
Customer shared feedback regarding captioning speed during 
conference calls. Customer Serv1ce Rep apol()ljized tor lagging 
captions during conference calls. Also explained captioning is 
drffteult with many people talking about technical information 

17 09/26/07 Captions Lag too far behind voice 09/26107 inherent to call type. Suggested options for catch1ng the call back 
up to real time. Customer was thankful tor tips on handling 
conference calls. Rep advised customer that if can was unusually 
poor to document the date. time. Commumcatinn Ac:'\i'\!<lnt ;If. '" 

order tor more specific follow up by call center personnel. 

Customer states that his Voice Carry Over calls are 
showing as Voice calls when calling in to IN relay 
service. When he is transferred to customer service I 

18 09127/07 his call is clearly showing as Voice Carry Over. 4/17/2008 Double complaint. Will close this. 
Relay Customer Service response: Apologized for 
the problem and assured that a trouble ticket would 
be turned in on the problem. 

Technical support made an adjustment in the system to 
19 10/01/07 Technical - General 1011/2007 resolve other party"s experience. Other party now able to 

make captioned calls to Cap Tel user successfully. 
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Customer said that agent did not type what she had 
Team Leader took the complaint and coached the agent on 

said. Customer was disappointed and not satisfied 
letting customer know if having difficulty hearing. Customer 

20 10/02/07 with the relay services. Educated the customer of a 10/212007 
was very upset with relay and nothing supervisor said would 

I new program. Customer was mad because relay did 
help. 

not let her know that she was breaking up. 

Agent didn't dial out fast enough on 2nd call and 
took a long lime to get manager. Technical issues 

21 10/02107 
with the new system. Could not get call to dial out. 

10/2/2007 Customer did not request follow ups. Case is now closed. 
Team Leader tried to help with call, but would not go 
through. Non agent error. Several trouble tickets 
written on this issue though-out the week. 

This agent was very stubborn. She failed to listen to 
Team Leader met with this agent. Agent does not remember 

TTY user and did not type answering machine to 
TTY user. Then hung up on TTY user when they 

the call. Agent was coached to always type answering 
22 10/10/07 

asked to speak to a supervisor. Apologized to the 
10/10/2007 machine recordings unless instructed otherwise by the 

customer and told them this would be forwarded to 
customer. Also explained the consequences of 

the agent's supervisor. 
disconnecting customers. Agent understands. 

Team Leader met with agent. Discussed using only Sprint 
Operator was really getting customer upset because approved abbreviations. Also let the agent know that he can 

23 10/10/07 
he was using a lot of shorthand and missing letters. 

10/10/2007 
use other abbreviations if the customer uses them first. 

The agent did not make any sense and the Reviewed importance of accuracy when typing to 
customer was not satisfied with his typing. customers. Agent understands. Team Leader sent an email 

to the customer on 1 0/12107 at 4:45 p.m. 

-
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Customer reports dialing 711 on 10/18107 at 11:25 

24 10/18/07 
AM. There was no answer. Customer tried multiple 

10/1812007 
Customer does not request follow ups. However, Relay 

times. Apologized. Trouble Ticket was opened. No Program Manager acknowledged this information. 
follow up. 

Stated agent didn't let caller know there was a live 
Supervisor observed the screen and noted that the agent 

25 10/21/07 person or an answering machine or to let him leave 10/21/2007 
did follow proper procedure. Kept the customer informed at 
every step. Could have been a technical issue on the TIY 

a message. 
user's end. Non agent error 

I 
Supervisor observed screen and contents of call. Agent 

Customer said that agent confused him when getting followed instructions and kept customer informed. Did get 
26 10/21/07 a Directory Assistant. Wanted number for pharmacy 10121/2007 the number for the pharmacy from Directory Assistance. 

and said agent didn't get Information. Customer was unhappy with relay in general. Non agent 
error. 

Voice Carry Over customer states that he dialed the 
Voice Carry Over line twice and got the same agent 

Agent recalls came in on Voice Carry Over line but was 
twice in a row and asked the agent to dial to the 
voice mail to retrieve messages and there was no 

typing so agent switched to TIY line. then caller started 
27 10123107 

response either time. The customer is not sure if 
1012312007 talking so agent switched back to Voice Carry Over line. 

they were disconnected or what. The call took place 
This kept happening and agent was unable to connect 

on. 10123/07, at approximately 1:-45 EDT. No follow-
although was trying. 

up requested. 

- ~ ----------~ -~~----~ -

Indiana's TRS Certification Application 
CG Docket No. 03-123 

Page 183 



Spoke to the customer's sister regarding this situation. She 

An IN TIY customer called to report that she has 
understood that she would have to call the Traditional Relay 
Service Customer Service and darify this as to why 

been billed the past several months by Sprinl even customer was still being billed even though her 
though her preferred Carrier of Choice is AT&T. She profile/database was updated With AT&T as preferred Carner 28 10123/07 feels this is a problem in the relay system. 10123/2007 of Choice. Also educated the customer that she would get 
Apologized. Verified that all her info for billing was credit for that as long as show the copy of bill via maH or fax 
set up for AT&T. Opened Trouble Ticket. Follow-up to the Traditional Relay Service customer Service. Relay 
requested. Program Manager also sent the customer via email with 

explanation and she was satisfied. 

~,., <J.!ale5 !hat her friends h:J\'0 been axpanendo og 
a lot of problems reaching relay and placing cans 
through relay. They state for long periods oftime 
they cannot reach relay and only hear "screeching• 

Customer did not request follow-ups. However, Relay sounds on the line. Also. at times when she knows 
4/17/2008 29 11/11/07 she's been home the operator says there is a busy Program Manager acknowledged the problem. 

signal or that there is no answer. Also, calls being 
dropped In the middle of calls when they are able to 
reach her. She would like the technicians to check 
into these problems to see if this can be corrected. I 

Customer states that when calling through Sprin!IP 
she was getting double typing and very slow 
transmission on her whole call. Relay Customer 

30 11/28/07 Service response: We apalagized for the problem -411712008 Customer does not request follow ups Case is closed. 
and let her know we would turn in a trouble ticket. 
Also let her know it was a known issue with SpriniiP. 
Trouble Ticket was created. 

Advised customer that they should obtain a calling card or long 
31 12/26/07 Billing - General 12/26107 dillance carrier to avoid being blocked from long distance calls 

dUe to no long distance access from their provider 
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Voice cus~omer reaches TIY tones when dialing 
711 from residential numbers. Customer reports the 

The complaint was supposed to be closed. Relay Program 
problem occurred from many different residential 

Manager and Relay Program Manager Supervisor has taken 
32 01104/08 numbers. (Complaint info taken by supervisor who 5/2/2008 

care of this complaint and the customer is satisfied with the 
assisted on call. Customer advised that a Trouble 

service. 
Ticket would be entered) Customer request contact 
as soon as possible. 

!n !he pas! roup!e of weeks. Taam Leader t;iel.l ~~verai 
times to explain that there might be something wrong with 

Customer's family members, associates, doctor's the phone line in the area and for customer to check with 
office cannot get through to relay using either 711 or her local phone company. Customer said there was nothing 
the correct 800 number. Voice customers continually wrong with her phone and wanted to speak to someone 

33 01104/08 get a busy signal (once as long as 2 hours). a silent 1/412008 higher up. Forwarded complaint to customer service. 
line or clicking noise. Very few times does a person Complaint came in on 1/4/08 at 2:17pm. Customer 
actually get through. Wants all agents to follow her received instructions/information that the customer's sister is 
customer notes and not use abbreviations. branded as 'voice' so when she dials to the relay number 

either 711 or 800-743-3333 our system will connect sooner. 
H"r .,;ct,.r ;., <>l"n nnt..n '"'- "' vniN> '"'ll<>r "n thF> ,.,.,Ant ,...~n 

Business customer reports she was nearly de-
frauded through calls from Sprinted. Customer "let 

Educated customer on the value of the State and Internet 
34 01/08/08 

her guard down• because she thought it was a deaf 
1/8/2008 Relay services. Provided telephone number for Federal ! person was calling. In time it became apparent the 

Communications Commission. 
caller was mis-using the Relay Service. Apologized. 
Provided number to FCC. No follow up. 

Customer shared feedback regarding accuracy of captions. 
Customer Service Representative apologized for incidence 
and thanked customer for the feedback and informed them 

35 01/10/08 Accuracy of captions 1110/2008 that information would be shared with appropriate captioning 
service staff for follow up. Suggested customer to document 
the date• time* Communication Assistant for more specific 
foflow up. 
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Voice Carry Over customer said that about 45 
minutes into his call he started to receive double ! 
words from the agent. The agent's screen showed The center technician contacted this customer and did test 

i perfect typing. Customer said this has been an calls. The typing speed has been reduced to 40 wpm and 
36 01/12108 ongoing problem and has talked to Customer 1112/2008 Turbo Code has been turned off. Customer has several 

Service before regarding the issue. I apologized to devices sharing this phone ltne which could also be causing 
the customer and told him that I would send in a some garbling. 
trouble ticket. Customer would like follow up call ore 
mail from a technician. 

Forwarded complaint on to supervisor for follow-up in 
following customer instructions and waiting for customer to 

Agent was impatient and typing while customer was finish typing. Complaint came in on 1113/08 at 11:17 am. 
37 01114/08 typing. Also did not follow customer notes for long 111-4/2008 Team Leader spoke with this agent He coached her on 

distance and local calls instructions. waiting for the customer to stop typing and reading customer 
notes. Also to call for help if necessary. Agent apologized for 
any inconvenience. 

Team leader spoke with this agent immediately after the 
complaint. From looking at the screen. the agent did dial the 

The agent made a mistake while dialing out and did correct number given by the customer. However, the agent 
38 01/19/08 not confirm if the number was local or long distance. 1/19/2008 did not confirm if the number was local or long distance. I 

Complaint occurred on 1/14/08 at 1:30pm. Agent apologized for mistake. Team Leader coached on 
I reading and following inbound notes and asking for 

assistance if needed. 
i 

Caller first stated that hearing friend said operator 
sounded rude. When asked agent number, switched This agent is still in training. Trainer was assisting the 

39 01/19/08 
to present operator who customer said did not put 

1119/2008 
trainee with the call and the agent did nothing wrong. The 

call through or inform them what was going on. agent followed all procedures correctly. Non agent error. No 
'Mlen the agent asked for specifics, the caller action taken with agent. 
disconnected. 

- - - - - - -- - -- - - --
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Customer reports problem with Relay equipment 
Technician did soma testing and the position where this lock 

40 
locking up during Voice Carry Over to voice mail. 

01/22/08 Created Trouble Ticket. Customer requests contact 4/2512008 up occurred is operational. Relay Program Manager notified 

customer complains management does not contact customer via e mail (per his request) that the problem 

him via email or phone regarding complaints. should be fixed now. 

Customer stated that she was talking to her 92 year 
Coached operator on procedure that when asked to repeat 

41 02/04/08 old Mother and Agent was very rude when asked to 
2/4/2008 repeat what her Mother typed. Apologized to what was just said. Rudeness is not tolerated and 

customer. No follow up requested. disciplinary action will be taken. 

Voice Carry Over customer is coming in to 
Customer Service with her Voice Carry over 

42 02104/08 Branding but when calling this agent, the branding is 
214/2008 Customer does not request follow ups. Case is now closed. not showing. This call took place this morning at 

approximately 10 a.m. CST. Apologized, Trouble 
Ticket was created. No follow-up requested. 

IN Voice caller complains when they dial 711 or 800-
Without agent ID's unable to narrow this down per center. 743-3333. there is just static. preventing them from 

reaching relay to call their TIY user friend. Test calls had no static on the line. If we had agent I D's we 

43 02/11/08 Apologized. performed successful test call with no 
2/11/2008 

would be able to see if it is site specific or position specific. 

issues. Encouraged caller to check with local Relay Program Manager to follow up with customer. Just 

telephone provider and explained I would alert the spoke with the customer via Video Relay Service and the 

techs to check the issue. Entered Trouble Ticket. customer expressed satisfaction with the current Relay. The 

Customer does want contact with resolution. issue is now resolved. 

-
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Customer shared generalized feedback regarding accuracy 
of captions for work Cap Tel phone. Customer Service Rep 
apologized for incidence and thanked customer for the 
feedback and informed them that the feedback would be 

« 02/25/08 Accuracy of captions 2/25/2008 
shared with appropriate captioning service staff. Advised 
customer that if they document the date, time, and 
Communication Assistant • we can do more precise follow 
up with the Communication Assistant and or Communication 
Assistant supervisor. Also provided information on how 
captions are generated and the process involved. 

Customer shared feedback regarding accuracy of captions 
on a sensitive call. Customer Service Representative 

45 03/04/08 Accuracy of captions 3/4/2008 
apologized for incidence and thanked customer for the 
feedback. In addition arranged for some consumer 
education support training to assist customer in learning how 
the captioning process works. 

After completion of the catl TTY customer stated 

I that this agent typed poorly as there were a lot of 
misspelling and garbling. Requested me to review I 

I 

the texts on agent's screen. I reviewed and found I 

that there were no misspelling. TTY customer also 
46 03/27/08 stated that I had several misspelling (and there were 3/27/2008 Customer did not request follow ups. Case is now dosed. 

i 
none). Stated that he has been getting a Jot of 
garbling and misspelling from the agents and 
wanted this addressed. Turbo code was turned off 
and typing speed reduced to 45 WPM. Problem . . . 

Voice person dialed into Relay by mistake and when Insufficient information as to how was the agent rude to the 
47 04/21/08 Communication Assistant answered the phone, she 4/21/2008 customer. Followed up with agent regardless and agent 

was a very rude person. doesn't know how she was perceived rude by the customer. 

---------------~ --- ~-- ---
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IN Voice Carry Over customer is experiencing Technician reports this issue warrants further investigation. 
garbling on relay calls. Customer service apologized Will update this ticket as updates are available. Customer 

48 
to the customer and turned in Trouble Ticket. does not know what kind of Voice Carry Over phone he is 

04/30/08 Customer did not say whether or not he wanted a 4/30/2008 using, and he has numerous other functions on the line 
follow up. Customer said to contact his Audiologist which could be causing garbling as well. Technician has 
to find out what type of Voice Carry Over machine contacted customer. After several test calls, it was 
he Is using. determined the customer should disable Turbo code and 

slow typing speed to 40 WPM. 
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Recei'led & Inspected 

JUN 29 700~ 

FCC N\ai\ Room 
In TRAG 

Indiana Telephone Relay Access Corporation 
for the Hearing and Speech Impaired 

June 23, 2009 1: •. ' • \ > ·. L...,. ~ I '··"'••t o··~,lU lYV"'...ol ·- I ··~>r... Vl.:. 1'"_, IV 

Commission's Secretary 
Office of the Secretary 
Federal Communications Commission 
9300 East Hampton Drive 
Capitol Heights, MD 20743 

Received & Inspected 

NO~ 0 6 Z0'2 

FCC Mail Room 

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 Commission Secretary: 

Thank you for the opportunity to provide you with the information on Indiana's 
consumer complaint logs for June 1, 2008 through May 31, 2009. I have enclosed: 

• Annual1ndiana Complaint Log TRS/CapTel (6/01/08-5/31/09) 
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 39 complaints and a 
narrative of resolution accompanies each customer call. No complaints were filed 
directly with lnTRAC. 

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

Sincerely, .~ 

~~ 
Ginny Barr 
Executive Director 

En c. 

' ..... ~. ... ·.· ·~ . 
~~i .i .. , . • •.• 

__ {2__ 
o~"'f ......... -

7702 Woodland Dr., Suite 250 • Indianapolis, IN 46278 
Indiana's TRS Certification Applicatioifel. (V(ITY) (WbMI&tWcl.~~-W (317) 334-1432 
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Indiana FCC Complaint Log 
2009 
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Complaint Tracking for IN (06/01/2008·04130/2009). Total Customer Contacts: 39 

Tally Date of Nature of Complaint Date of Explanation or Resolution 
Complaint Resolution 

1 06107/08 A TTY customer was upset !hat the agent did not leave a 06/07/08 The agent was coached that, In the fut1.1re, if she is 
message that he typed out before the call was dialed. unsLI(e if a message should be left, she should clarify 
Customer Service Representative apolog~z:ed and and ask the customer before dialing out. 
explained to the customer that the agent misunderstood 
and though11hat the message typed was to be voiced if 
there was an answer. The agent did not realize this was a 
message to be left on an answering machine. The TTY 
customer hung up on the Customer Serv1ce 
Representative. 

2 06/13108 Technical· General 06/13/08 A long distance network problem was identified where 
calls were routed through an incompatible network using 
VOIP lines, causing data connection difficulties. A 
technician resolved lhe problem by routing caUs through 
an alternate network. The customer conformed that this 
remedied the circumstance. 

3 06/14/08 A VCO custli)tner said the agent missed words 'htlen 06/14/08 No such Agent nt:Jmber el!ists. The customer was e-
typing. Customer Service Representative apologized and mailed as reqlilested. 
tald h1m we would follow-up With the agent. The customer 
requested a response by e-maot. 

4 06/18/08 A customer saod the agent sent same weird messages. 06/18/08 A supervtsor spoke with this agent abeutthe "'weird 
messages". The agent elfPiaiAed that she sent the wrong 
macro. She apolagized for the m1stake. then tried to tell 
the customer that she had made a mistake and weuld 
redial. but the customer hUAQ up before she linished 
typong. 

5 06/25/08 A customer complaiRed of garbling and requests that the 06/25108 The complaint was forwarded to the AccouRt Manager 
Account Manager took into thiS issue. c~.~stomer SerVICe via Customer Service. The Relay Program Manager 
called lhe CI.ISiomer for further information. Customer contacted the customer via e-mail and got a hold G1 a I 
was usin!!J a VCO Ooalog Amerophone getlong garbling contact person that the cwstomer onstructed. The Relay 
while on a calf with an operator at approxomately 4 PM on Program Manager has been trying to tell the rustamer te 1 

6/25108. Customer Service turned in a trouble ticket.. go lnTRAC to replace the Ameriphone, as otiS the devoce' 
itself and not !he VCO service that creates garbled 
m~ssages. The Relay Program Manager received 
confirmation from the customer that the customer 
receoved the leiter and e-mails woth the explanaliM about 
going to lnTRAC to replace the dev1ce The customer 
thanked the Relay Program Manager, who also gave the 
customer's contact information to lnTRAC The ossue is 
now closed. 

6 07/01/08 Dosconnect/Reconnect dunng calls 07/01/08 The cuslomer was sent information explammg the 
difference between a Cap Tel phene and a traditional 
phone. Cap Tel Customer SE!!Voce Representatove 
explained to the customer why 
disconnectoonlreconnection might be occurro~ and sent 
an e-mail with tips Ia reduce the occurrence. 

7 07/06/08 A VCO user stated that he was told he would be getting 07106108 The Relay Program Manager e-n1ailed hom a lew ltmes 
information via e-mail about why he was unable to and also sent the customer a letter. He recetved the 
access hos vo:ce mail through relay The customer letter, 'h111ch e)(plained that 11 is the Amerophone deVICe 
stated that he was betng told all corcu•ts were busy. He that caused the problems. He was referred to lnTAAC to 
also stated he was ha111ng issues woth ms vo1ce mall get a new. better device and the 1ssue is now closed 
messages not be1ng typed verbatom and that there were a 
lot of spelhng Issues woth them. The Customer Service 
Representative apolowrzed and gave h1m some trouble 
shoottng informatton. Follow up was requested viae-
ma11. 

----~- ~------------ ~--
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8 07/08108 A custemer called te inquire about an agent not using 07/08/08 A Team leader met with the Agent and reminded her to 
their customer notes as instructed. The notes listed 50 read the customer nates and fallow them far every call. 
words per minute, but the typing was unreadable to the 
customer. The Customer Service Representative 
apologized ai'ICI inlarmed the person their notes said 50 
WPM and this should have been followed. No follow-up 
is necessary 

9 07/10108 Customers called in stati11g that agents did not follow 07111/08 The Customer Service Representative apologized te the 
their instruction of typing 50 WPM, causing the customer custerners and updated their notes with the addition ol 
to have to re·read the operators' typing. The customers "no agent chaRQes" and also offered the choice of 
were also unhappy abeut agent changes resulting in changii'IQ the words per mrnute te a more comfortable 
different agents being used lor thetr relay call. Contact level. The customers were pleased with the new note and 
informatrort of the Program Manager was given and no decided no WPM changes were necessary due to Large 
follow-up is necessary. Display charges, even though re-reading parts ol 

conversations were a must. 

10 07/14/0B A customer wailed 3 minutes for the agent to outdlal and 07/14/08 A supervisor discussed this call with the agent, who 
they never did. When the customer asked for a remembered the call because the customer had a lot of 
supervisor, they got a message that the line was notes. Thetr message was continuously garbled. The 
disconnected. agent tried lewerrng the transmissieA speed and disabli11g 

turbo-code. The agent sllid he didn't hang up but that the 
line disconnected af·ler there was no respoAse from the 
caller This is a technical issue and not agent errar. No 
actton was taken. 

11 07/14/08 The customer stated that they had a hard time and were 07/14/08 The complaint was forwarded to the agent's Team 
very, very frustrated by having wasted their lime. They Leader for coaching en fallawmg customer instructioos 
also indicated that they were tired of a few relay agents. and asking tor help if needed. A supervisor met with the 
The customer did not have numbers for other the agents agent and coached her on fallow:ng customer 
and did not state a specific complaint, but that they were ll'lstrucuons and askmg tor help if needed. The agent 
unhappy With relay as a whole. apologtzed lor the mconvenrence to the customer. 

12 07!17108 A VCO customer explained he is getting garbled 07117/08 The Relay Program Manager contacted the customer via 
messages through Relay Indiana. Relay Customer e-mail and also got a hold of the contact person they 
Service Representative apologized and a trouble ticket PfOVided The Relay Program Manager tried ta tell the 
was opened. Follow-up was requested. customer to go to lnTRAC to replace the Ameriphone, 

since it is the devtce ttself and not the VCO servtce that 
creates garbled messages. The Relay Program 
Manager recerved confirmatioA from the customer that 
they received the letter and e-mails with the explanatron 
thai they need to go to lnTRAC te replace the device. 
The customer thanked The Relay Program Manager. 
who alsa gave the custemer's contact informatian to 
tnTRAC. The issue IS now closed. 

13 07117108 A customer slates that she dialed Relay (71 1) from her 07/17i08 Rebrandtng took place to correct the prabtem tar the 
home but could not reach a voice operator. This customer A Customer Sewice Representative contacted 
happened at 11:30 AM on 7/17/0S. Relay Custemer the custemer alter a couple days to confirm lhts. 
Service Representative apologi;:ed and a trouble ticket 
was opefled. No follow-up was requested. 

14 08/11108 The custemer gave a number to dial and "go ahead". but 08/11108 The operator does nat rernember this call. Procedures 
she dtd oot get any response from the operator. She were discussed 'Nith the operator about dialing all 
asked the operator to get a supervisor, but the operator numbl:'rs m ltve seconds or less and getlii'IQ a supervisor 
did net, nor did the oomber get dialed. The customer 1f the customer requests one. Remail'ling focused was 
gave up and hung up. I apologized to the cust<!lmer and also dtscussed, as wen as reporting any techl'licaf 
informed her the situation weuld be revtewed with the problems immediately. 
operator as soon as poss1ble. 

15 08112/08 A custemer complaint was a-mailed to the Program oa•12:o8 The cornplamt was forwafded to the supervisor for 
Mana!Jer on 8/8/08 at 7:55 AM, then forwarded to coaehrng on followiiiiQ customer instructtens. A team 
Customer Service oo 8/12/0B. The call took place on leader spoke with this agent abeut the call. The agent 
813/0B al12:21 PM. The customer staled: "hate short stated that she did not Ul'lderstand what the customer 
seAtence word, I told relay won't listen to me. I need told was asktng for and asked him to repeat. Her sentences 
her relay lull sentence word lour limes. She won't doing were very brief. The agent did not I eel that she did 
sefltence fun word. I did hung up phone. That tired her .•. • anything wrong. The team leader tried to contact the 
A respoose was not provided by the Program Manager. customer three limes via TIY on 8/18108, but there was 
Follow· up was requested. no answer. 
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16 08/19/08 At 9:36AM. a nv customer requested a s1:1pervisor 08119108 The customer hung up and did not request follow-up. 
about a prior can. The customer stated that the agent The Customer Service Representative was correct in the 
was pl~ng games or "looking lor trouble" when the procedure and tried to assist the customer. 
agent informed the caller that the number provided was a 
local call and asked if they should proceed With the out 
dial. The c~:~stomer stated that previous a agent had 
done the same thing. The Customer Service 
Representative explained thai there was a note saying, 
• Agent please type local or LD before out dial". thus the 
agent was corrected in processmg this call. The caller 
became argumentatiVe and left that agents were playing 
games. The Customer Service Representative offered to 
remove this 1nstruction from the c~:~stomer notes and !he 
caller disconnected. No lollow·up was requested. 

17 08/26/08 Technical • General 08/26/08 A c::us!omer reported an incident where the 
Cemmurlications Assistant never started captioning on a 
ca118/26/06 at 2:20 PM Central Time. IAvestigation 
ictentilted a WOJkSiation difficulty and notation that the 
worl<stalioo was repaired after the customer's call. The 
positive resalutiel'l was reported to the customer and 
Cap Tel Customer Service Representallve apologized far 
this incident. The customer had re-d1aled her call 
successfully alter noting the difficulty. 

18 09108/08 The agent didn"t slow down the typmg Sf!leed as per caller 09/08/08 The complaint was f0rwarded to a supervisor for 
notes. The caller asked to have relay slow down, but the ~caching on reading customer notes and lalfewing 
agent did not decrease speed enough custamer instructions. There Is no agent in the facility 

with thatiD number, se no actlan was taken and the 
ticket 1s closed. 

19 09/08/08 Customer gave agent n~:~mber to d1al and waited lor 3 09/08/08 Complaint forwardeato agent's supervisor for follow-up 
m1nutes lor lhe BI'Jent to dial number. Did not respond to on dial oullime and keeping custemer intarmed if there 
customer and customer hung up because they didn'l is a problem. Employee has resigned from the company. 
want to waste more time trying to place tmportant call T1cket closed 
with non-responsive agent. No follow·up requested. 

20 09/24/08 The agent dialed the wrMg number and didA'tlet the 09/24/08 A team leader spoke with the custemer and the agent. 
caller know il it was a local or long distance calf as the She coached the agel'!! oo reading the Jl'!bound notes and 
customer had requested. keeping lhe customer inlofmed as requested The agenl 

and supervisor apologized to the customer, who 
accepted the apologies. 

21 10/03/08 AM IN VCO c~:~stomer called to complain that eveM !hough 10103/08 Relay Program Manager left a message oo voice mall at 
the agent had turned oil the turbo-cooe feature, she was 1 2:30 PM April191h for the customer to ca!l back. 2 
still receiving garbhng toward the end ol her calf. Relay more messages were telt, but the customer has not 
Customer Service Representative apoiOQ1zed for called back and lhe case is now closed. 
tnconventence and opened a trauble t1cket. Folfew-up 
was requested. 

22 10113/lilS A customer requested superv1sor and sa1d that the 1'0/13/08 The agent was coa¢hed on readmg and lollowmg 
Commun1Cat10RS Assistant d1d nat follow customer notes customer ootes. 
to ask whelher he waMi·ed a voicemail message saved or 
erased, al'ld !hat the Communications Ass1stant did net 
mform hlm thai message was saved. He also stated that 
he has trouble getting operalors who can understand h1m 
speak Apologized to cuslemer for the voicemail problem 
and explamed !hat lhe Cammumcat10ns Assistant weuld 
be remmded to read lhrowgh all notes Customer Service 
Representative also informed caller that if an agent 1s 
having trouble uMderstanding htm, he has !he nghl to 
request another agent take over his call. The cuslomer 
said he did not know that al'!d will do so in the future 
when necessary. Follow-up was not requested. 

23 11/04/08 Technical • General 11/04108 Customer Service has determined that the networl\ is 
classilytng the ciiStomer's caNer's call as cam/non-
coin/unknown. The CapTel platform Will be modif1ed to 
accept lhis network classiticaUon as a res1del'lhal user 
The customer was provided an interm ophon. 
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24 11/512006 Billing - General 111512006 IUiscussed billing ana tOOK appropnaiB 8Clton. 

25 11107108 An IN TIY custmmer says that when a call was dialed by 11/07/08 A s~:~pervisor met with Communications Assistant, who 
the operator, it showed as long distance, though it was does not remember caH. The supervisor went over 
local. The customer asked the agent to get a superviSor procedUI'es with the Camml.C'lication Assistant reglll'diMg 
to assist, but the agent never responded. The customer always calling for a supervisor when one is asked lor by 
waited and linaHy hung up alter there was 110 reply. Relay the inbound caller. The Communicatioo Assistant was 
Customer SerVICe RepreseMtative apologized lor told thalli was ok to let the custamer kf'IIIW that II may be 
iMCorwenience. Follow-up was requested. a m1nute or two il the supervisor is azsisting with a110ther 

call. 

26 11108/08 The custamer's hearmg mother and friend cannot reach 11110/08 Th1s issue was assiQI'led to Cust~~mer Service- to re-branci 
711. When they dial 711, it makes a screeching horrible and conlact the customer. A representalive spoke With 
noise. They calling 711 to try al'ld call a VCO user, the customer th1s afternoon and explained llilat the phone 
however she can I'IOt reach a relay agent by dialing 711 number was re·branded lor voice. The custamer 
because the screechi11g is so bad. The operator confirmed that 11 was new worki119 - she call! reach a 
apatog1zed al'ld gave an alternate phene number. The vo1ce relay agent witho~:~t heanng TIY tl!lfles. 
custaner requested foftow-up via phone. 

27 11125/08 An IN VCO customer has been unable ta recewe 11/25/08 The Relay Program Manager sent a letter to the 
inbouMd cans via relay since about April. Her Local customer explaining that the tecl1flrcian made tests calls 
Exchange Carrier says there is nothing wrong with her and expenenced na problems. The techRician tried to 
phane lir~e. She does not have trouble dialing out. Relay make test calls to the c~:~stomer, bl:lt they have not been 
Custamer Service Representative apologized lor available The Program Manger also suggested the 
lnconveAil!flce and made a test call, getting through customer al'ld the customer's son and daughter call 
without difficulty. A trouble ticket was opened. Follow-up Sprint Relay Customer Service to brand lheir numbers 
was requested. and Carrier ol Choice. 

28 12/03/08 DiaHng Issue- the phone line does not require a '1' when 12/04/0B TechAical support removed the '1' f,om the unit's "data-
diatil'lg an BOO number. m· outbound d1ahng number. The customer Is able to 

make outbound captioned calls alter thts adjustment. 

29 12/12/0B Techrltcal • General 12/12!08 At approx1matety 2.02 PM Cap Tel experienced an 
interruption at the Data CeMter caustMg same calls to be 
dropped and others were not answered during the 1 0 
minute outage. Calls conttnued to queue up duriMQ the 
outage and were pramptly answered once lhe 
mterrupt1on was resolved Cuslomer was nat1fied of the 
circumstance and advised she may try her call again. 

30 01/08/09 An IN VCO customer attempted to place local call using 01/0Bf09 The Relay Program Mal'la!!)er contacted the Customer 
IN Relay to a bus1ness and received a last busy sigl'lal. ServiCe Represenlalive to lind a solutiOn this in order to 
When the same call is placed without relay, the line rings close this complaif'lt appropriately The customer did not 
and the business answers. Relay Customer Service request follow-up, however, they Meed to contacltheir 
apologized for the problem and eMtered a trouble ticket. Local Exchange Carrier to t~111:1bleshoot as il may be an 
No fallow-up requested. 1ssue With !helf heme phone It coula also be related to 

the customer's TTY device 

31 01/17/09 At2 18 PM, a VCO customer stated that the agent 01117/09 The agent followed proper procedl:lre. sil'ICe there was no 
r·equested iMformat1on '" order to retrieve his voJCe mail such nale mstruct1ng the agent on the vaiCe mall 
message. After several minutes of discussing this, the retneval. 
Customer Service Representative learned lhatthe VCO 
user requested that his voice mail retrieval password be 
added to his custamer notes, per a Sprint letter that he 
read aloud to the Customer Service Representative. No 
such note was in his prolde The Customer Serv1ce 
Representative apologized lor the 1nconvemence and 
altered to add this Instruction to his notes. The customer 
stated that this particular note was removed several 
limes and he heard thai IN limits customers to only lh1ee 
instructions. The Customer Service Represenlaltve told 
him she will check 1nto this. No follow-up is necessary. 

32 01126/09 OiscoonecVRecannect during calls 01/26/09 The difference between a Cap Tel phooe and a traditional 
phone was explatned to the custemer's daughter. Also 
expfamed why dlsconnect10nlreconnect10n mighl be 
occurnng and gave lips to reduce the occurrence. 

- - --------- ----
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• 33 02/19109 An IN VCO customer says wheR he calls IN Relay VCO, 02/19/09 The technicioo made test calls to the number and was 
"nothing happens• until the 3rd or 4th try, \Wlen he finally able to connect on the first time each call. The customer 
reaches an operator. Apeloglzed for Inconvenience and may be connecting to voice aRd not lett111g it ron over. 
epel'led a trouble ticket. Follow-up was requested. Customer Service Representative informed the customer 

of this via e-mail. 

34 03102109 A caller reported that she Is unable to connect to her 03/02/09 The problem has been taken care of via carrier of choice. 
daughter's new cell phone number. The Agent reaches The calls can naw be completed and ga through 
aR error message that says, "Cannat proceed with successfuHy. 
outdlal. Cannot process the call. Invalid Dial To Number". 
The Customer Service Representative thanked the caller 
for letting us know, apologized, aAd told her a trouble 
ticket would be entered to resolve the issue. The trouble 
ttcket was entered at S:45 AM on 3/2.'09. Follow·up was 
requested 

35 03/23/09 A bakery called in saying they were gelling an order lor 03/23/09 The customer was educated on relay calls. 
wedding cakes to be shipped I ram IN to TX. Customer 
Service Representative apologized and no follow-up was 
req~:~ested. 

36 03/26/09 Techmcal- General 03/26/09 At 12:-40 PM CST, a major network supplier CapTel relies 
on experienced dilficullles that impacted some CapTet 
calls. At 3:15PM CST CapTel's supplrer re-established 
its link, allowing all calls to be routed and processed 
normally. Dally service level was met as an,'y some calls 
were aflected. The customer canlirmed ability to make 
their call. 

37 03126/09 A TTY Ct:Jstomer is unable ta reach IN Relay after 05/07/09 The Relay Program Manager spoke with the custemer, 
changing Local Exchange Carriers to a new d!QIIal who sard she has not experrenced further problems and 
servrce. They can receive calls vra Relay but cannot are now satisl1ed. 
reach Relay to make outgoing calls Therr heaTing wrfe IS 
also unable to reach Relay. The customer was advtsed 
that a trouble ticket was created and the cornplamt would 
be entered regarding the issue. The customer requests 
contact asap. 

38 03/30/09 DrsconneeVReconnecl dum~g calls 03/30/09 The customer was sent information explaining the 
difference between a Cap Tel ph<*'e and a lradltronal 
phone. CapTel Customer Serv1ce Representative 
explained to customer why drsconnectionlreconnect1en 
might be occurring and sent tips to reruce the 
occurrence. 

39 05/13/09 An IN VCO customer stated that the relay oli)Eirator hang 05/13109 Program Manager completed the letter and mailed to the 
t:JP on him alter h1s first can. Customer stated that thts customer stating that the customer needs to contact the 
happens an the time. The customer also thought that e~ulpment distribution program regardmg th1s seN!ce 
Sprint Relay needs to 1nstall a spectal key on the relay 
operators· keyboards JUSt lor him. to make sure the 
eperators do not drsconneel him. This occurred on 
Monday 5·11·09 about 12 15 p.m. Customer Servrce 
Representative apoloQtzed to the customer and gave him 
the Program Managers phone number, because the 
customer kept adVIsing or things Sprint Relay needed to 
do with therr software and hardware. Follow up requested 
by postal mall, due to the c~:~slomer havrng trouble With 
his own hardware al'ld saltware . 

. .. 
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Reeeived & lrlelpected InTRAC 
NOV 06Z01Z 

Indiana Telephone Relay Access Corporation 
for the Hearing and Speech Impaired 

June24,2010 

Marlene H. Dortch 
Office ofthe Secretary 

FCC Mail Room 

Federal Communications Commission 
445 12th St., SW, Rm TW-8204 
Washington, DC 20554 

Received & Inspected 

JUN 25 2010 

FCC Mail Room 

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 Secretary Dortch: 

Thank you for the opportunity to provide you with the information on Indiana's 
consumer complaint logs for June I, 2009 through May 3 1, 201 0. I have enclosed: 

• Annual Indiana Complaint Log TRS/CapTel (6/01/09-5/31/JO) 
o Original and four copies 

• Letter from Relay Provider, Sprint 

AJI of the consumer complaints regarding Relay Indiana Service have been resolved 
satisfactorily under I 80 days. Sprint Customer Service recorded 20 complaints and a 
narrative of resolution accompanies each customer call. No complaints were filed 
directly with lnTRAC. Sprint's attached Jetter addresses that the number of interstate 
calls will be filed directly with the FCC as a sealed document. 

If you need more information. please contact me at 317-334-1413 or by email. 
giiJnY.:.Q..~rrrrJ1rclayindiam!.com 

Sincerely, 

b~ 
Executive Director 

En c. 
No. of Copies rsc'd_ 0 
U&lABCDE 

7702 Woodland Dr., Suite 250 • Indianapolis, IN 46278 
Indiana's TRS Certification Applicatiirtel. (VfiTY) (3 ~ B3dM!W tJ3~ (317) 334-1432 

www.relayindiana.com 
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Complaint Tracking for IN (06/01/2009-05/31/2010). Total Customer Contacts: 20 

Tally pllte of Neture of Complaant uateor explanation of Resoautlon 
Complaint Resolution 

1 06/03/00 ~ccount Login FaUwre Oe/03/09 A customer's unit acc:otmt was activated, aAd is now 
operational. 

2 06/18/09 [Accurecy of eapliQI'IS 06123/09 A customer shared feedback regarding 110me wonll errors during 
a call. A Cuslomer Serw:e Representative apologiZed for the 

ancldent, and thanked the customer for bnnging attention tot he 
matter. The customer stated a date and time, but When the 
Customer Service Representative tnec1 to match this Wllh a 

Spectfk: call and Communlcelion AssiStant. the records eould 
not be matched The CI:IStomer Service RepresentatiVe 
assured the customer that this compl81n! WOUld stm be 

documented despite the rnablllty to fdlow up wtth a 
... , • • I AARillltMI 

3 ~6122109 jA. CI:IStamer stated that the Comml:micabon Assistant did 06/22/09 This was rellSSigned to the Promram MaAager. The operator 
~01 pay attentioA when the customer requested another received !Pptopriate tratnlng and it is now closed. 
p.n. His print ottt shows that he attempted to get the 
!attention of the Communrcatron Assistant rave times. 
pustomer Servrce explatned that this could haw been due 
o a technlcalrssue and apologized. Fonow up was 
r~sted 

o4 ~6/21/09 ~cy of captions 08/21/09 A customer called to report that during a call "(speaker unclear)" 
appeared several times The customer W!S able to proVIde the 
time date and Communication Assistant number. A Customer 

Service RepresentatiVe explained the reasoning behind 
(speaker unclear) dunng captroned caMs, and noted that the 

captionist cannel aSk for clarificatiOn during a ca~. The 
Customer Service RepresenlaUve !haAked the eustomer ror 

providing the cal detaU. The Customer Serv~ee Representative 
sent the call detail irtormatron to Cal CeAter Management for 
spec(ac follow up Wllh the captaooist on the can. The c~:~~tomer 

W!IS satis1ied. 

5 109/16/09 ~racy of captions 09/16/09 A CI!IS10mer shared feedbaCk reaardiAQ the ac:ettracy of captions 
and w!IS !ble to prOVIde specific can data A Cwstomer Servrce 

Representatllll! apologized for the incident and thanked the 
customer for the feedback. The cal detatt was shared wtth can 

Center Management for follow up witl:l the CommunrcaiiOn 
Assistant with 11 s~ervisor. 

6 10/01109 ~ customer stated that he pn:wlded a number to dial, and 10/a1/09 Tne communrcation Assistant edmilted to disc:oonecting some 
waited approxrmatel)' two mrlltll:es before the customers during the day, but only during ASCII search 
CommuniCa!JOA Asststant responded The customer then situatrons, or Internet calls where there was no response The 
asked for 11 supervisor. but the TTY srgnal indicated that CommunicatiOA Assistant was onrormed that if complaiAts were 
they had been disconnected ApGiogizecl for the to continue ttke this, the m!ltter would be dee It with very 
rnconvenlence, a!ld !SSUred the customer that this would seriously. 
be fo!WIIIded to the appropnate person No folklW up was 
requested. 

7 10/06/00 echl'licel- General 1Cl/06109 A customer repGrted that they SIIN 11 tness89e on their CapTel 
screen to hang up and try the cal ~~g~~tn after a prompt 

regarding techi'IIC8IIssues. The customer was I rtfor:med that this 
seems to be an ISOlated ncident where the captlonrst 

documented dfficlllty Ywfth no aUdio, which eXpla.ns the p-ompt 
that the customer receM!d Apologized to the customer tor the 

situation. The customer understood 

6 10/15109 Accuraey of captions 10/20/09 A customer shared feedback regarding the acct1f8CY d captions 
on two dllferent c.lla where the Commwnicatloft Asslttlll'ts 

captiOned the phone number on a recordrng II'ICOfredly. The 
customer provided speofic call deta A Customer Service 

Represent81tve apologized for the II'ICideAI, aAd thanked ttre 
customer for the feedlleck. The call datatl was shared with CaM 

Center Man.gement for follow wp With !he COfllml:lftatiGn 
Assistant rYf II supervi101'. 
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9 11/13/09 ~ccuracy of captions 11/13109 A customer shared general feedback regarding the accuracy of 
captiOns. A Customer ServiCe Representative apQioglzed for the 
Incident, and thal'lktd the customer for brlnQIASI atteAtiOn to tt:11s. 

The CUSIOmer drd nDI have any speCJirc eumples, so the 
Customer Service Representatrve suggested ttult the customer 

document the date, lime, and Communicat1c:>n Assistant 
ldentif1C21tion number of any future caHs The customer has not 

pi'OYided any more detaU regard1nQ this matter 

10 01/13/10 lA TTY customer's caNer 10 number is rwt projecting to 01/13/10 The customer did nd req~~est a follow up 
~lay. Apologized, and submitted a trouble ticket No 
~naw up was requested 

1t 02/15/10 !Dial Tone - Not heard 02/15/10 A customers helper said thai their Cap Tel phone was dead. A 
Customer Sewice Representatrve advised a physical reset 
whrch drd not restore the dial tone. The Cusk>mer Servree 

Representative then asked the helper to test the phooe jack 
With another devrce. It was disCOIIered that the phoAe Jack had 
no dial tone. The Custemer Service Representative advised the 
helper to restore the dial tone on the phone jack. and then try 

the CapT e1 again. 

12 02/17/10 llfnable to make captioned calls 02117/10 A customer's Wife reported that the custamer was UAable to 
reach a specifiC phone number. An adjustment was made by the 

ca~rier ta correct the routing of the can. It was contrrmed that 
this resolved the customer's e~Cperience. 

13 02123110 Dial Tone • NGt heald 02123/10 A customer's son called and was trying to set-up a Cap Tel 
device tor hts mother butt he phone had RO dial tone and the 
captions would not work. A Customer Servrce Representatrve 

advised the customer to perform a physical reset d the Cap Tel 
phone which resalved the customer's upenence. 

14 0212<1/10 Dial Tone- Not heard 02/24/10 A customer's helper reported no dialtane OA their Cap Tel 
phone A customer Serv1ce Representative advised the 

customer to do a physrcal reset. It was oontll'n'llld that this 
resolved the rssue. 

15 03/17/10 ~nswemg machioe message retrieval 03/17/10 A customer Indicated that the speaker on 1he rec::eiving el'ld was 
breaking up While using their Cap Tel phone to captiOn his 

extemal answering machllle messages A Customer Servi&e 
RepresentatiVe explained the causes of this, al'ld II'II'MMd the 

customer that on this specific can. the Ccmmunlcation Assistant 
had noted that they experienced very low valume, which 

compromised their abiHty to accurately caption his messages 

16 04/13/10 Dial Tone • Not heerd 04/13/10 A customer reported that there was no dial tone on her CapTel 
phone. A Customer SeMCe Representative adVised a physical 

reset. II was confirmed that this resolved the customer's 
experience. 

17 04/16/10 f\ customer stated that the Communication Assistant 04/20110 The CommuAication Assistant typed the outbound reqr.rest for 
refused to grve their 1dent~rcaban until the customer sa1d hrs ID to the inbound because the cetler hard requested a do not 
IIley woUld retuse the call t the idenlificaUon was not announce call The SupeMsOr collched the agent 10 provide the 
plt1olided. Apdogtzed for the Inconvenience. Follow up ID number any time II rs requested regardless of ca~ type or 
was requested ll'lstruc!lons. The Sl!lpei'Yisor contaetecllhe a.~a1amer and 

provrded an explanabon, apology and Informed them that he 
had spoken With the Communki:atlon Assrseant. 

18 04/3()/10 !Dial Tane • NGt heard 04/30/10 A customer's granddaughter called and stated that their cap Tel 
had no dial tone A Customer Service Representabve ac:Msed 
the customer to perfarm a physiCal reset cJ the Caplet phone 

which resolved the customer's experience. 

19 05/17/10 IOiSI Tone· Not heard 05/17/10 A customer reported no dial tane heard on theifCapTet A 
Customer Service RepresentatJve IICIVised a phyarcal reset and 

this resolved the customer's experleAee. 

Indiana's TRS Certification Application CG Docket No. 03-123 Page 202 



I 

20 05/17/10 Dial Tone • Not heard 05117/10 A customer's son reported no dial tane on their Cap Tel phone 
after a series of storms came through their area Thmugh 

troubleshooting 21 Custemer Se!Vice Representabve was able to 
adVise him ta replace the phGne cord that connected the CapTel 

to the wall phone Jack. 
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Complaint Tracking for IN (06/01/2010-05/31/2011). Total Customer Contacts: 32 

Tally Date of Nature of Complaint Date of Explanation of Resolution 
Complaint Resolution 

1 06/29/10 There were general problems with the service. 07/06/10 A caller reported that the phone connected with a number 
that showed ringing on the caption screen but when the call 
answered and the recording started, there were no captions. 
An investigation showed that the captions were interrupted 

by a workstation issue at the captioning center. The 
Customer Service Representative apologized for the 

customer's experience. 

I 

2 09/08/10 A customer stated that on a recent call, he find 09/08/10 The operator stated that she has been receiving garbled 
it frustrating that he kept getting the (your message from the customer and she made several attempts I 
message is garbled) from this operator and to correct the garbling issues (i.e. lower typing speed and 
questioned whether or not it was actually a disabled turbo). Eventually the customer disconnected the 
garbling issue. The Customer Service call. This problem has been attributed to technical issues. 
Representative apologized to the customer 
and no follow up was needed. 

3 11/22/10 There were general service issues with this 11/22/10 A customer's daughter reported that the customer did not 
call. get captions on one call. The Customer Service 

Representative investigated and explained that this was 
caused by loss of audio at the operator's work station. This 

was resolved on the next call. The Customer Service 
Representative apologized for this experience. 

4 12/03/10 There were disconnect/reconnect issues 12/03/10 The customer reported that her incoming calls did not 
during this call. consistently connect with captions. The Customer Service 

Representative sent the customer information explaining the 
difference between a Cap Tel and a traditional phone. The 

Customer Service Representative explained to the customer 
why the disconnect/reconnect might be occurring and sent 

letter with tips to reduce their occurrence. 

5 12/20/10 There were general service issues with this 12/21/10 A customer reported being unable to connect with captions. 
call. 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 now able to make their captioned 

call successfully without delay. 

6 12/20/10 There were general service issues with this 12/21/10 A customer reported being unable to connect with captions. 
call. 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 now able to make their captioned 

call successfully without delay. 
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7 12/20/10 There were general service issues with this 12/21/10 A customer reported being unable to connect with captions. 
call. 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 now able to make their captioned 

call successfully without delay. 

8 12/20/10 There were general service issues with this 12/21/10 A customer reported being unable to connect with captions. 
call. 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 now able to make their captioned 

call successfully without delay. 

9 12/21/10 There were general service issues with this 12/22/10 A customer reported being unable to connect with captions. 
call. 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 now able to make their captioned 

call successfully without delay. 
""- -

10 12/21/10 There were general service issues with this 12/21/10 A customer reported being unable to connect with captions. 
call. 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 now able to make their captioned 

call successfully without delay. 

11 01/06/11 A customer states that she works for a bank 01/06/11 The customer provided an invalid operator identification 
and was trying to help a deaf customer. She number. The supervisor does recall assisting another 
said the operator who took the call was very operator with a call. However, that call was from a customer 
unprofessional and was mocking her while she who reached relay in error. The supervisor attempted to 
was on the line with the customer. She asked educate the caller that she reached the relay in error but the 
for a supervisor and a supervisor took the call. customer became so irate and unprofessional that she had 
The customer stated that both the supervisor to disconnect the call. This customer did not provide contact 
and the operator then "tagged teamed" against information and did not want a follow-up. 
her and were again both unprofessional and 
she never did get the help she needed for the 
hearing impaired customer. The caller said 
she wanted to speak to the supervisor alone 
and requested that but the operator stayed on 
the line. The Customer Service 
Representative apologized for the problem 
and assured that the complaint would be sent 
in as stated. No call back was requested. 

12 01/07/11 There was a dialing issue, the customer was 01/07/11 The customer reported that they are unable to reach a toll 
unable to dial regional 800 numbers. free number. Technical Support made an adjustment so 

that the Cap Tel user can successfully make captioned calls 
to regional 800 numbers. A Customer Service 

Representative confirmed that the customer is successfully 
able to reach the number he wishes to reach. 
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