall be provided through a competitively selected vendor. 

(2) Determine the terms and manner in which each LEC shall pay to the InTRAC the surcharge 
required under this chapter. 

(3) Annually review the costs it incurred during prior periods, make reasonable projections of 
anticipated funding requirements for future periods, and file a report of the results of the review and 
projections with the commission by May 1 of 

each year. 
(4) Annually employ an independent accounting firm to prepare audited financial statements for the 

end of each fiscal year of the InTRAC to consist of: 
(A) a balance sheet; 
(B) a statement of income; and 
(C) a statement of cash flow; 

and file a copy of these financial statements with the commission before May 2 of each year. 
(5) Enter into contracts with any LEC to provide dual party relay services for the LEC, upon 

request by the LEC. However, the InTRAC: 
(A) shall require reasonable compensation from the LEC for the provision of these services; 
(B) is not required to contract with its members; and 
(C) shall provide dual party relay services to InTRAC members for communications service 

originating with the members' Indiana customers for no consideration other than the payment to the 
InTRAC of the surcharges collected by the member under this chapter. 

(6) Send to each of its members and file with the governor and the general assembly before May 2 
of each year an annual report that contains the following: 

(A) A description of the InTRAC's activities for the previous fiscal year. 
(B) A description and evaluation of the dual party relay services that the InTRAC provides. 
(C) A report of the volume of services the InTRAC provided during the previous fiscal year. 
(D) A copy of the financial statements that subdivision (4) requires. 

A report filed under this subdivision with the general assembly must be in an electronic format 
under IC 5-14-6. 
As added by P.L.75-1991, SEC. I. Amended by P.L.B0-1996, SEC.6; P.L.28-2004, SEC.72; P.L.27-2006, 
SEC.33. 
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IC 8-1-2.8-22 
Use of InTRAC services by nonmembers 

Sec. 22. If: 

Page 7 of7 

(1) a communications service provider that is not a member of InTRAC originates, carries, or 
terminates, in whole or in part, any telecommunication message that uses the InTRAC's dual party relay 
services; and 

(2) refuses to: 
(A) enter into a contract with the InTRAC as provided in section 21(5) of this chapter; or 
(B) pay any sums due under such a contract; 

the InTRAC may apply to the commission for an order requiring just and reasonable payments or the 
payments that are due under the contract. The InTRAC may enforce this order in the courts of the 

state. 
As added by P.L.75-1991, SEC.l. Amended by P.L.27-2006, SEC.34. 

IC 8-1-2.8-23 
Exemption of InTRAC from commission jurisdiction; affiliated interests 

Sec. 23. (a) If the InTRAC meets the requirements of sections 18 and 21 of this chapter, the InTRAC: 
(1) is not a public utility; 
(2) is not a telephone company or a communications service provider; and 
(3) is free from the jurisdiction and oversight of the commission except as specifically provided in 

this chapter. 
(b) The InTRAC is not an affiliated interest (as defined in IC 8-1-2-49). An officer, a director, or a 

member of the InTRAC may not be construed to be an affiliated interest solely because that person or 
entity is an officer, a director, or a member of the InTRA C. 
As added by P.L.75-1991, SEC.l. Amended by P.L.27-2006, SEC.35. 

IC 8-1-2.8-24 
Charitable purposes; exemptions 

Sec. 24. If the InTRAC meets the requirements of sections 18 and 21 of this chapter, the InTRAC: 
(1) for purposes of all taxes imposed by the state or any county or municipality in Indiana is an 

organization that is organized and operated exclusively for charitable purposes; and 
(2) qualifies for all exemptions applicable to those organizations, including but not limited to those 

exemptions set forth in IC 6-2.5-5-21(b)(1)(B) and IC 6-1.1-10-16. 
As added by P.L.75-1991, SEC.l. Amended by P.L.192-2002(ss), SEC.144. 

IC 8-1-2.8-25 
Immunity from civil liability 

Sec. 25. The following are not liable in any civil action for any injuries or loss to persons or property 
incurred by any person as a result of any act or omission of any person or entity listed in subdivisions (1) 
through (3) in connection with the development, adoption, implementation, maintenance, or operation of 
any system that provides dual party relay services or telecommunications devices, except for injuries or 
losses incurred as a result of willful or wanton misconduct: 

(1) The InTRAC. 
(2) A LEC providing dual party relay services. 
(3) An employee, a director, an officer, or an agent of an entity listed in subdivision (1) or (2). 

As added by P.L.75-1991, SEC.l. Amended by P.L.B0-1996, SEC.7; P.L.27-2006, SEC.36. 
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InTRAC 
Indiana Telephone Relay Access Corporation 

for the Hearing and Speech Impaired 

June 27.2007 

Marlt!ne H. Dortch 
Oflice of the Secretary JUN 2 8 2007 
Federal Communications Commission 
445 l21

h Street. SW 
Room TW-B204 

FCC- MAIL~OOM 

Washington D.C. 20554 

Re: ln the Matter or Telecommunications Relay Services and Speech-to-Speech 
Services f(lr Individuals with Hearing and Speech Disabilities, CG Docket No. 03-123 

Dear Ms. Dortch: 

l'hank you tor the opportunity to provide you with the information on Indiana's 
consumer complaint Jogs for June I, 2006 through May 31. 2007. I have enclosed: 
original and four copies of the following: 

• Complaint Summary Sheet IN TRS/CapTel (6/01/06-5/3 t/07) 
o Original and four copies 

• Supporting Diskette 

All of the consumer complaints regarding Relay Indiana Service have been resolved 
satisfactorily under 180 days. Sprint Customer Service recorded 70 complaints and a 
narrative of resolution accompanies each customer call. No complaints were filed 
directly with lnTRAC. 

If you need more inl(lrmation, please contact me at 317-334-1413 or by email, 
INRELA Y<chtol.com. 

Sincerely. 
l, - ?-

,\,).1...-?1-1-f.. ·y- ~(._[.;~ 
Ginny Barr 
Executive Director 

En c. -·--··------

-:-:-oz WuoJI.tnd Dr .. Suit~ 250 • Indianapolis, IN 46278 
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Complaint Tracking for IN (06/01/2006-05/31/2007). Total Customer Contacts: 70 

•f Nature of Complaint Date of Expltnatlon of Resolulloo 
lnt 

7 Call to OA, screen was garbled, C~Jstomer was angry that agent had to ask 05/25/07 Supervisor verified the screen was garbled; non-agent error. 
for darltlcation. 

7 Echo Sounds- Cap Tel user hears 05123/07 Advised customer to make use of VolUITI8 and Tone settings to optimize ssund quality on 
Cap Tel phone. Advised customer hew to property hold handset for echo reduction. 

7 TTY custamer stated that at 9:08 AM a call was placed into IN Relay and 05/18/07 Apolagized for the lncanvenlence aAd assured the customer that this would be foiWarded to t 
received a relay greeting including the agent ID; however there was no agent's direct supervisor. No foRow up necessary. Team Leader met with agent and discusse 
response at the beginning of a call that was established. Attempted proper call procedures. Talked about the importance of following customer Instructions and 
several times to prowke a respond from the agent but there were none. informed agent that If they are having technical dll'llcrultiea that a supervisor should be netifie< 
Caller then decided to disconnect the call. of the situation. Agent understood. 

7 Disabling Turbo Code Interrupts transmission. Htppens on every call. 05/17/07 Nothing wrong on relay end. Appears to be customer's equipment. Non-agent error. Team 
Agent did not disable turbo code. Leader witnessed the call. No action taken. 

7 Cuatcmer felt that the agent took too long processing a DA caH. 05116107 Team Leader reviewed DA calling procedures with the ~gent. 

7 TTY customer said the agent dialed aut before he gave a GA and the 05/15107 Apologized to the customer. No follow liP reqwsted. Brought the errors to the agenrs 
number the agent dialed was incorrect. (Agent dialed 269 instead of 26<4). attention. Coached him on waiting for a GA before dialing Cillilt and to be very careful to input 

numbers correctly. 

7 EchO Sounds • other party hears 04/26/07 PI'O'IIded customer with general tips for raduclng echo, Including handset placement, volume 
adjustment. and using an asslstive listening device. 

7 Disconnect/Reconnect dur:lng calls 04126101 Sent customer Information explaining the difference between a CapTel phone end a tradition! 
phone. Explained to customer why dlsconnectlonJreconnectlon might be oCCI.Ifling and sent 
email with tips to reduce their occurrence. 

7 IN VCO user called to complain that when agent dialed number the other 03127/07 Apologized for the problem. Customer did not reql:lftt follOw up. Team Leader sJK)ke with this 
person hung up and when the cal was disconnected the agent redlaled agent and the agent does not remember this call. Agent was IIWire of the need to focus on 
and reached a different number. Caller says that when she qUQtioned the calls and the consequences for liCk thereof. 
agent the agent refused to ackn~ what was going on. this 
haj)l)eAed at 3:00pm today. 

7 IN VCD Is net being heard by relay agents and her friends complain they 03/15/07 Apologized and entered Trouble Ticket. Customer does want cBntact. lrrtemal Update 
can not hear her voice on vco. Customer experiences garbling Performed. Called the customer and left a message to cal me back. E-malled customer but 
intermittently. Problem occurred again today 3115107 05:15PM. stll no response. 

7 CUstomer stated that she Ia experiencing more frequent problems with 04127107 Thanked the CI:IStomer for letting us know and nsured that the Tro~le Ticket W0Uid be tume 
garbling on her cals. in as stated. Follow up requested. Internal Update Perfonned. Cded the customer with no 

h.Jck; the customer wasn1 able to give any agent 10 number, so not possible to resolve this 
issue. 
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. r:rr.. &J , vco custGmer getting disconnected from relay operator. 03/14/07 Apologized for the problem and opened Trouble Ticket. Fonow up requested. ntiomAI rJIVISilio 

Pelfonned. Called the customer and left a message to caU me back and sent her a letter as 
well. 

r Customer requested frequently dialed number - after 3 minutes there was 03/10/07 Apologized to customer for delay and coached agent on proper procedln to complete the cal 
no response from CA. CA had requested supervisor because FD was not 
working. 

r Upset that DA operator didn't walt for relay to give the city and state 03/09/07 Non-agent error. 
befare hanging up. Claimed relay didn't give the "GA" In the can but saw it 
on the computer screen. 

r Customer called to get DA: CA asked for the city, state. and Hating, which 03/09/07 Need to get clartficatlon what which CA it was. The caller provided two 10 numbers. Made thrE 
customer pi'Ovided. then suddenly the call was transferred to the person attempts to cal customer to clarify the agent number lnvalved iA the complaint. Each tkne the 
whose number she was trying to get She did not want to call the number. was no answer. Unable to coach CA due to not knowiAg who It was. Customer called In to rei; 
she only waAted to 11nd out what it was. She Is upset because if the CA and couldn't remember the agents number. I advised her that If she Is In fact blUed for the DA 
chose the DA option to connect to the number, she will be charged. Even call. she should call us back to let us know. 
if the CA just dialed the number heJSelf she should not have done so 
without instructions. She wants to know exactly what theCA did and why. 

7 Service • General 03106/07 Technical problem identified. Resolution provided by network vendor. 

7 Service - General 03105/07 Technical problem Identified. Resolution provided by network vendor. 

7 Service - General 03105107 Technical problem identified. Resolution provided by network vendOr. 

7 Sel'vice - General 03105/07 Technical problem identified. Resolution provided by network vendor. 

7 Service • General 03105107 Technical problem Identified. Resolution provided by network provider. 

7 Service • General 03105107 Technical problem Identified. Resolution provided by networt provider. 

7 Service - GeAeral 03/05107 Technical problem identified. Resolution provided by networt vendor. 

7 Service • General 03/05107 Technical problem identified. Resolution provided by network provider. 

7 Agent did not respc:md for 5 minutes after the customer gave the "GA. • 02127/07 Spoke to CA regarding CGmplaint. CA did not remember aueh a caM 11appeAing. Coached CA 
on ataylng responsive and focused on every call. 

7 TIY customer gave agent full Aumber to dial. Stated agent asked the TIY 02126107 Spoke to agent who said that the number came in Incomplete aoo was wailing for a GA frGm 
cuatomer for the number to dial, and customer was fruatrated that agent the caller so aa not to interrupt. When the agent asked again for the number, the nv user 
asked again for the number. nv customer's notes aay sklw' typing to 50 became upset and would Rot provide the number again. Agent said he had followed customer 
WPM lnd to diuble Turbo Code Asked If perhaps when agent was notes Instructions by slowing the typing speed and dlsablng Turbo Code. Agent followed 
disabling Turbo Code the agent missed info. correct procedures. 
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7 IN vco user complained a~nts can not hear him on VCO using 02122107 Apologized, said would let tectlniclans know. and rebranded VCO. Entered Trouble Ticket. N• 

dedicated vco '· contact wanted. Internal Update Performed. Made test calla and this wil be fixed with the ne 
Phoenix desktap. 

7 Celler camplaiAed that mpe~er took a long time to outdlal and didn't send 02120107 Coactled CA on preper directory assistance calling procedures. There was no ring • DA just 
ringing macro. Alse, teok a long lime to get superviSor when asked by answered • non-agent el'l'ar. Advised on the Importance of getting supervisor when asked by 
caller. customer. 

7 Operatar guessed on garbling (Instructions given after FD name given) 02/20107 Team Leeder coached CA on preper macro far garbled messages. Also coached CA on 
Instead Of asktng them ta repeat. Therefore, call was not processed as dlsabHng the turbo code and slOWing dOWR typing speed to pr:event garbled messages • if tha· 
requested. doesn't wor'K, CA should notify a supervisor. 

7 Custamer had a long caN with a friend and during the conversation there 02115/07 Forwarded on to agent's Team Leader for follow up on proper disconnection processes and 
was no response from the agent, no GA or indication the outbound had keeping the customer informed. Agent was terminated for discoMecling multiple calls. The 
hung up. Custamer waited 10 minutes befare hanging up. Trainer contacted party to adviSe of the situation on 2/15107. 

7 Agent did not place cutdlal for more than 3 minutes after customer gave 02/14107 FOTWarded on to supervisor for follow up on follcMlng custamer lnstructklns, dial GUt time, 
number. Customer asked agent to get supervisor 4 times. Agent did nat keepinO customer Informed and being more polite. Center manager and Team Leader met w 
get supervisor, did not send ringing macro and never let customer know this agent. She did not remember the can. but the center manager coached her on multiple 
person was on the line and did not let her know person hung up. complaints and Improper dlsconneds. Informed her to call for supervisor if there Is any proble 

with the can. 

7 Ct:JStomer upset thatoo Gne •nswers at customer service. She Wilted for 02/12107 Non agent error. Complaint was nled 2/1 1107 at 1 :2>4 Forwarded on to custGmer sei'Vice. cs 
over6 minutes aAd no response. Asked Relay to transfer her again. Relay h" Hmlted staff on weekends due to low e~n volumes. CS agents were assisting other caNers 
transferred her again to customer service. Appreciate the customer contacting us ta let us know. Stamng wAI be reviewed. 

7 IN VCO user complained she is not getting connected property for VCO 02109/07 Apologlzed,let customer knowtectlnlclans would be alerted. Entered Trouble Ticket. Went 
when dlaUng the dedicated VCO t programmed Into her phOne. Into customer's branding to update that she is a VCO dedicated user. Customer did nat reque 

foHowup. 

7 Customer complaiAed agent took too long to dial out. 02107107 Per Team Leader, customer had a lot of notes. Coached agent to send •ene moment please" 
there Is delay In dial out due to many notes 

1 DisconnediReconnect during calls 02/07/07 Gave customer Information explaining why dllconnectlreconnect might be occurring and gavE 
tips ta reduce occurrence. Also advised to have the phone line tested as there was I!!Uite a bit 
of background static. 

7 VCO caller reported that her branding Is not In place for her caMs through 02/06107 Apologized for the Inconvenience and reqyelted the Clller provide several tO niM'!lbers of 
relay today. She Is concerned because she cannot make quick agents so Trouble Ticket could be entered. Told her the branding was In place during her caM1 
connection to relay and may need to make emergency cans for her elderly to Customer Servlee. She called back with ID numbers so Trouble roe! was entered. No 
mother living with her. follow up requested. 
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Accuracy of captions 01131/07 Customer's representative shared feedback regarding accuracy of captions. Apologized for 
incidenca and thanked customer for the feedback. Suggested customer document the date. 
time and CA number for more specific foHow up. 

1TY customer stated at approximately 7:16AM (central time). slhe placed 01/16/07 Apologized to the customer and assured of follow up via letter per request. AgeRt stated that 
a can into relay and received the garbled greeting. Then the number was she has experienced several caH drops this morning and was coached on caH drOjil procedure 
provided aACI can was placed. All that was shown on customer's screen Letter was written up and mailed. 
was, "ringing 1 ... 2" and nothing else. The customer then typed, ''hello are 
you there q• and received no further response for approximately 3 
minutes. Stated that there is no rain nor storm so bad line can not be 
attributed to this disconnection. 
caned doctor's o!Yiee, long wait and confused with answering machine. 01/11/07 Team Leader folloWed up with agent about proper answering machine procedure aRd proper 
Customer was told they were holding for a live person. Asked for recording procedure. 
supervisor. Agent hung up. 

Voiee custemer unable to complete call via IN Relay to 1TY user agent 06/01/07 Apologized and advised that complaint and trouble ticket would be entered. Follow up 
and customer hears recording •number disconnected or no longer in requested. RPM called the customer and left a menage informing that the complaiRt was 
aervic:e" customer can call direct and hear 1TY tones without problem but resolved and the phone number he tried to contact was not related to COC, but confirmed that 
not via Relay. the phone number that he tried to contact is actually no longer in service. 

Cuatomer was upset that operator did ROt caH through. He thsught the 01/01107 Supervisor, whQ witnessed the call, spoke with customer. Operator didn't do anything wrong. 
operator was rude. The customer gave too many number to dial out. Non-agent error. 

caler gave agent number to dial and walled for 3 minutes for a response. 01101/07 Team Leader met with agent about complaint and went over process for directory assistance 
Asked for supervisor and had to walt for a long while for a supervisor. with agent. Agent did remember the cal but was confused as to what customer was asking for. 

called over supervisor, but person hung up before supervisor ceuld assist. 

-·------ --
IN vco customer called In to say Instructions were given to not type out 01115107 Apologized to the customer. No follow up needed. Team Leader met with CA. emphasized to 
the answering machine message, just give the GA when It IS time to leave be sure to f()flow customer Instructions. 
a measege. The operator typed out the message and then said answering 
machine hung up. CUstomer Is upset because this is wasting her Ume, 
and also having to report the operator Is more time wasted. 

IN VCO customer called in to say the operator did not follow her 12/2210& Apologized to the customer. Cuatomer does ROt need follow up. SUpervisor met with CA who 
lnatructlons. Customer did not want the answering machine message said he did have a call on Friday 1212210& where VCO eu~tomer caRed In and number dialed 
typed out, just wanted to know when to leave the message. The operator reached answering machine; caner wanted to leave message, which was done. Then caller 
typed out the mesaage and then said an1W811ng machine hung up, gave another number to dial and reached another answering machine, Because it was a 
causing the customer to waste time. Customer Is upset because she Is completely new can, CA assumed correctly that new instructions would have to be given. VCO 
wasting more time having to report the operator. customer did not Indicate at this time If wanted to leave a message If answering mechine was 

reached. CA followed proper procedure. 
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l6 This caller wanted to place a call to a toll-flee number through the Indiana 12/20/06 ln1ormed the caner that we would investigate the matter and was tOld to "just leave a messa 
Relay service. but the operator simply did nat respond In any way. at the callel's number aftei'Ward. Expressed hepe that the caller would be able to place the c 

desired without further diMculty. Note: It may be signfficanl that I received a substantial amc 
of garbled text from this caler. Trainer left messages on customer machine asking far furtn 
Information In order to properly investigate problem and have had no luck receiving any call 
back. Agent had no knOWledge of this Incident. Closing ticket due to unable to contact 
customer. 

)6 Disconnect/Reconnect during calls 12120/06 Sent customer information explaining the difference between a CapTel phone and a traditio! 
phone. Explained to customer why dlscannectlanlreconnection might be occurring and sent 
email with tips to reduce their occurrence. 

)6 Caller complained that agent never dialed out and sat there and didn't do 12/08/06 AgeAt demonstrated knowledge of dlaHng out within 5 secands after the GA Is typed. Na fot~ 
anything. up requested for further invetStlgatloo. 

l6 IN voiee person called and had a complaint about agent. When she gave 12/06/06 Apologized for the agent being rude. No follow-up requested Supervlsar discussed complain 
the agent the number to dial the agent rudely asked her If she was calling with operator and also went over proper call procedures. 
someone who was deaf or hearing Impaired. 

l6 [Technical - General 12107106 CUstomer referenCed two calls that lost connection. Cap Tel Service apologized to customer 
this Incidence. Tech support identified one caM was lost due to a lost cellular connection. 
Advised customer they may hang up and redial. 

l6 CA was net able to retrieve Info on answering machine. Message was 11130/06 Explained that answering machine kept cutting out but was not hiPPY that entire message 
cutting out. couldn't be retrieved. No action taken. Non-agent error. 

l6 Voice person felt CA did not have the finesse to handle difficult relay calls 11/28106 CA stated the customer came In on the vaice line with a very bad attitUde. CA followed the 
She called to leave a message on a TTY answering machine but she said customer's specific Instructions not to disconnect the can after the TTY a111swertng machiAe 
the CA waa aJrt and aarcastlc. She asked him to tum off Turbo Code (he finished pllylng. The customer then asked CA again If they were sun connected, and the CA 
did) and to let the message play through, but he Cl!lt her off and said It said they were. Despite following the instructions, the customer asked for a supervisor anyh( 
already went through. She said Sprint operators and SRO operators are The AIC that took the complaint said that when the woman filed the complaint she told the AI 
narmally good but this one needs to be retrained to serve In a transparent she was in a really bad mood; It was the TL's apinlan that the CA didn't da anything wrong, b 
and slow down for the hearing, not just for the deaf. coached CA on politeness and making SIJI'e to contact a supervisor If It is suspected that the 

call may go bad. 

l6 IN VCO user called to complain that he was getting static on the line when 10/23106 Entered Trouble Ticket; customer does request follow up from technicians. RPM contacted 
he called to Directory Assistance. customer via e-man to ensure that no further problema have occurred. Customer to contact 

RPM If any further Issues arise. 

l6 Garbling -- -- 10/20106 Non-agent error. Agent disabled T~o Cade and tawered typing speed to 50 as written In 
customer notes. 
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TTY customer unable to place local call. 10/09/06 Apologized and entered Trouble Ticket. Follow-up requested. RPM lfll'll an e-mail to the 
customer. RPM also called but the phone number was no longer available. 

Caller said agent took two minutes to aAswer her incoming call oA relay. 09126106 Apologized for the problem. No follow up required on this issue. Non-agent error; phone lines 
were extremely busy. 

IN TTY customer called to C&l11plaiA that some agents who dial a oomber 09/24/116 Apologized for inconvenience. OpeMd Troulille TICket. FoHow up requested. RPM received 
from her FD list reach a recording that says the number is not a valkl confmatlon that it has been resolved due to the fact that the customer has contacted Indiana 
number, but other agents car:1 put the call through without preblems. Relay and the previous accol:l!'lt manager. 

Service • General 09120/06 Apologized for Incidence and thanked customer for shama. Experience has been shared with 
technical support. Suggested caller redial call and document the date and time so we can 
foHow up with specifics. 

IN voice customlll' states they have been receiving harassing calls 09116/045 Apologized, explained the service and referred this customer to their lOcal pollee dapartment 
through Sprint IP Relay that are threatening. and the FCC. No fonow up requested. 

0 

ACCUI'IICY of captions 09/11/06 CUstomer shared feedback 1'811ardlng accuracy of captions. Apologized for incidence and 
thanked customer for the feedback. Suggested customer document the date, time and CA 
number for more speCific follow up. 

·Agent refused to get supervillor. Ne reply. Was waiting on agent. Did not 09/13106 Agent stated she doesn't recaH doing this and that she WGUid never refi:ln to get a supefvisor If 
'aASWer for 5 mil'lutes. Nothing was typed. Agent left massage did not SOI'TI80I'Ie asked for one. 
red'-! as inltructed. 

vco customer was checking their voice man today and Is upset that a 09103106 Removed agent due to technical-related issue. 
reoccurring problem with muffled voice mal Ia happening again. Says that 
his phone and printer are not the problem, the problem Ia with the 
recording aystern In the relay service. Wants tech support to try to retrieve 
his voiCe maR and see what he is talking about (he has had several 
emaila in the last 5 to 1 0 years about this problem) and then delete the 
maNge so he knows when they have checked on this. Also wants a 
!"complete" email response so he can share the eman with others that 
have the Nme concern about this reoccun:lng problem. 

Accuracy of captions 08122/06 CUstomer shared feedback regarding aceur11cy of captions. Apologized for incldel'lce and 
thanked customer for the feedback. Suggested customer document the date, lime and CA 
number for more specific follow up. 

caller told CA te hang up If a~ machine was reached. CA forgot to 08118106 Team leader foHowed up wllh agent on foliowiAg customer instructions. Agent apologized, aflld 
tell caller that they had hung up when an ana-ring machine came on the didn't know slhe had hung up. 
phone, but seAt (ANS MACH PLA VING) Instead. caner then asked If CA 
had hung up. 
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l6 TTY customer said that the agent dialed out before he finiShed giving his OB/14106 Apologized to the customer, whO did not request a foHow up can. Cuched CA on waiting for 
number. When he asked for a sllpervisor she didn't infonn him that she GA before •cornp" and to always infarm the customer with AL T-K when a supervisor is 
was doing so. requested or there's a delay in processing. 

16 Customer was eoneemed that CA was "poking aroUAd" and did not dial 08/13/06 Apologized ror Inconvenience and said infliln'ftatloo would be forwarded to app!'Qf)riate perso1 
number. When asked why the delay, CA responded, •rm tired." CA stated she would never do anything like that and always tries to do her best. Educated C 

to stay focused on cans. 

16 Technical- General 07106/06 Technical support provided adjustment In the system to resolve ether party's experience. 01 
party now able to make long distance captioned calls to CapTel user successfuHy. 

16 Agent did not leave customer's message. Customer asked the agent to 06129/06 Apologized to the customer. Team Leader met with agent who does not remember call, but 1 

redial to leave the message again, but the agent did not respond. Agent coached on the importance of always keepirlg the customer informed of what is going on du1 
ignored customer did not type back, and when asking for supervisor, a call. 
agent still ignored customer and did not respond. 

l6 IN VCO customer received garbling when using the relay. ThiS has been 06/19/06 Apologized to the customer and advised her to tum off her Turbo Code and also provided hi! 
gelng on for years. CastQmer states it is espeeiaUy bad when she calls to with the nllmber to Ultratec. T11med in Trouble TICket. Customer dHs not need follow 1:1p. 

Cincinnati. Customer is using a VCO Ultratec Unlphone 1hat she has had 
for several years. 

l6 VCO CtlStomer states the aperator hears TTY tones during his voice mail 015/10/06 Apotaglzed and entered Trouble TICket. Follow-I:IP ntciJUIMIIM. TechnklianS were not able to 
message and therefore cannot retrieve his mesuges for him. duplicate the problem. The soun::e of problem has been klentltled coming from the customer 

hearing aid after talking with his co-worker who informed us that II causes loud high pitch 
noises that he couldn't hear. The agent thought she heard the TTY tones bl:lt it was coming 
from his hearing ald. 

)6 vco customer 11nable to place a local can because It Is showing as 06105106 Apologized and entered Trouble Ticket. No folkiwM!p requested. Technician not able to 
needing to pay far the call. duplicate the problem but internal tests llhowed no bming uue. CIJ8tomer may have used a 

eel phone and hit a eel tower that was located rut of the local dialing area which would caus 
the problem Ulte this. CU$tomer couldn't be reached after severallttempts. 

l6 Customer just got of'fthe phone from talking to mother. The agent was 00102106 Apologized ta the customer. The 10 number provided by the Cl:lltomer Is not assigAed to any 
very uninterested. The agent was talking to peaple around him about the employee. The CliiStomer does not wish follGW contact therefore further lnvestlgatian Is not 
weather the whole time customer was trying to converse with her mother. possible. 
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Indiana Telephone Relay Accas Corporation 

/or the Hearing and Speech Impaired 

June 25, 2008 

Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 12th Street, SW 

Received & Inspected 

JUN 2 7 2008 

FCC Mail Room 

Room TW-B204 
Washington D.C. 20554 

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

Dear Ms. Dortc.h: 

Thank you for the opportunity to provide you with the information on Indiana's 
consumer complaint logs for June 1, 2007 through May 31, 2008. I have enc1osed: 

• Annual Indiana Complaint Log TRS/CapTel (6/01/07-5/31/08) 
o Original and four copies 

• Supporting Diskette 
• Cover Letter :from Sprint 

All of the consumer complaints regarding Relay Indiana Service have been resolved 
satisfactorily under 180 days. Sprint Customer Service recorded 48 complaints and a 
narrative of resolution accompanies each customer call. No complaints were filed 
directly with InTRAC. 

If you need more information, please contact me at 317-334-1413 or by email, 
INRELA Y@aol.com. 

Sincerely, 

~~ 
Ginny Barr 
Executive Director 

Enc. 
~o. of Copies reo'd 0 
UstABCOE 

Indiana's TRS Certification Applic~if02 Woodland DY.~Sffit~ef~·Jll"ztdfl.napolis, IN 46278 
Tel. (VfiTY) (317) 334-1413 • Fax (317) 334-1432 

www.relayindiana.com 
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~~~ Sprint_, 
Together with NEXTEL 

June 23, 2008 

Sprint Nextel 
10820 Sunset Office Drive, Ste 101 
St. Louis, MO, 63127 
Office: (800) 317-2199 Fax: (866) 241-7615 
TIY or capTel: (314) 835-0226 ext. 21 

Mrs. Ginny Barr 
Indiana Telephone Relay Access Corporation (lnTRAC) 
7702 Woodland Dr., Suite 250 
Indianapolis, IN 46278 

April Mason 
Relay Program Manager 
Sprint capTel 
aorl!.x.mason@sprlnt.com 

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

Dear Mrs. Barr, 

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

• An annual Complaint Log which includes complaints received between June 1, 2007 
and May 31, 2008 with the date of complaint, the nature of the complaint, the date of its 
resolution, and an explanation of the resolution. 

Please note that the Public Notice from the FCC has not been released yet. As soon as I 
receive it, I will forward it to you. 

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

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

Sprint has decided to provide information to the FCC concerning the number of interstate calls. 
However, Sprint will do so under seal since call volume information is proprietary and 
confidential. Sprint believes that the more relevant number for comparison with the total 
number of complaints is the total number of outbound calls. 
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.,.. r·~ Page 2 
June 20, 2008 

Please note that for your state you must send ( 1) an original and four copies of the printed 
report and (2) an electronic copy of the complaint log on a CD (formatted in an IBM compatible 
format using Word 97 or compatible software) on or before Tuesday, July 1, 2008. These 
items should be sent to the Commission's Secretary (via US Postal Service, First Class Mail, 
Express Mail or Priority Mail): 

Marlene H. Dortch, 
Office of the Secretary 
Federal Communications Commission 
445 12th St., SW, Rm TW-B204 
Washington, DC 20554 

Please also note that your state is also encouraged to send an additional printed copy on or 
before July 1, to the Consumer & Governmental Affairs Bureau of the FCC to: 

ATTN: Arlene Alexander 
Federal Communications Commission 
Consumer & Governmental Affairs Bureau 
445 12th St., SW, Rm 3-C408 
Washington, DC 20554 

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

Sincerely, 

April Mason 
Relay Program Manager 

Attachments: 
1} Log Sheets 
2}CD 
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""''' l 7 1.008 
FCC Ma\\ Room Complaint Tracking for IN (06/01/2007-05/31/2008}. Total Customer Contacts: 48 

12i!t1 2f c2me!i!!ln1 Nmum 2! C5!!DR!II1Jl Da of Resolution Explanation of Ruolution 

06106107 Billing • Ge11era1 06106107 
Assigned Cap Tel user's preferred carrier of choiCe designation to 
allow them to make long distance calls from Cap Tel. 

Relay Program Manager contacted the customer via email 
ITY customer reports family, hospital and medical trying to con11rm what kind of TTY the customer has. Once 
office cannot connect with her via IN Relay. determined, then Relay Program Manager worked closely 

06/07/07 (Advised customer that a Trouble Ticket and 712312007 with the customer on configuring their device to high speed 
complaint would be entered) Customer requests connection (I.e. changing the ASCII to TTY). After three 
contact as soon as possible. attempts and no responses from the customer, this issue is 

now closed. 

Customer stated that this agent gave her name and 
Supervisor met with agent who stated the customer said 

number to him. He was trying to call his parents and 
something inappropriate to her and she chuckled. Agent was 

he heard the answering machine come on and lots 
coached on the importance of demonstrating a professional 

06/12107 of laughter. Customer was very unhappy with poor 6/1212007 
demeanor when speaking to customers and to never give 

service. Apologi:ted to tha customer and assured 
your name instead always provide your agent number. 

him this would be forwarded to the appropriate 
Agent undel$lood. Contacted customer via land line 

supervisor. Follow-up is requested. 
(answering machine) on 6/13/07 at 1:45pm apologizing and 
stating appropriate action have been taken. 

Customer states they were on a call and the line 
went dead. Never got a response from the operator. 

Agent does not recaU this call. There was a technical 
Customers does not know if the operator hung up or 

06123107 what. Apologized to the custamer and informed that 6123/2007 
problem identified with turbo calls disconnecting. This issue 

the issue would be sent to the operator's supervisor 
Is likely part of that problem and it has been reported for a 

for follow up. Customer is satisfied and does not 
llx. 

want a call back. 
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Customer complained that operator typed (F) city 
Team Leader coached agent to use (relaying your 

5 06/26/07 
and state Please GA although customer had g1ven 

612612007 Information) at the GA (Go Ahead) so TTY user doesn't 
city and state up front. as instructed by customer 

have to retype the city and state. 
service. No follow up needed. 

Called Indiana Relay Speed! To Speech (STS) 
number and no one answered. Called multiple times 
and from two different numbers with the same result. 

Unable to resolve problem with limited information. 
6 06127107 Apologize for the inconvenience, verified number 6127/2007 

Customer does not request a follow-up. 
with caller, suggested she try back tomorrow or call 
relay and ask for STS. Does not require a call back 
but just wants this fixed. 

I 

Agent relayed answering machine and TTY user 
typed "ok sk". Aner agent typed 'ga sk', TTY user 
typed "hello ga". Agent then typed "Would you like Team Leader observed the call and there was no agent 

7 07/09/07 to make another call". TTY user was upset and said 719/2007 error. Agent followed instructions and processed caU 
agent called back. after they hung up. Team Leader correctly. 
obseiVed the screen and agent did nothing wrong. 
Non agent error. 

Caller said agent forgot number dialing to and forgot 

8 07126107 
to announce relay and did not respond to outbound 

7126/2007 
The alleged agent was not scheduled to work at the time of 

when they answered the phone. Apologized for the incident reported to the representative. 
problem. Follow-up not requested on this issue. 

--. ------ ---····-- -- ~----- ------ --- -------- ----- --· - -~ - -- - - -
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Customer tried calling to order pizza three times. but 
each time the outbound did not receive a response 
from the agent and kept hanging up. Customer had Supervisor do not recall this specific call. However recalled 

9 07/29/07 
their daughter call back to the pizzeria and the 

7f2912007 
agent was having problem with his headset. The Inbound 

employee told her they could not hear the relay caller hung up before agent made an attempt to redial with a 
agent May have been technical problems with new headset. This was attributed to faulty headset. 
headset or jack. The complaint came in at 4:55 pm 
on 7126107. No follow-ups with customer requested. 

Sent customer information explaining the difference between 

10 06129/07 Disconnect/Reconnect dunng calls 6129/2007 
a Cap Tel and a traditional phone. Explained to customer 
why disconnection/reconnection might be occurring and sent 
email with tips to reduce their occurrence. 

I 

Relay Program Manager tried to contact the customer today 
at 1 :35 p.m. via TTY but no answers and no answering 

IN TTY user called at 3:25 on 6/3012007. machine. However, Relay Program Manager spoke with the 
complaining she is being billed for calls to Directory Customer Service Representative to put Embarg as the long 

11 06130/07 
Assistance via relay, which should not be billed. 

8/30/2007 
distance provider. Relay Program Manager spoke the 

Apologized, explained I would let technicians know. customer and informed the customer that her long distance 
Entered Trouble Ticket. Customer wants contact carrier has been in the profile as preferred Carrier of Choice. 
with resolution. Also, since she has been billed for calls to DA, she has 

shown copies of her bills to the customer service and will be 
reimbursed. 

A technical problem was reported that affected how Caller 10 
propagates through the Cap Tel system. This affected a 

12 09/10/07 Caller 10 9/1412007 small number of users. Technical support has a manual 
adjustment in place to provide correct Caller 10 detail until 
our equipment vendor can provide a permanent solution. 

--- ---- --- - -
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A technical problem was reported that affected how CID 
propagates through the Cap Tel system. This affected a small 

13 09/10/07 CalleriO 09/14/07 number of users. Tech support has a manual adjostment in place 
to provide correct CID det~l until our equipment vendor can 
provide a permanent solution. 

Customer shared feedback regarding the seconds of lag bme 
behind the spoken word. Customer Service researched and found 
seconds of delay slightly higher than the standard 3-4 seconds 

14 09/12/07 Captions Lag too far behind voice 09112/07 norm. Customer ServiCe Rep apologized for incidence and 
thanked customer for the feedback and informed appropriate 
captioning service staff for Communication Assistant tra'1ning 
follow up. 

Voice person works at a Public library and receives 
relay calls. However, relay cans has been coming in 
with loud static and has poor connection. Customer 

15 09/19107 would like this resolved. Apologized for the 9/19/2007 Customer does not want follow ups. Case is now closed. 
inconvenience and assured the customer that it will 
be put into a Trouble ticketing System. Doesn't want 
a follow up. 

Customer states that when calling in to relay service Relay Program Manager called customer to confirm that 
his Voice Carry over branding is not showing but branding is working. It is now working, although some 
shows as Voice. When transferred to Customer garbling appeared on this call. Relay Program Manager will 

16 09/26/07 service it clearly showed as Voice Carry Over. Relay 4/25/2008 follow up with customer using e mail as he has some other 
Customer Service response: Apologized for the questions. Relay Program Manager now acknowledged that 
problem and assured that a trouble ticket would be his profile has been updated and that he is branded as 
turned in on the problem. Voice Carry Over customer. Customer is now satisfied. 

- ----- -~.-~------- -
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