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Secretary 
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12502 Sunrise Valley Drive 
Reston, VA 20196 
Office: (703) 592-5111 
Fax: (703) 433-4804 
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Marybeth M. Banks 
Director 
Government Affairs 

CORRECTED DATAES 

Federal Communications Commission 
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. Dortch: 

Sprint Communications Company L.P., on behalf of its Web CapTel, Federal Relay, Sprint 
IP and Sprint 800i and 840i operations and pursuant to Section 64.604(c)(l) of the Commission' s 
Rules, 47 C.F.R. Section 64.604(c)(l), hereby submits its annual summary of its consumer 
complaints for the period June 1, 2013 to May 31,2014. These reports are being filed 
electronically using the Electronic Comment Filing System (ECFS). The Federal Relay 
operations are being filed on behalf of General Services Administration (GSA). 

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

Respectfully submitted 
' 

Ai1Juj_Ltd 14 ~W 
Marybeth M. Banks 

Attachments 

cc: Mark Stone, Deputy Bureau Chief, Consumer & Governmental Affairs Bureau (by email) 
cc: Greg Hlibok, Chief, Disability Rights Division,Consumer & Governmental Affairs Bureau 
(by email) 
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Complaint Tracking for Sprint IP (06/01/2013-05/31/2014). Total Customer Contacts: 77 

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

1 06/07/13 Commumcation Assistant did not verify the number to dial as tnstructed tn the customer 06/07/13 Supervisor met with the Communication Assistant and 
notes. Supervisor apologized for the inconvenience. Follow up requested to be sent via coached on the proper procedure. The Communication 
email. Assistant will be more aware of the customer notes and 

instructions in the future. Follow up email was sent to the 
customer on July 1, 2013. 

2 06/11/13 Customer stated that the Communication Assistant did not follow the customer's instructions 06/11 /13 The Supervisor met with this Communication Assistant and 
to explain to the voice person how to make a relay call and provide the voice person the 800 coached them on proper procedure. The Communication 
relay number. Customer said the Communication Assistant refused , saying it would be taking Assistant did not understand that when instructed by the 
control of the call and therefore would not honor this request. Apologized to the customer inbound to explain relay, they are able to do that within proper 
and assured the customer that this will be brought to the Communicabon Assistanfs direct procedure. The Communication Assistant will go forward with 
Supervisor. Requested a follow up via email . this information and proper procedure will be followed. A folio.,.. 

up email was sent to the customer. 

3 06/12/13 Customer stated that this Communication Assistant verified the number dialed but not the 06/12/13 Supervisor was met with and the procedures for new 
special instructions outlined in the customer notes (specific department and person). ComllJunication Assistants were followed initially. No 
Customer never gave the okay to dial out and the Communication Assistant dialed out. Communication Assistant assigned to the number provided, 
Customer stated that he requested a new Commumcation Assistant at the beginning of the unable to follow up. Follow up sent via email as per request. 
call and the Supervisor dtd not get a new Commumcation Assistant. The customer also 
stated that this Supervisor did not tell him that other Communication Assistants were 
unavailable Apologized for the inconvenience and assured the customer that this will be 
forwarded to the appropriate center for a follow up. Requested a follow up via email. 

4 07/08/13 The Communication Assistant did not follow my instructions to verify the number and all the 07/09/13 When investigating the incident, the Supervisor discovered the 
instructions before dialing out. The Communication Assistant verified the number but did not Communication Assistant identified by the customer was not 
verify the additional instructions given. Apologized to the customer for the inconvenience. present in the work place on the time/date the call was 
Customer requests follow up. completed. Unfortunately, we are unable to determine the 

identity of the Communication Assistant who may have 
handled the customer's call and further investigation is not 
possible. Followed up with the customer via email to explain 
and extend our apologies regarding the incident. 



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

5 07/08/13 Customer would like to report that his complete message was not relayed to the voiCe 07/08/13 One of the Communication Assistant numbers the customer 
person during his call. Customer also states that the Supervisor stated that it was ok if the provided does not exist. The other Communication Assistant 
Communication Assistant does not follow all his notes because he has too many. Customer mentioned does not remember having any difficulty with this 
would like a follow up email regarding this issue. call . The Communication Assistant was coached, however, on 

the importance of following the customers' notes. Follow up e 
mail was sent to the customer as per their request regarding 
this complaint. 

6 07/10/13 Customer stated that th1s Communication Assistant verified the phone number. however. did 07/10/13 The CommuniCSIIon Assistant was coached on the 
not verify the specifiC person requested pnor to d1al out. Apologized and infonned the caller importar~ee of Instruction venficat10n prior to placing calls. 

that the CommunicatiOn Assistant was coached on the spot. No follow up requested. 

7 07/13/13 Customer gave instructions to relay the message to the answenng machine or live person 07/13/13 Unable to conduct a follow up with the Communication 

but did not announce relay. Before customer could give the message, the Communication Assistant as he has since left the company. Left a follow up 

Assistant dialed out. Customer asked the Communication Assistant why they redialed message on their answering machine. 

without a message or complete instructions and Communication Ass1stant typed: Please 
respond, the customer is XXX XXX. Never m1nd, she hung up s1nce you wouldn't respond" 
Customer asked for a Supervisor and the Communication Assistant hung up on the caller. 
Apologized multiple times for the inconvenience and frustration and thanked the customer fo 
let11ng us know. Assured the customer that th1s infonnallon would be passed on to the 
Communication Assistanfs Immediate Supervisor. A follow up is requested v1a phone. 

B 07/17/13 Customer called to report that an Communciation Assistant disconnected his call . The 07/25/13 The Communication Assistant infonned that appropriate time 

customer states he received no warning that the Communication Assistant was going to for a response was given and followed disconnect procedures 
disconnect his call . A follow up email is requested regarding this issue. accordingly. Sent email to customer apologizing for the 

miscommunication and assured this incident will not occur 
again. 



Tally Date of Complaint Nature of Complain t Date of Resolution E ~tplanation o f Resolution 

9 07/19/13 Customer believes the Commumca11on Assistant hung up ~mmed1ately after the customer 07123113 The CommunicattOn Assistant remembers infom~ing the 
typed "BYE SK". Customer feels the Communocatlon Autstant should have g1ven 11 a brt customer th.at the called party had hung up. She then followed 
more time before hanging up SuperviSOr exp!amed that Communication Assistants should the "no response" disconnect procedure. 
wa1t for the ll1bound to disconnect. but when the outbound call 1S completed and no response 
is received after a certain length r:1 time, the Co.mmun1catlon Assistant may disconnect. The 
customer accepted the explanation. Supervisor assured t11e customer that a follow up will 
take place with t11e Communicabon Assistant 

10 07/21/13 Sprint IP Relay customer was attemptong to connect 10 a Commumcallon Assistant to make 07/24/13 The SYSTEM BUSY message is displayed wh&n the Sprint IP 
an outgo1ng call. The customer stated that he/she had been trying for ten minutes and kept web page 1S unable to contact the server when placing a call. 

getting an ermr message that stated: System is busy. The customer was upset that he/she Sometimes this is caused by a server problem and sometimes 

was unable to complete the call. Customer Service Representaltve apologized for the it is caused by a bad connection on the use~s end. 

lnconvenilffice and let the customer know that the 111formatlon would be brought to the Engineering has gooe through our logs and found no 
Supervisors attention. No follow up was requested. connectivity issues; it is likely that this particular event was a 

user end issue. 

11 07/26/13 CommuniCitoon Asststant did not seem to watt long enough after I satd goodbye to 07/26/13 Despite of insufficient information prDIIided, this was 
~iSCOflnect the call . Supervtsor apolog1zed for the inconvenience No follow up requested discussed with the Communication Assistant. This 

Communication Assistant does not remember the call, 

however, the Communication Assistant demonstrated 
'Knowledge of the correct procedures to process this type of 
call. 

12 07/28113 Customer called in to complain that the Communication Assistant did not keep him infooned 07128/13 Coached the Communk:aiton Assistant on the importance of 
of the call progress during the call. The Communication Assistant did not confirm the keeping customers informed at all times. Followed up with the-
department that he asked for when a person answered the phone. The customer would like a customer by email explaining that a discussion was held with 
follow up email. the Communication Assistant to ensure that this type- of call 

will be handled cO<TecUy in the tutu re. 



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

13 07/28/13 Customer reports the Communication Assistant did not follow his instructions and 07/28/13 The call was discussed with the Communication Assistant. 
disconnected his call . The customer would like a follow up email sent regarding th1s issue. The Communication Assistant does not remember ever 

getting a call from this customer. Due to the lack of 
information taken by Customer Service Representative 
regarding this complaint, what type of instruction was not 
followed , and at what point the call was disconnected, 
Supervisor was only able to send a follow up email to 
Customer as per their request documenting the 
Communication Assistant had been met with. 

14 08/15/13 Customer complained that the Commumcabon Assistant did not wait for customer to respond 08/15/13 The Communication Assistant verified the information but did 
after verifying the customer's notes The Communication Assistant dialed out the number. not get a response from the caller. The Communication 
Customer asked for a Supervisor twice and the Communication Assistant didn't respond Assistant did request Supervisor assistance and when the 
Eventually the customer was disconnected. Supervisor attempted to communicate with the customer the 

call was disconnected. Follow-up sent via email as per 
request. 

15 08/23/13 Caller reported that the Communication Assistant disconnected h1m dunng a call to his bank 08/23/13 The Technician was unable to verify if the call was dropped 
and sent the copy of the conversation he saved showing the Commumcation Assistant due to Communication Assistant disconnecting or due to 
number. call content, and time of the disconnect. Customer Service apologized for the system error. 
inconvenience and told the customer a bcket would be opened to find the cause of the 
problem . No follow up requested. 

16 08/25/13 Customer says the Supervisor did not give their name with their number and said "I gave you 08/25/13 A follow up email was sent today. 
my ID" when caller asked for name instead "I choose not to give my name." Customer said 
they were aware Supervisors do not have to give their names to customers. Customer was 
also unhappy that Communication Assistant needed the Supervisor's help to change his 
notes. The Supervisor apologized for the inconvenience. Follow up requested to be sent via 
email. 



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

17 08/28/13 Customer stated that the Communication Assistant did not verify the call to the number pnor 08/28/13 The Communication Assistant was coached on the 
to dial-out. Also. after the dial-out, the Communication Assistant typed the phrase that was importance of verifying the call to number prior to dial-out as 
listed in the customer note (one moment please verify your note). Apologized for the well coached on the importance of typing that specific phrase 
inconvenience. No follow up requested . also prior to the dial-out. 

18 08/28/13 The Communication Assistant mis-identified the gender of the voice on answering machine, 08/29/13 Coached the Communication Assistant on the importance of 
and did not tell the customer that it was a child's voice. The Communication Assistant did following all instruction listed in customer notes. 
not verify number before dial-out. Apologized for inconvenience and feedback and will Communiation Assistant informed instruction was followed 
forward to appropriate department for follow up. was not able to determine the voices of children and gendered 

it only as female. Communication Assistant apologized for 
mistaking the gender of the voice on the answering machine. 

19 08/28/13 The Communica!Jon Assistant dialed the number without confirming instructions as listed in 08/28/13 Communication Assistant was coached to make sure to 
customer notes. The Supervisor apologized for the Inconvenience. No follow up requested. include more detans when following the customers 

instruc!Jons. 

20 08/28/13 The Communication Assistant did not follow the customer notes which states to always get a 08/28/13 The Superv1sor assisting on th1s call had also documented this 
live representative, but the Communication Assistant asked if I wanted to hold for a live call m the Supervisor assistance log. The Supervisor assisted 
representative. The notes also say not to type recordings and only type answering machines for over 6-minutes on this caH Superv1sor always iden!Jfies 
the Communication Assistant typed the recording but not the answering machine. A themselves with name and 10. Additionally, the Supervisor 
Supervisor was requested to report the Communication Assistant not processing the call sent a follow up email as per the customer's request regarding 
correcHy the Supervisor responded with "if nothing else". Supervisor apologized for the this complamt. The Communication Assistant processed this 
inconvenience. Follow up requested to be sent via email. call as per the customer request, the customer placed several 

calls with th1s Communication Assistant. 



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

21 08/29/13 The Communication Assistant did not follow customer note which states to verify the number 08/29/13 The Communication Assistant was coached to verify 
that is being dialed on redials. The Supervisor apologized for the inconvenience. Follow up information on every out d1al 1nclud1ng redials 1f instructed to 
requested to be sent via email. do so. 

22 08/30/13 After the Communication Assistant typed verifying notes as instructed in the customer notes 09/09/13 The Supervisor assisting confirmed that the Communication 
there was no response from the Communcation Assistant for a long time and then the Assistant had sent several query prompts. When no response 
someone typed Supervisor disconnecting the call . There was no name or number for the was received after the designated waiting time an advisory 
Supervisor, and the Communication Assistant did not continue with verifying the number to was sent and the Supervisor authorized the disconnect. A 
dial. Supervisor apologized for the inconvenience. Follow up requested via email . response was sent to the customer explaining protocol with 

regard to no customer response wait time. 

23 09/04/13 Customer got "Sprint IP (and Communication Assistant ID) then the line disconnected. The 09/09/13 Spoke with Communication Assistant and she confirmed the 
customer figured it was a technical problem because it happens a lot. Thanked customer for call did drop on her board and disconnected immediately was 
feedback and will have someone follow up. not able to assist caller. Sent an email to caller and apologize 

for the inconvenience. 

24 09/05/13 "The Communiation Ass1stant immediately disconnected my call and d1d not g1ve me the 09/05/13 When a Communication Assistant does not remember the 
option to place another call, They did not follow disconnect procedures. • Customer would call, investigate the his/her procedural knowledge. Resolved 
like a follow up email. the contact by stating that the Communication Assistant 

demonstrated knowledge of the correct procedures to process 
this type of call. A follow-up email was sent to the customer. 



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

25 09/16/13 Superv1sor did not wait long enough before disconnecting my call . Supervisor apologized for 09/16/13 Supervisor followed procedure protocol for no response 
the mconvemence Follow up requested to be sent via e-mail . d1sconnect. Follow up letter sent v1a email as per request. 

26 09/16/13 The Communications Assistant did not verify the number to dial as instructed to In the 09/16/13 Commumcation Assistant didn't see that particular request 1n 
customer notes. Supervisor apologized for the inconvemence. FoUow up requested to be the note. Commumcabon Assistant was coached to make sure 
sent via e-mail. to read and follow all the notes. Follow up letter sent v1a email 

as per request. 

27 09/19/13 Customer states the Communication Assistant did not relay call in a timely manner. The 09/19/13 Communicabon Assistant was trymg to use a rewind feature to 
Communication Assistant did not keep customer informed regarding a recording and the capture everything the recording was saying and in doing so 
Communication Assistant typed slow. The Supervisor apologized to customer for caused a delay to the customer The Communication 
inconvenience. No follow up requested. Assistant was coached on altemabve ways to relay recordings 

and keep the customer infonmed 

26 10/07113 Customer called 1n to report the Commumcation Ass1stant disconnected his call Customer 10/07113 The Communication Assistant number named in the complaint 
would like a follow up email. 1s not ass1gned to any employee. A follow up email was sent 

to the customer. 



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

29 10/08/13 Caller sent emaillo report that the typing during his Sprint IP call was "atrocious". The 10/08/13 The Supervisor met and coached the Communication 
Supervisor apologized for tihe inconvenience and told h1m tihe report would be sent to tihe call Assistant. The Communication Assistant understands tihe 
center Supervisor. No follow up requested . importance of typing accurately and to be careful when typing 

messages. 

30 10/10/13 I gave the Communication Assistant a number and wanted it verified per my customer notes. 10/14/13 While tihe Communication Assistant does not recall tihis 
The Communicabon Assistant said tihe number was Invalid and cannot be dialed. The occurrence. the Communication Assistant assured that the 
Communication Assistant did not verify and hung-up on customer. Apologized for the instructions would have been followed and understood tihe 
inconvemence and w111 follow-up via ema1l per customer request. importance of keeping the customers informed at all time. The 

Communication Assistant was reminded of tihe consequences 
of a disconnecting a call. Email follow-up sent to customer. 

31 10/13/13 "The Communication Assistant did not follow my notes. The Supervisor told me tihe 10/13/13 Follow up with tihe Communication Assistant and Supervisor 
Communication Assistant did not have to follow my notes because tihere are too many. I regarding the customer notes, both demonstrated knowledge. 
would like a follow up email in regards to this issue_" A follow up via email was sent to the customer. 

32 10/28/13 Communications Assistant did not provide tihe correct information to tihe medical benefits 10/31/13 The Supervisor met witih the Communication Assistant and 
enrollment representative, causing the call to take over one hour. Once anotiher she was coached on focusing on all calls to ensure all the 
Communications Assistant took over tihe call , tihe call was completed successfully. needs of the customers (botih inbound and outbound) are met 
Customer sent email to Customer Service to report tihe call in question along with a copy of to tihe best of her ability. Unable to follow-up witih customer 
tihe conversation for clarification. Will fax copy of conversation to call-center. Thanked the due to invalid email. 
customer for the information, apologized for tihe inconvenience, told her the report would be 
sent to tihe call center Supervisor for investigation. Follow up requested. 



Tally Oat. of Complaint Nature of Complaint Date of ResoiLition Expl;~n;~tion of Resolutlon 

33 10/31/13 Customer stated that he oouldn't remember the Communlcabon Asststant who was 10volved, 10131113 The Supervisor followed-up regarding customer notes and 
but has a compl11nt agatnst tha Supervtsor Customer stated that the Communu:ation verifying the call number before proceeding with any 
Assistant did not follow the tnstructJO(Is so a Supervtsor was requested. The customer stated additional information. A follow up amaH was sent to the 
that rt took a long tune for the Supervtsor to get tnvolved and to con~rm the lnstruc(JO(Is custo:mer 

Customer stated that Supervisor told h1m that the Communication Assistant followed proper 
procedure which was not true Customer Servoce Representa~ve apologoz.ed to the customer 
or the mconvenience and assured h1m that a follow-up emad wdl be sent to the SupeMsor 

34 11/19/ 13 lA Yellow Cab Operator called on to report that they had finoshed a call to a Spnnt IP 11/22113 This was a call take-over situation where the customer may 
customer from their company. At one poont in the call they heard a voice on the background have heard the two Communication Assistants discussing the 
mock their response between both the customer and the Communications Assistant, and the call takiHiver. Coached the Communication Assistants on 
person laughed at the caner. Supervisor was requested at the time and they stated that the muting the microphone whUe call is being taken over. FOllow-
Supervisor sounded hke someone was making vo1ce and didn't take down their Information, up email to customer apologizing for the inconvenience. 
then hung-up. The person seemed sure of the Communications Assistant and SuperviSOr 
numbers were the same except by the firnt digit. Yellow Cab Operator would like a follow up 
!Via e-mail, but gave their Superv~sor's number of more informa~on is needed 

35 11/2711 3 Spnnt IP user complains that. when retrieving a voice mall for them, the CommuniCation 11/27/13 The Communication Assistant was coached by a Supervisor 
Assistant mistyped the corresponding phone number that lies to their email Apologized, and on accuracy when retrieving voice mail. A follow-up email was 
informed the customer that the Communication Assistant's Supervisor wal be not1fied sen I to the customer. 
Customer requests e-mail contact from Supervisor 

36 12104/13 Customer complained that IP Relay System was busy on the day after Thanksgiving and 12104113 Followed up wtth customer and atl is worl\ong well. 
they could not make calls. "Not happy about all that at all.'" TRS Customer Service sent reply 
to email with an apology. Program Manager will be notified. Follow up requested. 



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

37 12/08/13 Customer had a call to directory assistance and the Commumcation Assistant followed 12/08/13 The Communication Assistant was reviewed on the 
everything correctly w1th getting the number, verifying it and d1aling it out. The importance of following customer's note. Supervisor was 
Communication Assistant asked the customer if he wanted to hold for a l ive person but advised of the consequence of disconnecting the call. 
customer notes say always get live person. Customer asked for Superv1sor and the Followed-up with customer via email explaining what had 
Supervisor told customer he can file a complaint on the web page and disconnected the happened and the appropriate action was taken to ensure the 
customer. Apologized for the inconvemence and ensured this information would be Communication Assistant understands procedures. 
forwarded to the Call-center Manager. Follow-up requested via email. 

38 12/09/13 Customer said the Communication Assistant failed to keep him Informed during the call , then 12/09/13 Communication Assistant was coached by a Supervisor on 
call was disconnected, The caller saved record of the SprintiP call and sent to Customer keeping the customer informed and following customer notes 
Service There IS a note for the number he wanted dialed to call his vo1ce man_ Apologized on voice mail retrieval. A follow-up email was sent to the 
to the caller and told h1m the report would be sent to the call center Supervisor. Follow-up customer. 
requested . 

39 12/18/13 Customer states they cannot "accept" a Sprint IP call us1ng Firefox, That IS reportedly his 12/18/13 Customer Service and technician worked with customer to 
only internet option, Firefox. Technical ticket opened. Follow up requested . resolve this. The customer stated that his hot spot was not 

working. We checked his account and found that his service 
was suspended for non-payment. Sent an email to the 
customer letting him know of this and asked that after his 
service is up and running, we will work with him to fix it. 

40 12/27/13 The Communication Assistant did not verify the number to dial as instructed in customer 12/27/13 The Communication Assistant recalled the circumstances of 
notes. When customer asked to speak with a Supervisor the Communication Assistant hung this nature and it was relayed what had occurred. The 
up. Supervisor apologized for the inconvenience. Follow-up requested to be sent via email. Communication Assistant was reminded to report any 

technical difficulty that may result in disconnects. The 
Communication Assistant was reminded of the consequences 
of a disconnecting a call . An follow-up email was sent to the 
customer. 



Tally Oat& of Complaint Natllre of Complaint Date of Resolution Explanation of Resolution 

4 1 12/28113 The Communication Assistant did not verify the phone provided by the customer as 12131/13 Supervisor met with the Communication Assistant and 
instru<:ted in the notes. Apologized that the Communication Assistant did not follow notes or expressed the importance of following customer notes. The 
instructions. Follow-up requested via email. Communication Assistant is aware of this. FoiiOWoi.IP email 

sent to the customer. 

42 01/03114 Customer repons their Sprint IP call is not connecting to a Communication Assistant. 01/03/14 Shared w1th the Call Center Management Customer did not 
Apologized. Management will be notified. No follow up requested. request follow up. 

4 3 01/07/14 Cus!Omef repons problem connecting to Relay. Apologized. Management will be notified. No 01/07/14 Customer called when there was a high call volume. The 
follow up requested. technician made some test calls and was able to get through. 

Customer did not request follow up. 

44 01/09/14 Customer stated that the Communicabon Assistant did not follow two customer note 01/09/14 The Communication Assistant was coached on the 
instructions: "verify upon red1al and keeping customer informed of the call process." importance of keeping customer Informed on all aspect of call 
Attempted to danfy that on a particular call he just had. The Communication Assistant processing. 
followed proper procedure on a redial. The customer disagreed. Customer was informed that 
keeping a customer infonned should have taken place and apologized for this 
inconvenience. No follow up requested. 



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

45 01/09/14 The Communication Assistant would not comply with customer's request regarding their 01/09/14 The Communication Assistant was coached by a Supervisor 
callers "voice tone." Apologized and informed the customer that the Communication on describing voice tones when asked by a customer. A follow 
Assistant's Supervisor will be notified for follow up with the Communication Assistant. up email was sent to the customer. 
Customer wants follow-up via email. 

46 01 /13/14 Customer called in to report that they were disconnected after making two phone calls. The 01/13/14 Communication Assistant did not remember this call , however 
Communication Assistant sent "one moment please" and the line disconnected. Customer the Communication Assistant was coached on the importance 
would like a follow up text message. of not disconnecting calls. Also advised the Communication 

Assistant of the consequences of doing so. Followed up with 
the customer. 

47 01/14/14 The Commumcabon Assistant did not know how to process a two-line VCO call v1a the 01/14/1 4 The Communication Assistant was coached by a Supervisor 
Internet relay and had hung up. Supervisor apologized for the inconvemence. No follow up on how to process a 2 line VCO call through the Internet. No 
requested. follow up requested. 

48 01/14/14 The Communication Assistant did not know how to process a two-lme VCO call v1a the 01/14/1 4 Communication Assistant was coached on how to process 
Internet relay and had hung up Superv1sor apologized for the inconvenience. No follow up 2LVCO call via Internet relay. This Communication Assistant 
requested. is currenHy unassigned. Another Communication Assistant 

was coached on how to process 2LVCO call via Internet relay. 



Tally Oat& of Complaint Nature of Complaint O.iile of Resolution Explan;~tlon of Resolution 

49 01/21 /14 Customer reported that the Communicabon Assistant Interrupted both the IP and outbound. 01/21/14 Supervisor met with the Communication Assistant. Coached 
The Communicabon Assistant kept telling the votce party to hold and stop and was reported the Communication Assistant on being professional and 
as unprofesSionaL Apologtzed ror their experience and advtsed the caller that the report will courteous at all times. 
be sent to appropriate call center. 

50 01/22114 Caller sent ema~ to Customer Servtce to state that this was the first time she made a 01/31/14 The Supervisor met with the Communication Assistant 
!complaint. "The Communication Assistant was rude because when she reached a busy Although the Communication Assistant would not deliberately 
number and I told the Communication Assistant to keep trying. The Communication hang up oo a customer. she may have been following the 

!Assistant typed "GA" after one ring and she wouldn't let it ring. After that. I kept telling her to disconnect procedure if the customer was not responding. 
keep trying and she hung up." Customer Service apologized for the mconvemence end told Followed up with customer via email. 
her the report would be sent to the Call Center Supervisor. Follow up requested. 

51 01/31 /14 Customer had connected to a Communication Assistant and said that the Communtcation 01/31/14 The Communication As-sistantl)(ocessed the call according to 
!Assistant disconnected the call. Supervisor apologized tor the inconvenience. Follow up pnx:edure however after the out dial there was no further 
requested to be sent via email response and then the Communication Assistant had 

disconnected the call. The Communication Assistant was 
coached to follow disconnect procedures. 

52 02/03114 The customer suspected that the Communication Assistant did not want to process her call. 02103/14 The Communication Assistant stated the call would not go 
At approxtmately 9:50pm. call to number was given and the CommuniCation Assistant through and disconnected on every redial. The 
Indicated that the phone was disconnected. Customer knew that the number is a 24f7 Communication Assistant was coached by a Supervisor to ask 
number and used thts number before. Customer requested the Communication Assistant to for assistance and fill out a trouble ticket when calls will not 
redial and received the same message. Caller stated that she hung up and immediately her out-dial. A follow up email was sent to the customer. 
mother called the same number and was able to reached a recording menu option. The 
caller then Immediately called back and got a different CommunicatiOn Assistant and the call 
went though and was able to proceed with the call. Customer suspected that the 
Communication Assistant was avoiding placing the call. Customer would like a follow up via 
email. 



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

53 02/05/14 Communication Assistant did not follow instructions and was argumentative. 02/06/14 Supervisor met with the Communication Assistant. She said 
Communication Assistant ignored the customer and took control of the call. Apologized and she was not argumentative but only following the customer 
assured him the information would be forwarded to the appropriate Supervisor. Follow up request. The customer requested the Communication 
requested via email. Assistant to "follow menu and get live person." The customer 

was upset the Communication Assistant did not type the 
menu. In this case the Communication Assistant would not be 
required to type since the customer said to "follow the menu." 
The Communication Assistant followed procedures. Followed 
up with customer via email . 

54 02/07/14 The customer stated that the CommuniCation Assistant failed to follow customer notes for 06/02/14 Forwarded this to the Call Center Management to meet with 
verification prior to out dial and add1tional notes. Apologized for the inconvenience. No follow the Communication Assistant. The Communication Assistant 
up requested. did not remember the call specifically. He did mention it was 

so automatic to immediately dial out on IP calls since they 
come in with the number whereas with traditional relay, he has 
more time to read the notes while the inbound is typing . The 

- Communication Assistant was coached on always focusing on 
each call and making sure to follow customer instructions and 
notes. 

55 02/10/14 Customer called back to relay to speak to a Supervisor about a Comunication Assistant. The 02/10/14 Supervisor was coached on the importance of completing 
Supervisor refused to take the information because the Communication Assistant was customer contact report herself and she also understood the 
located in a different call center and had offered to transfer the caller to customer service. proper protocol on this regards. A follow up email was sent at 
Customer had never encountered this before. The Supervisor taking the complaint 3:46 pm Monday, February 17th. 
apologized for the inconvenience. Follow up requested to be sent via email. 

56 02/27/14 The Communication Assistant did not re-verify that I had reached the correct department 02/28/14 Supervisor met with Communication Assistant and Assistant 
after a live person answered. These instructions are in my notes. Apologized for the Supervisor that took the call . The Communication Assistant is 
inconvenience and assured this will be handled accordingly. Follow up requested via email. not required to re-verify the name of the department reached if 

answered with that department name. Followed up via email. 



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

57 03/05/14 The Commumcation Assistant did not follow the procedures of leavmg a message on the 03/06/14 The Commutcation Assistant has been coached on the correct 
answering machine the first lime. Apologized to the customer for the Inconvenience Follow procedures or ieavmg a message the first time. Followed up 
up requested via email. with customer via email. 

58 03/06/14 Customer called in to report the Communication Assistant only relayed the first message on 03/06/14 After leaving the first message the Communication Assistant 
the answering machine. The Communication Assistant would not respond when the informed the caller that the message was left. The caller 
customer asked for the next message to be typed. Customer does not request a follow up. asked the Communication Assistant if they were ready for the 

next message and the Communicalton Assistant responded 
w1th "GA". The Communication Assistant was coached to 
make sure to type a more clarifying statement i.e. "Yes 
Commumcation Assistant is ready' '. 

59 03/06/14 Customer called in to report the Communicalton Assistant disconnected his call. Customer 03/06/14 The Communication Assistant followed proper protocol due to 
would hke a follow up email 1n regards to this issue. non-responsiveness per Supervisor on Duty who was 

assisltng the Commumcation Assistant on the call. A follow up 
email was sent. 

60 03/11 /14 Customer called in to report the Communication Assistant disconnected his call when he 03/11 /14 Customer Serv1ce stated that we were experiencing techical 
asked to speak to a Supervisor. The Communication Assistant did not follow any notes or difficulties and that engineenng is working on it. Follow up 
instructions. The customer would like a follow up email in regards to this issue. letter sent via email as per request. 



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

61 03112/14 The Communication Assistant hung up prematurely on a recording. Supervisor apologized 03/12/14 There IS no Commumcation Ass1stant assigned to th1s 10 
for the mconvemence. No follow up requested. number. No follow up requested. Unable to further investigate 

62 03/12/14 Caller sent emaH to Customer Service to report: "Why Spnnt IP relay hung up on me for 7th 03/12/14 Customer Service apologized. Told the customer we are 
time today?" Customer Service apologized for the inconvenience and said that we are experiecning technical difficulties and engineering is working 
experiencing technical difficulties. No follow up requested. on it. No follow up requested . 

63 03/12/14 Customer sent email to Customer SeMce to report ''Whenever I try to use Spnnt IP to make 03/12/14 Apologized for the inconvenience and explained that Spfint is 
a call. the number is dialed, the Communication Assistant connects and then the call experiencing technical difficulties with Sprint IP at this time. 
disconnects. Sometimes I get a response from the number dialed, but then I'm hung up on". Thanked her for her patience. No follow up requested. 
Customer Service apologized for the inconvenience and expla1ned techmcal diffiCulties with 
Spnnt IP at th1s time. Thanked her for her pat1ence. No follow up requested. 

64 03/12/14 Customer reports calls through Sprint IP have been disconnecting. The customer does not 03/12/14 Apologized and told the customer that we are experiencing 
want follow up; they want the problem resolved . Apologized for the technical problem. No technical difficulties at this time. Our engineering group is 
follow up requested. working on this. Thanked customer for her patience. No follow 

up requested. 



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

65 03/1211 4 Sprint IP customer reports getting disconnected on their recent calL Apologized for the 03/12114 Apologized and explained to the customer that we are 
technical problem. No follow up requested. experiencing technical difficulties at this time. Our engineering 

group has been working on this. Thanked customer for her 

' patience. Follow up not requested . 

66 03/12114 Customer sent email to report a problem with Sprint IP calls disconnecting during the 03/12114 Apologized for the inconvenience and told her of a known 
conversation and also reported getting many busy signals. Customer Service apologized for issue that the engineers were working to resolve as soon as 
the inconvenience and told her of a known issue that the engineers were working to resolve possible. No follow up requested. 
as soon as possible. No follow up requested . 

67 03/12114 Caller reported that his calls through Sprint IP yesterday and today continue to disconnect 03/12114 Apologized for the inconvenience and told him that a trouble 
during the middle of the conversation. Customer Service apologized for the inconvenience ticket had been entered regarding the issue. Thanked him for 
and told him that a trouble ticket had been entered regarding the issue. Told him we have no his patience. No follow up requested. 
been provided an estimated timeline of when the issue will be resolved. No follow up 
requested. 

68 03/12/14 Sprint IP customer reports be1ng disconnected twice this morning. The customer did not 03/12114 Apologized for the inconvenience and told her that we are 
notice the Communication Assistant ID. Apologized . No follow up requested . experiencing technical difficulties. Our engineers are working 

on it. No follow up requested . 



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

69 03/12/14 A Sprint Mobile IP customer who was using an I Phone 5 reports her contact list is "chaotic" 03/12/14 Sent an email to see how her calls were worktng_ The 
and "not alphabetical". Customer does not want to manually enter the number to dial. customer can make calls. She will contact us if she has 
Apologized . Relay management is working with Engineering to fix the issue. Follow up problems, 
requested. 

70 03/26/14 The Communication Assistant did not get a live Operator like the customer requested. The 03/27/14 The Communication Assistant followed procedures by 
Supervisor explained that there was not an option for a live Operator and the customer would informing the customer there was no option for a live Operator. 
have to choose an option that corresponded to what department she wanted_ At this time, the customer would be required to make a 

selection to a specific department. Quality Supervisor followed 
up with the customer by letter via mail. 

71 04/08/14 Customer stated that the Communication Assistant interrupted after giving the "Go Ahead." 04/08/14 The Supervisor met with the Communication Assistant who 
The Communication Assistant lied that she did not interrupt after giving "Go Ahead". stated that she did not interrupt after giving the "Go Ahead". 
Communication Assistant does not know how to use "Go Ahead". Customer Service There was garbling on the call . The Communication Assistant 
apologized and will forward this to the Communication Assistant's Supervisor. No follow up was coached to get assistance from Supervisor. No follow up 
requested. requested . 

72 04/09/14 The Communication Assistant typed out the answering machine message and then hung up 04/15/14 TheCommunication Assistant ID number identified is not 
on me. Apologized for the mishap and assured the caller that this would be sent to the assigned to any employee. An effort was made to reach out to 
Communication Assistant's Supervisor. Follow up requested via email. the customer for additional information. The customer did not 

respond. No further action is possible. 



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

73 04/16/14 This Communication Assistant did not verify the number per my notes and dialed without 04/16/14 When meeting with the Communication Assistant, she does 
permission. Also, the Communication Assistant did not type the answering machine as not remember a call like that coming in to her station. The 
requested. I asked for a Supervisor and was told to call Customer Service. Apologized for importance of following customer notes and instructions was 
the inconvenience and assured the Supervisor would be notified. Follow up requested via discussed with the Communication Assistant and she 
email. understands. It was also discussed that whenever a customer 

requests a Supervisor, she is to get one; she understands this 
as well. Follow up email was sent. 

74 05/02114 Communication Assistant hung up on the customer. The Communication Assistant did not 05/02114 The Commumcation Assistant was coached on mentioned 
verify the number to dial as per customer notes. Supervisor apologized for the area of concern . A follow up email was sent. 
inconvenience. Follow up requested to be sent via email. 

75 05/02114 Customer stated that this Communication Assistant hung up on h1m. Customer stated they 05/02114 Supervisor met with the Communication Assistant to discuss 
were calling Verizon. Apologized for the inconvenience. Requested a follow up via email. the disconnect. Communication Assistant says he did not 

disconnect, the caller stopped responding. This could have 
been a techmcal issue with the internet. Advised the 
Communication Assistant if there are any problems with a call, 
to have a Supervisor come over to witness techmcal issues. 
Followed up With the customer v1a email. 

76 05/09/14 A registered Sprint IP user said that she tned to place a call to a toll free number and the 05/09/14 Due to the non-geographic nature of IP calls , regional 800 
Communication Assistant would not put the call through, saymg the computer restricted her diahng is not available. The 1nformat1on from the 
from calling. Customer Serv1ce apologized for the inconvenience. Customer did not request Communication Assistant was accurate. 
follow up. 



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

77 05/09/14 A registered Sprint IP user complained that she was calling an BOO number and the 05/2B/14 The Communication Assistant experienced technical difficulty 
Communication Assistant told her the number was a restricted number. Customer Service at the time of this incident. The Supervisor submitted a 
apologized for the inconvenience. Customer did not request a follow up. trouble ticket on this issue. Due to the non-geographic nature 

of IP calls, regional BOO dialing is not available. The system 
message response was accurate. 
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Complaint Tracking for CapTel Sprint 8001-8401 (06/0112013~5J31/2014). Total Customer Contacts: 80 

1alry Date of Call Nature of eomptalnt Resolution of Status Date RMoJv•ct 
1 6/5/2013 Customer shared feedback regarding accuracy of captions Customer Service Representative apologized for incidence and thanked 6/512013 

stating the Communication Ass1stant does not get her customer for sharing her expenence. Customer Service Representative 
name right and sometimes other words. discussed the captioning process and noted the Commun1calion Assistant 

cannot ask the other party to spell a name to confirm and names will be 
Inserted based on how they are heard. Customer Service Representative 
noted the customer may document the date, ~me and Communication 
Assistant ID of any future calls to allow us to take spec1fic action wllh the 
Communicallon Ass1stant captioning the cal!. The caller was not able to 
provide any examples 

2 6/6/2013 Customer shared feedback regarding the Communication Customer Serv1ce Representative apologized for Incidence and thanked 6/6/2013 
Ass1stant missing what the other party said. customer for the feedback. Customer Service Representative noted he 

would share feedback provided with Call Center Management. Customer 
Service Representative noted that 1f customer wishes to document the 
date. lime and Communication Assistant 10 of any future calls this will allow 
us to take specific act1on with the Communication Assistant captioning the 
call and provide additional monitonng and coaching for quality assurance. 

3 6/27/2013 Customer reported seeing "Speaker Unclear'' and Customer Service Representative apologized for incidence and thanked 6/27/2013 
"Speaker Breaking Up" 1n her captions customer for the feedback. Customer Service Representative investigated 

the call and found a trouble ticket logged by the Communication Assistant 
that noted loud and disruptive auoio distortion on the first minute of this 
short call. 

4 7/1912013 Customer reported occasionally seemg the message, Customer Service Representative explained that whHe the Captioning 7/1912013 
'Waiting forCapTel Operator" and asked when would be Service is staffed to meet the demands of da~y caU volume during a 24 
the least busy time to place captioned carts. hour period. There can be rare moments when a Communication Assistant 

is r10t immediately available. Customer Service Representative advised 
that if she should see this message. it is best to hold on the line to wait for 
the next available Communication Assistant. Customer Service 
Representative continned that Cap Tel is being used successfully and has 
not reported experiencing lengthy wait times. 



Tally Datil otcan Nature of Compglnt ResolutiOft of !itab.JS Date Reaotvett 
5 7/2312013 Customer reported inaccurate captions dunng calls. Customer shared feedback regarding accuracy of captions. Customer 7/23/2013 

Servrce Representative apologized for incidence and thanked customer for 
bnngrng their expenence to our attention. Customer had no specifics on the 
date or time of the call. Customer Service Representative noted that if the 
customer documents the date. time and Communication Assistant 10 of 
any future calls this will allow us to take specific adlon with the 
Communication Assistant captioning the call . Customer Service 
Representabve explained how captions are produced 

6 712912013 Customer noted maccurate captromng on her cans but Customer Service Representatrve apo\ogrzed for incrdence and thanked 7/29/2013 
could not provide any speCific deta~s customer for bnngrng thetr experience to our attenbon Customer Service 

Representatrve sent customer an email communrcatron and suggested 
customer document the date. time and Communication Assistant ID of any 
future calls to allow us to take specific action with the Communication 
Assistant captroning the call . Customer Service Representative also 
followed up with the customer later to see rf she had any specific examples 
but customer drd not answer 

7 819J2013 Customer reported Inaccurate caphons on a spectfJC call Customer Servrce RepresentatiVe apologtZed for rncldence and thanked 9/1112013 
customer for bringmg their experience to our attention Feedback as 
recerved was passed on to Call Center management for follow-up with the 
Communrcatlon Assistant on the importance of accuracy of names of 
company answerrng Customer had reached a vorce mail message so 
could not ask the other party for clarification. A second call to the same 
number produced accurate captions. 

8 8/11/2013 Customer shared feedback regarding accuracy of captions Customer Servtee Representative apologrzed for the incrdence and 8/1312013 
and provided specific call data thanked customer for the feedback. CaH detarl was shared with Call Center 

management for follow up with the Communication Assistant by the 
CommunJCatron Assrstant's Supervisor The Superv1sor Increased 
monitoring frequency for the Communrcatron Assistant to ensure consistent 
quality performance Customer Service Representatrve followed up with 
customer and shared action taken 



Tally Date ot ll:all Nature of Complaint Resolution pt Status Date Resolved 

9 8/13/2013 Customer reported seeing the word "HIM" repeatedly at Customer Service Representative apologized for this incidence. Customer 8/13/2013 
the start of a recent captioned call. Service Representative explained to the caller the reason this occurred as 

a voice recognition nuance if the Communication Assistant does not mute 
when they sneeze or cough. Customer Service Representative also 
addressed the customer's notation of inaccurate names and the 
recommendation to confirm spelling as the system does not allow the 
Communication Assistant to participate on the call. 

10 8/22/2013 Customer reported inaccurate captions during calls. Customer Serv1ce Representative apologized for incidence and thanked 9/1012013 
customer for bringing their experience to our attention. Customer Service 
Representative suggested customer document the date. lime. and 
Communication Assistant number of any future calls to allow us to take 
specific aclion with the Communication Assistant captioning the call. 
Customer Service Representative followed up with the customer on to see 
if they had any specific detail or examples we could follow up on and they 
did not. 

11 8/22/2013 Customers daughter shared generalized feedback Customer Service Representative apologized for incidence and thanked 9/6/2013 
regarding the accuracy of captioned calls. customer's daughter for bringing their experience to our 

attenhon Customer Servcce Representative inquired if the daughter had 
any examples or a date and time of a call we could investigate. The 
daughter had no examples or calls to research. Customer Service 
Representative noted that if the customer documents the date. lime and 
Communication Assistant ID of any future call this would allow us to take 
specific follow up action with the Communication Assistant captioning the 
call . The daughter said she would let the customer know. No further follow 
up rece1ved as of 9/6/13. 

12 9/1/2013 Customer reported the captions were one to two minutes Customer Service Representative apologized for incidence and thanked 9/5/2013 
behind the speaker's voice. customer for the feedback and informed them that information would be 

shared with appropriate captioning service staff for follow up. Customer's 
experience does not impact compliance with FCC rules for 60 wpm text 
transmission. Call Center Management reported they are increasing 
monitoring and coaching frequency in order to take a closer look and 
potentially support increased captioning speed. 



Talty Date ~t.eall Nitture of Complaint Resolution of S~tus Date Resolved 
13 9/9/2013 Customer reported that the captions are not always Customer Service Representative did test calls and confirmed that the 9/26/2013 

accurate. captions are transcribing correctly. Customer Service Representative 
explained how captions are generated by Communication Assistants who 
hear what the other party says and use voice recognition technology and 
typing. Customer Service Representative investigated and identified some 
trouble tickets identifying audio difficulties on some calls. Customer 
Service Representative suggested customer document the date. time and 
Communication Assistant ID of any future calls to allow us to take specific 
action with the Communication Assistant captioning the call . Customer 
called back on 9/28/13 but had no specifics on the call to funher follow up 
on. Customer Service Representative encouraged customer to share 
specific call detail for us to follow up on. 

14 9/19/2013 Customer reported inaccurate captions while usmg his Customer Service Representative apologized for incidence and told the 9/19/2013 
CapTel8401. customer he would pass this feedback on to the Call Center. Customer 

Service Representative also requested the customer document the date. 
lime and Commun1cat10n Assistant number of any future calls to allow us to 
take specific action with the Communication Assistant captioning the call. 
Customer provided no specifics of call detail to follow up on further. 

15 9/2012013 Customer reported capltons were slow and some words Customer Service Representative apologized for the Incidence and 9120/2013 
were dropped on a recent call. thanked customer for bringing their expenence to our attention. Customer 

had no specifics on the phone number dialed. or time of call only general 
information. Customer Service Representative investigated the technical 
details available and was unable to determine which call this was in 
regards to. Customer Service Representative noted if the customer can 
document the date, time and Communication Assistant 10 of any future 
calls this will allow us to take specific action with the Communication 
Assistant captioning the call to provide further monitoring and coaching. 
Customer understood and thanked the Customer Service Representative 
for her attention to the matter Customer Service Representative confirmed 
customer IS actively making successful calls and has not reported any other 
incidence. 



TaHy Date of Call Nature oil Complaint Resolution of Status Date Resolved 
16 10/10/2013 Customer share<! feedback regarding accuracy of call. Customer Service Representative apologized for incidence and confirmed 10/15/2013 

the customer had no specific details to report. Customer Service 
Representative investigated and found two trouble tickets logged on two of 
this customer's calls noting technical difficulties that would impact accuracy. 
When attempting to follow up w~h the customer, Customer Service 
Representative found that the number had been disconnected. 

17 10/17/2013 Customer reported less than satisfactory captions. Customer Service Representative apologized for the customer's 11/812013 
Customer cited missing words and unintelligible text. experience. Customer did not have specific examples or a specific call to 

report that we could investigate. Customer Service Representative 
suggested customer document the date. lime and number of any future 
calls to allow us to take specific action with the Communication Assistant 
captioning the call. Customer Service Representative followed up and 
customer reported that she notes that errors are being corrected by the 
Communication Ass1stant so is satisfied at this time. 

18 10/1712013 Customer reported that captions were inaccurate to what Customer Serv1ce Representative apologized for this incidence and noted 11110/2013 
the other party was saying including a swear word her son the Communication Assistant is trained to caption verbatim. Customer 
said he did not say. called a second time to report the same incidence again four days later 

where a swear word was in the captions bvt her son said it was not stated. 
Customer Service Representative suggested if the customer documents 
the date. and time, and Communication Assistant number of any future 
calls . this will allow us to take specific action with the Communication 
Assistant captioning the call. Customer called a third time stating the 
captions sa1d "shut up" in the captions but her son said he did not say that 
to her. Customer did not have date or time of call. Customer Service 
Representative explamed there may have been someone else in the 
background. Customer Service Representative noted the Communication 
ASSIStant will caption verbatim what is heard by those speaking and 
audible. 



Tally, Bate or..Gall Nature of\S:omplalnt Resolution ef Status Date Resolv@d 
19 10/19/2013 Customer reported inaccurate captions and a long wait for Customer Service Representative apologized for this experience and asked 10/2112013 

an available Communication Assistant on a particular can if the customer had any details we could share with the Call Center 
in Spanish. personnel, but the customer said she did not have any dates, time or other 

detail. Customer Service Representative suggested the customer 
document the date, time and Communication Assistant number of any 
future calls and we will take specific action and investigate with Call Center 
personnel. 

20 10/21/2013 Customer reported that a recent call was poorly captioned. Customer shared feedback regarding accuracy of captions and provided 10/3012013 
specific call data. Customer Service Representative apologized for 
Incidence and thanked customer for the feedback. Call detail was shared 
with Call Center management for follow up with the Communication 
Assistant by the Communication Assistant's Supervisor. The Supervisor 
increased monitoring frequency for the Communication Assistant to ensure 
consistent quality performance. Further Investigation found that customer 
experienced audio issues during the call and also that the customer 
reported that the telephone line was repaired by the telephone company 
after it was found on October 30th that the line had been damaged due to a 
mouse chewing the line. Customer Service Representative offered 
customer further assrstance at his request. 

21 10124/2013 Customer's niece reported a call where the captions were Customer Service Representative apologized for incidence and thanked 11/1/2013 
very far behind the spoken word. the cvstomer for the feedback. The information was shared with 

appropriate Captioning service staff for follow up. The Communication 
Assistant is no longer employed at the Captioning center. 

22 10130/2013 While oo a call with the Customer Service Representative. Customer Service Representative apologized for incidence and thanked 11/412013 
customer experienced inaccurate and inappropriate customer for the feedback. Call de tall was shared with Call Center 
captions. Management for follow up with the Communication Assistant by the 

Communication Assistant's Supervisor. The Supervisor increased 
monitonng frequency for the Communication Assistant to ensure consistent 
quality performance. 



Talty Date of Can Nature of Complaint Resolution of Smtus Data Rasolv«f 
23 11113/2013 Customer reported incorrect captioned words dunng a Customer Service Representative apologized to the customer for their 12/912013 

Cap Tel 8401 call. experience and shared call detail with CaU Center Management. They 
followed up with the Communication Assistant to provide further coaching 
and monitoring for optimal perf<~rmance. Customer Service Representative 
followed up with customer to report action taken. 

24 12/512013 Customer reported that on a specrfic call, she got the word Customer Service Representative explained that the unusual words that 12/10/2013 
"him" 7 times. the customer gave as an example are referred to as "phantom words" that 

appear In the captroning 1n error Customer Service Representative 
explained that thiS can happen as a rare incidence if the microphone prcks 
up other noise in the area and canr~ot interpret it as words. Customer 
Service Representative apologized for incidence and thanked customer for 
the feedback. 

25 12/23/2013 Customer's daughter reported seeiriQ "Please wait for the Customer's daughter noted she dialed out again a few minutes later and 12/2312013 
next available agent". Call did not connect. connected to captions successfully Customer Serv1ce Representative 

investigated and identified a technical matter that covered a few minutes 
that affected this caller. Customer Service Representative apologized for 
this expenence. 

26 1/6/2014 Customer reported a delay of captioos behind the spoken Customer Service Representative apologized for inddence and thanked 1/1812014 
words on her last can wrth the Cap Tel 840r. customer for the feedback and informed them that inforrnation would be 

shared w1th appropnate capltonrng servrce staff for foH.ow up The call 
detail was reported to the Can Center. The Communication Ass1stant's 
Superv1sor 1ncreased monilonng frequency of this Commun1ca1ton 
Ass1stant to ensure optimal performance on aa cans. The can was 1n 
compliance of FCC requirements. but was more than the few seconds of 
delay behind the spoken words that is the standard for Cap Tel. 



Tally DaolCall N.ture ot eotnplalnt Resolution of Status Date~ed 
27 1/12/2014 Customer reported that she receives a lot of "speaker too Customer Service Representative apologized for 1ncldence and thanked t/28/2014 

quief' notifications and sometimes words or sentences customer for brtnglng their experience to our attention. Advised customer to 
spoken never appear in captions. document specific call examples so Customer Serv1ce Representahve 1s 

able to investigate further on the customer's behalf. Customer Service 
Representative subsequently fono\~ed up w1th the customer on a later date 
and she confirmed the Cap Tel is working fine and she requires no further 
assistance at th1s time. She had no spec1lic examples to share 

28 1/13/2014 Customer's wife reported misspelled captions Customer Service Representative apologized for this expenence and asked 1/1312014 
if the customer's wife had any specific detail for us to further lnvestlgate 
w1th Call Center personnel Since caller did not have an example or any 
call detail , the Customer Servrce Representative suggested tdentrfyrng the 
date, time and Communication AssistantiD or number called of any future 
calls to allow us to take specific action with the Communication Assistant 
caplfonmg the call. Caller said she will gather information in the future . 

29 1120/2014 Customer reported e~periendng a severe delay in the Customer Serv1ce Representative apologized for incidence and thanked t/2712014 
appearance of captions behind the spoken word during a customer for the feedback and informed them that Information would be 
captioned call. shared with appropriate captioning service staff for follow up. Call deta11 

was shared With Call Center Management for follow up With the 
Communication Assistant by the Communication Assistant's Superv1sor. 
The Supervisor Increased momtoring frequency for the CommunlcaiiOn 
Assistant to ensure conSIStent performance Speed of captrons were well 
wrthin the FCC reqUirements. but not within the delay of seconds Cap Tel 
adheres to 

30 t/24f20t4 Customer reported 1naccurate captions dunng calts Customer shared feedback regard1ng accuracy of cap!Jons. Customer 1/24/2014 
Serv1ce Representative apologiZed for 1nc1dence and thanked customer for 
bnng1ng their experience to our attention. Customer Service 
Representative suggested customer document the date. lime and 
Communtcalion Assistant 10 or any future calls to allow us to take specific 
acbon w1lh the CommuniCation Assistant captioning the call 



Tally I lllate of Call Nature o~ eomplalnt! RasoluUon ~ Staq Date Rasolved 

31 V3/2014 Customer's daughter reported very delayed captions Customer Service Representative apologized for incidence and thanked 2/512014 
during call with Cap Tel Customer Service. customer's daughter for the feedback. Customer Service Representative 

further investigated the specific call and found that the Communication 
Assistant was captiOning with a longer than usual delay. The call detail 
was shared with Call Center Management for follow up with the 
Communication Assistant by the Communication Assistant's Supervisor. 
The Supervisor increased monitoring frequency for the Communication 
Assistant to ensure consistent quality perfonnance 

32 2/512014 Customer reported seeing wrong words capttoned during a Customer Service Representative apologized for incidence and thanked 2/5/2014 
recent call but was unable to provide specific examples or customer for brtnging their experience to our attention. Customer Service 
timeframe of occurrence. Representative suggested customer document the date. time and 

Communication AssistantiD of any future calls to allow us to take specific 
actton with the Communication Assistant captioning the call . 

33 2/14/2014 Customer reported experiencing a delay in the appearance Customer Service Representative apologized for incidence and thanked 2/14/2014 
of captions behind the spoken word during a captioned customer for the feedback and infonned them that infonnation would be 
call. shared with appropriate captioning service staff for follow up. Call detail 

was shared with the Communk:a!lon Assistant's Supervisor for follow up 
coaching and monitoring to ensure optimal perfonnance. 

34 2/1812014 Customer reported the message, "Waiting for Cap Tel Customer Service Representative thanked the customer for reporting their 2/18/2014 
Operata(' when attempting to connect with captions. experience. Initially customer was advised to do a physical reset of their 

umt. Customer Service Representative later ldentlfied that the experience 
was related to an intennfltent technical occurrence at one of the captioning 
centers and had been resolved. Customer Service Representative 
apologized for any inconvenience .. 

35 2/18/2014 Customer reported that they see "Waiting for Cap Tel Cvstomer Service Representative thanked customer for bringing their 2/18/2014 
Operator" on the display screen experience to our attention and explained that their experience was related 

to an intennittent technical occurrence at one of the captioning centers. 
Customer Service Representative infonned customer that this has been 
resolved and apologized for any inconvenience. 



T•Hy 0ata ore ... i Nature of eomp1a1Rt Resolution ofStatus Dete ResoiYed 
36 2/18/2014 Customer's helper reported difficulty connecllng to capt1ons Customer Service Representative apologized lo the customer's helper and V18/2014 

on the Cap Tel 800i advised that there was a brief difficulty with the Cap Tel captioning service 
that has since been resolved. Customer Service Representative confirmed 
the Cap Tel phone iS now successfully connecting with captions. 

37 2/t812014 Customer reported "\.Nailing for Caption Operator" on the Customer ServiCe Representative thanked the customer for reporting their 2/18/2014 
CapTel800i. expenence. Customer Service Representative 1nformed customer that their 

expenence was related to an interm•ttent techmcal occurrence at one of the 
captioning centers and has been resolved. Customer Serv1ce 
Representative apologf%ed for any inconvenience 

38 2/18/2014 Customer reponed that they are seeing "Waiting for Customer Service Representative thanked the customer for reporting their V1812014 
Cap Tel Operator" when making and receiving captioned experience. Customer Service Representative informed the customer that 
calls. their experience was related to an intermittent technical occurrence at one 

of the captioning centers that has since been resolved. Customer Service 
Representative apologized for the inconvenience this has caused. 

39 2/18/2014 Customer reported seemg "Waiting for Cap Tel operator" Customer Service Representative thanked the customer for reporting their 211812014 
on her CapTel800i. experience. Customer Service Representative Informed customer that the ir 

experience was related to a brief intermittent technical occurrence at one of 
the captioning centers that has been resolved. Customer Service 
Representative apologized for this inconvenience. 

40 2/18/2014 Customer reported that they see "Wa.ting for Cap Tel Customer Service Representative thanked customer for bringing the1r V1812014 
Operator'' on the display screen. experience to our attention and explained that their experience was related 

to an intermittent technical occurrence at one of the captioning centers. 
Customer Service Representative informed customer that this has been 
resolved and apologized for any inconvenience. 



Tally Data ot Calt Nature of eomplalnt Resolution of S~tus Da~ Resolved 
41 2120/2014 State program representative reported inaccurate captions Customer Service Representative apologized for incidence and thanked 2/25/2014 

on a recent call. customer for the feedback. Call detail was shared with Call Center 
Management for follow up with the Communication Assistant by the 
Communication Assistant's Supervisor. The Supervisor increased 
monitoring frequency for the Communication Assistant to ensure consistent 
quality performance. 

42 2122/2014 Customer reported that a particular call was disconnected Customer Service Representative's investigation revealed that a 2/25/2014 
by the Communication Assistant. Supervisor disconnected the call because the Communication Assistant 

had no audio for two minutes. Customer Service Representative explained 
that the call was disconnected by a Supervisor because of a lack of audio, 
and explained thai the Communication Assistants are not able to 
disconnect calls without a Supervisal's approval. Customer Service 
Representative apologized for inc1dence and thanked customer for the 
feedback. 

43 2/2512014 Customer reported that words are misspelled at limes on Customer shared feedback regarding accuracy of captions. Customer 2125/2014 
theCapTel. Service Representative apologized for incidence and thanked customer for 

bringing their experience to our attention. Customer Service Representative 
informed the customer of how captions are made and suggested the 
customer document the date, time and Communication Assistant 10 of any 
future calls to allow us to take specific action with the Communication 
Assistant captioning the call. 

44 2/26/2014 Customer noted inaccurate captions on a particular call to Customer shared feedback regarding accuracy of captions. Customer 3nl2014 
her pharmacy. Service Representative apologized for incidence and thanked customer for 

bnnging their experience to our attention. Feedback as rece1ved was 
passed on to Call Center Management. Call information was forwarded to 
the appropriate call center staff to be shared with the Communication 
Assistant's Supervisor. Customer Service Representative subsequently 
advised customer accordingly and customer thanked Customer Service 
Representative for follow-up. 



T•lly Dlltlt of CaU NatuFe of Comptalnt Resolution of Status Dat8 Resolved 
45 2126/2014 Customer shared feedback regarding accuracy of captions. Customer Service Representative apologized for 1nc1dence and thanked 2/2612014 

customer for bringing thelf experience to our attention. The customer did 
not have any speafic examples to share. Customer Serv~c;e 
Representative suggested so that her lime express10g concern could be 
productive. Customer SeMce Representative said that 1fthe customer 
could provide specifiCS such as the date. t1me and Commumcabon 
Ass1stant tO of any future caRs thiS wil aUow us to take specific action w1th 
the Communication Assistant captioning the caH Customer thanked the 
Customer Service Representative and said next time she w111 document the 
instances. 

46 31212014 Customer reported "garbled" captions. Customer Service RepresentatiVe apologized for her experience and 3/2/2014 
explained the captioning process. Upon investigating, Customer Service 
Representative Identified some trouble-tickets were documented by the 
Communication Assistants for occasional audio/bleed through problems on 
the line. The Customer Service Representative suggested the customer 
write down the time, dale. Communication Assistant number, and a sample 
of future mcorrect captions so that we can take more specific follow up 
action and ass1sl further 

47 3/10/2014 Customer shared general feedback regard ing the captions Customer Service Representatrve apologized and thanked customer for 3/2812014 
rece1ved but had no spec1fic information to share bnnglng their expenence to our attention. Customer Service Representahve 

suggested customer dC>aJment the date, tme and Communication 
Assistant number of any future carts to allow us to take speofic act.1on w1th 
the Communication Asststant captioning the cal Customer Serv1ce 
Representative fonowed up with a comprehensive ema~ on how capt1ons 
are created and how best to report specifics so we may assist further and 
take corrective actions. No further customer reports were received. 



Tally, @ate ofean Nature of Complaint Resolution of Status ' Date Resolved 
48 3111/2014 Customer shared feedback regarding accuracy of captions. Customer Service Representative apologized for incidence and thanked 3/11/2014 

customer for bringing their experience to our attention. Customer was 
unable to share specific detail for follow up During the call with the 
Customer Service Representative, the customer mentioned that captions 
were very good. Customer Service Representative explained how the 
other party's speaking pace and if they are speaking clearly or mumbling 
may affect the Communication Assistant's ability to caption successfully. 
Customer agreed and said that this is probably the case. Customer 
Service Representative suggested customer document the date, hme and 
Communication Assistant 10 of any future calls to allow us to take specific 
action with the Communication Assistant captioning the call. 

49 3113/2014 Customer reported that her daughter's name appeared Customer Service Representive apologized and explained how captions 3/13/2014 
wrong on the CapTel800i. Customer had Communication are created and that the Communication Assistant cannot ask the speaker 
Assistant's number, but did not want to file a complaint. for clarification as they are intended to be transparent. Customer Service 

Representative shared how the Communicahon Assistant will send out a 
correction in brackets to let the Cap Tel user know that a correction was 
made. Customer Service Represented also explained that any lime during 
the call . the customer is empowered to tum off captions and tum them 
back on to get a connection to a new Communication Assistant without 
hanging up and redialing Customer acknowledged infonnation shared. 

50 3/1712014 Customer reported that the captions were difficult to read Customer Service Representative apologized for incidence and thanked 312712014 
on a particular call customer for the feedback. Call detail was shared with Call Center 

Management for follow up with the Communication Assistant by the 
Communication Assistant's Supervisor. The Supervisor increased 
monitoring frequency for the Communication Assistant to ensure consistent 
quality perfonnance. 

51 3/18/2014 Customer reported that the captions occasionally stop 1n Customer Service RepresentatiVe investigated further and reamed that the 3/2312014 
the middle of the call. Communication Assistant reported no audio on the call for over five 

minutes. so the Supervisor disconnected the call. Customer Service 
Representattve sent a letter to the customer detailing our findings and 
providing infonnation about why these disconnects occurred. 



Tally Datil of<i:all Nature of Complaint Reaolutlon of Statui Date Re•olvad 
52 3/19/2014 Customer shared general feedback regarding the captions Customer shared feedback regarding accuracy of captions. Customer 3/19/2014 

received but had no specific Information to share. Service Representative apologized for incidence and thanked customer for 
bringing their experience to our attention. The customer was unable to 
provide details on the calls noted. Customer Service Representative 
suggested the customer document the date. time and Communication 
Assistant number of any future calls to allow us to take specific action with 
the Communication Assistant captioning the call. Customer Service 
Representative offered further assistance with specifics on any future calls. 

53 312012014 Customer reported that the captions are delayed behand Customer ServiCe Representative apologized for Incidence. thanked 3/29/2014 
the spoken word. customer for the feedback, and rnformed them that information would be 

shared with appropriate captiomng servtce staff for follow up. For future 
potential instances of delay or accuracy concerns, Customer Service 
Representative suggested customer document the date, time, and 
Communication Assistant ID for more specific follow up. Customer Service 
Representative subsequently identified two calls with above norm delay 
and notified the apprnpnate captiontng service staff. The captioning 
serv ice staff adviSed that they rncreased monitoring frequency and tailored 
ooachrng for the Commumcatlon Assistants with regard to minimizing delay 
during the captioning process. Customer Service Representative confirmed 
that the customer's experience does not tmpact compliance with FCC rules 
for 60 wpm text transmission. 

54 3/2012014 Customer reported that captions are frequently mtsspelled. Customer ServiCe Representative apologized for incidence and thanked 4/1012014 
customer for brlngtng thetr expenence to our attention. The customer was 
unable to share spectfic call detatl or examples for spectfic follow up 
Customer Service Representative suggested customer document the date, 
time and Communication Assistant 10 of any future calls to allow us to take 
specific actton with the Communication Assistant captioning the call . 
Customer Service Representattve investigated and found a trouble ticket 
logged by a Communication Assistant for audio difficulttes. Customer 
Service Representatrve attempted to foUow up on 3 different dates and was 
unsuccessful reaching the customer. but left a voice mail message offenng 
further assistance 



Talty ~tllofCall N11ture of Complaint Resolution of Status Data~olved 

55 3120/2014 Customer reported Inaccurate captions on the Cap Tel Customer shared feedback regarding accuracy of captions. Customer 3/2012014 
8401 Service Representative apologized for incidence and thanked customer for 

bringing their experience to our attention. Customer was unable to provide 
details on the calls noted. Customer Service Representative suggested 
customer document the dale. l ime and Communication Assistant 10 of any 
future calls to allow us to take Specific action with the Communlcation 
Assistant captioning the call. 

56 3125/2014 Customer reported that the captions are sometimes Customer couldn't prov1de any specific examples that would allow 312512014 
Incorrect on the Caplet diSplay screen Customer Service Representative to investigate further. Customer Service 

Representabve apologized for incidence and thanked customer for bringing 
their experience to our attention. Customer Service Representative 
suggested customer document the date. time and Communication 
Ass1stant 10 of any future calls to allow us to take specific action with the 
Communication Assistant captioning the call. Customer Service 
Representabve offered ongoing assistance at customer's request 

57 3127/2014 Customer reported that h1s captions are not always spelled Customer Serv1ce Representative apotog1zed for the customer's 312712014 
correctly expenence Investigation by the Customer Service Representallve found 

that the customer noted issue mostly with medical terms and proper 
names Customer Service Representative informed the customer of how 
captions are produced and how the CommunicatiOn Assistant cannot ask 
fOI' danficatlon Customer Service Representative recommended a sk~ng 
the other party to speP certain medical terms or proper names for full 
clarificatiOn CUstomer agreed this is a good strategy to use 

58 3/2712014 Customer reported experiencing a severe delay in the Customer Service Representative apologized for incidence and thanked 3127/2014 
appearance of captions behind the spoken word dunng a customer for the feedback. Call detail was shared with Call Center 
captioned call. Management for follow up with the Communication Assistant by the 

Communication Assistant's Supervisor. The Communication Assistant will 
be monitored and coached to makimize performance on calls with fast 
speakers that present unique challenges. 



Tally Data of Cal Nature of Complaint Resolution of Statu& O.taRasotved 
59 4ni2014 Customer complained about the accuracy of the captions. Customer Service Representative apologiled for incidence and thanked 4/912014 

customer for the feedback. Call detail was shared with Call Center 
Management for follow up with the Communication Assi stant by the 
Commumcation Assistant's Supervisor. The Supervisor increased 
monitoring frequency for the Communication Assistant to ensure consistent 
quality performance. 

60 411412014 Customer reported feedback regarding the name of her Customer Service Representative apologired for 1nddence and expla•ned 4/1412014 
town m captions how captions are created Customer Service Representative noted the 

Communica!lon Assistant transcribes what they hear and is not able to ask 
the speaker for confirmation of spelling. The Customer Service 
Representative taking this report had to ask the customer to spell the name 
to confirm the city's name being referenced. Customer Service 
Representative also investigated and found some audio trouble tickets on 
this customers calls after heanng stahc on the call to customer servtce. 
Customer Service Representative suggested that if the customer 
documents the date. time and Communication Assistant 10 of any future 
calls , we can take specifiC follow up action to ensure the Communication 
Ass1stant involved Is performing optimally. and ass1st with any other issues 
noted. 

61 4/28/2014 Customer reported seeing the message (Wa1hng lor Customer Service Representative learned that there was a network outage 412812014 
Cap Tel Operator) when attempting to connect w1th issue on 4/28 causing connection difficult ies for some caUs . This custome f s 
captions. ca ll went into queue. and did not connect at time of her ca ll attempt to a 

readily avai lable Communication Assistant Upon hanging up with 
customer service, the customer was able to place subsequent captioned 
calls successfully. 

62 4/28/2014 Customer reported seeing (Watling for Cap Tel Operator) Customer Service Representative Investigated the matler and learned that 412812014 
when trying to make a captioned call. on 4128114 there was a network outage issue causing connection 

difficulties. Th1s customers call attempt went into queue, and did not 
connect to a Communication Assistant available. Customer Service 
Representative apologized for thiS InCidence and suggested customer try 
their call again. Customer Service Representallve confirmed that the 
customer was able to successfully place subsequent captioned calls 
without further diffiCulty shortly after speaking with customer service 



Tally Dateof'Call Nature ot eomplalnt Resolution of Status Date Resolved 
63 4/28/2014 Customer reported the message, "Waiting for Cap Tel Customer Service Representative investigated the matter and learned that 4/30/2014 

Operator" when attempting to connect with captions. on 4/28/14 there was a network outage issue causing connection 
difficulties. Some calls went into queue, and did not connect to a readily 
available Communication ASsiStant. The Customer Service Representative 
confirmed that the customer had full resolution on subsequent captioned 
calls on following days. 

64 4/28/2014 Customer reported seeing, "Waiting for Cap Tel Operator" Customer Service Representative investigated the matter and learned that 4/28/2014 
on the CapTel2400i. on 4/28/14 there was a network outage issue causing connection 

difficulties. This customer's calls went into queue. and did not connect to a 
readily available Communication Assistant. Customer Service 
Representative advised pressing the caption button on and off to acquire a 
new connection with captions. Customer Service Representative confirmed 
that the customer was able to place subsequent captioned calls 
successfully upon hang up with customer service. 

65 4/2812014 Customer reported that her captions would not connect on Customer Service Representative Investigated the matter and learned that 4/2812014 
a previous call but are working correctly now on 4/28/14 there was a network outage Issue causing connection 

difficulties . Customer's call went into queue. and did not connect to a 
readily available Communication Assistant. Hanging up and dialing a new 
call allowed the customer to connect The Customer Service 
Representative confirmed that the customer has been able to successfully 
place subsequent captioned calls . 

66 4129/2014 Customer's wife reported slow captions during a call. Customer Service Representative apologlled for incidence and thanked 51212014 
customer for the feedback. Customer Service Representative investigated 
and identified a call with lag time behind the norm. Call detail was sent to 
the Call Center for follow up with the Communication Assistant by the 
Communication Assistant's Supervisor. The speed of captions were within 
the FCC requirements, but not within the delay of seconds Cap Tel requires 
of Communication Assistants. 



Tally, lllateottean Nature of Complaint< Resolution of Statu& Date Resolved 
67 5/3/2014 Customer reported that a Communication Assistant Customer Service Representative confirmed that the customer had seen a 6/5/2014 

disconnected their call moments before calling customer message about no further content being available before the disconnect 
service occurred Customer Servtce Representative sent call information to the 

appropriate call center staff for follow up with the Communication Assistant 
who assisted with this call. Call center staff subsequently confirmed that 
they would speak with the Communication Assistant regarding procedure 
and documentation for calls in which no audio is heard for an extended 
period of time. Customer Service Representative eventually reached the 
customer's grandson and shared that the captioning service may 
disconnect from a call if no audio is heard on the line for an extended lime 
but that the voice connection of the telephone call will remain active. 
Customer Service Representative noted that the customer may, at any lime 
during a call, press the Captions button to engage or disengage captions 
during a call. 

68 5/5/2014 Customer reported that captions were slow on her last call Customer Service Representative apologized for incidence, thanked 6/6/2014 
on the 840i. customer for the feedback, and advised that it would be relayed to the 

appropriate call center staff for follow up wrth the Communication 
Assistant's Supervisor. Customer confirmed that the party from the call in 
question is difficult to understand in person. as wen. Call center staff 
subsequently advised that the delay on this call may have been higher than 
normal because the Communication Assistant made a higher than average 
number of corrections and may have had difficulty understanding the 
caller's audio. Call center staff advised that they would be increasing 
monitonng frequency of the Communication Assistant to ensure that 
Cap Tel's quality standards are being consistently met. 

69 5/6/2014 Customer reported getting "Waiting for Cap Tel operator" Customer Service Representative explained that this prompt means to stay 5/6/2014 
message when trying to connect to captions on the line momentarily to connect with the next available Communication 

Assistant. Investigation shows the Call Center answer time was met for the 
day. Customer Service Representative apologized to the caller for the delay 
in connecting to a Communication Assistant and confirmed the customer 
was able to connect to a Communication Assistant upon their next attempt. 



-
Talty Bate of Call Nature of Complaint Resolution of Status Date Resolved I 

70 5/8/2014 Customer reported a lag in captions. Customer Service Representative apologized for incidence and thanked 5116/2014 
customer for the feedback. Customer Serv1ce Representative's 
investigation revealed an instance of excessive rag. carr detail was shared 
with Call Center Management for follow up with the Communication 
Assistant by the Supervisor The Supervisor increased monitoring 
frequency for the Communication Assistant to ensure consistent quality 
performance. Customer's experience does not impact compliance with 
FCC rules for 60 wpm tex1 transmission. 

71 5112/2014 Customer shared feedback regarding seeing numerous Customer Service Representative apologized for incidence and thanked 6/312014 
"Speaker Unclear" notifications during a recent call . customer for the feedback. Customer Service Representative's 

investigation revealed that the Communication Assistant documented 
audio difficulties noting the audio dropped in and out and the speaker 
indicated they were moving around during this particular call . Customer 
Service Representative sent a follow up email explaining the cause for the 
excessive use of the macro "Speaker Unclear' during that particular call 
and encouraged the customer to continue to report their experiences. 
Customer Service Representative thanked the customer for allowing us to 
follow up. 

72 5/1212014 Customer reported maccurate captions dunng calls in Customer Serv1ce Representative apologized for incidence and thanked 5/13/2014 
Spanish. customer for bringing their experience to our attention. Since the customer 

was unable to provide any examples or specific calls, Customer Service 
Representative suggested customer document the date, time and 
Communication Assistant's 10 of any future calls to arrow us to lake specific 
action with the Communication Assistant captioning the call. 

73 5/14/2014 Customer shared feedback on the inadequacy of the Customer Service Representative apologized for incidence and thanked 5/31/2014 
captions on a recent call and provided call detail. customer for the feedback. Call detail was shared with Call Center 

Management for follow up With the Communication Assistant by the 
Communication Assistant's Supervisor. The Call Center Management 
confirmed that this Communication Assistant is new. The Supervisor 
increased monitoring frequency for the Communication Assistant to ensure 
consistent quality performance. Customer Service Representative followed 
up with the customer and reponed follow up taken. 



Talty D.teof CaU Nature of Complaint Resolution of Status Data Resolved 

74 5/15/2014 Customer reported that sometimes the captions are Customer Service Representative apologized for the customer's expenence 5/15/2014 
111correct while acquiring ass1stance adJUSting aud1o and expla1ned to the customer how captions are created, and that the 
settings on her Cap Tel phone Commun1callon Ass1stant should send out a correction 1f an 1ncorrect word 

or phrase changes the meaning of the conversation. Customer Service 
Representative noted her feedback was important to us and if she 
documents the date. time and Communicatlon Assistant 10 of any future 
caMs where she experiences Inaccurate captions we will take speCifiC acuon 
with the Communication Assistant captionmg the can Customer did not 
have any caRs she wanted 1nvest1gated at this t1me and was most 
appreciative of the Information and ass1stance provided 

75 5/20/2014 Customer reported seeing "Hung Up Thank You Bye" and Customer Service Representative apologized for this experience and told 5/22/2014 
that captions stopped in the middle of a conversation. customer we would Investigate. Customer Service Representative's 

investigation identified a trouble ticket was togged on the call. The 
Supervisor disconnected the call after three minutes of no audio. Both the 
Communication Assistant station and Supervisor confirmed no audio at the 
Call Center end. Customer Service Representative confirmed the Cap Tel 
is successfully connecting w1th captions since this one inc1dence 

76 5/24/2014 Customer reported large blocks of captions repeating and Customer Serv1ce Representative 's invesllgation revealed that the 6/4/2014 
Communication Assistants switching several times. over Communication Ass1stant on the call expenenced techmcal d1fficultJes 
the course of a call . related to the work station which resulted m a poor captioning experience 

Customer ServiCe Representawe apologiZed for the expenence and 
thanked the customer for the feedback. 

77 5/29/2014 Customer reported that capbons are often "g1bbensh" w1th Customer Service Representative apologiZed to the customer and asked 5(29/2014 
words missing or captioned maccurately. the customer for specific calls so that we can follow up with Call Center 

Management, but the customer could not provide specific call information 
Customer Service Representative advised the customer to make note of 
when these calls occur as well as the Communication Assistant number of 
the operator that captioned the call so that CapTel Customer Service can 
follow up with Call Center Management and the speclilc Communication 
Assistant . The customer tndicated she would call back with call details in 
the future 



T•lly Bateot eall Nature ef Complaint ReselutioA of Status Ellie Resolved 
78 5/29/2014 Customer expressed frustration with the delay of capt1ons. Customer Service Representative's troubleshooting Identified aud1o 5/29/2014 

d1fficullles documented in trouble tickets by the Commun1cat1on Assistant 
on some calls are affecting the capllons for th1s customer Customer 
Service Representabve assisted the customer In addressing the audio 
difficulbes, but also noted the customer's frustration and apologl:zed for the 
expenence Customer SeNice Representative advised the customer to 
note the date, time and Communication Assistant tO of calls with an 
excess1ve delay so that the Communication Ass•stanrs Supervisor and Call 
Center Management can be made aware of the customer's concerns 

79 5/29/2014 Customer reported slow captions during a call. Cuslomer Serv1ce Representative apologized for the incidence and relayed 6/5/2014 
the lime and date of the call provided by the customer to the appropriate 
captionmg serv1ce staff lor review. Call Center Management subsequently 
confirmed that they had not found reason for excess1ve delay during the 
call in question but would monitor the Communication Assistant and coach 
on minimizing delay as necessary. 

80 5/3012014 Customer reported that white speaking with her daughter Customer Serv1ce Representative apologized for the experience, and 616/2014 
on her Cap Tel last night. the Communication Assistant adv1sed customer the matter would be looked into arid Customer Serv1ce 
entered four letter words into the conversation. Representative would get back to her. Customer Service Representative 

forwarded th1s call to the call center for further rev1ew. Call center 
uwest1gat1on revealed that the Communication Assistant captioned audio 
that was in the background, signified by a macro as a different person 
speak1119 Customer Service Representative attempted to contact customer 
to relay 111formation 



Sprint> 
Relay 

Sprint Web CapTel Complaint Log 
2013-2014 



Complaint Tracking for WebCapTel (06/01/2013·05/31/2014). Total Customer Contacts: 1 

Tally Date of Compl;lint Nature of Complaint Date of Resolution Explanation of Resolution 

1 00/05113 Customer sent an email stating, "When I make a call with Sprint WebCapTel 06105113 Technician looked into this and stated that WebCapTel shOuld not affect 
the screen won't magnify as it did with traditional Cap Tel (I use windows 7 full magnification on Windows 7. The customer did not reply when asked if he 
screen magnification). Can this be fixed? Customer Service stated we will was using any other software for magnification on his PC. With WebCapTel, 
check into this further w~n the technician and find out what can be done to fix the user can increase the size or the text on the screen by changing the font 
this problem. size in the lower left corner of the WebCapTel captioning screen. 

Unfortunately, requested information was not provided by the customer. so 
additional assistance could not be provided. 



Sprint> 
Relay 

Sprint FCC Complaint Log 
2013-2014 



Complaint Tracking for FED (06/0112013-05/3112014). Total Customer Contacts: 6 

Tally Date of Nature of Complaint Dale of Explanation of Resolulion 
Complaint Resolution 

1 01122114 A customer called Federal Video Remote Interpreting and 01 /23114 Management was notified and they have addressed !his wilh the 
provided the Interpreter with their pin number The Interpreter Interpreter. 
informed lhe cusomer lhallhe call would not go through. 
Customer conlaced other participants and found that the 
conference number was working for them. The Interpreter 
insisted lhallhe pin was not valid. Customer asked to transfer 
to an alternative interpreter at which lime the call went through . 

2 02103114 Customer called about a issue regarding dropped calls, and 0210311 4 Technology support went to customer's workstation and helped fix 
seeing a blak screen on their Video Phone equipment the issue regarding the black screen and dropped calls. This issue 

is now closed . 

! 

3 04101114 The Federal IP Customer notes indicate lhallhey would like the 04101114 Operator was coached on lhe importance of keeping the customer 
Operator to "always lype recordings." The customer reports the informed at all limes and acknowledged lhe importance of following 
inslruclions were not followed on an important, recent call The customer verbal inslruclions and/or customer's note. Follow up 
customer wants all call content relayed. Customer Service email was sent to the customer. 
apologized for this experience and notified the Supervisor. 
Follow up was requested 

4 04/26114 A customer stated that the Operator hung up on the customer 5/112014 Report was sent to the program manage, who advised the 
during a call. The custoer service represenlattve lost contact Operators on how to handle this type of call in the future. Program 
during the customer during the complaint process They manager advised customer service as to how to handle this type of 
apologized for the inconvenience, and informed the customer call in the future. Customer did not request a follow up, however 
that this would be sent to the Program Manager No follow up Program Manager sent a follow up email to ensure that the 
was requested customer was satisfied. The customer was pleased with the follow 

up and resolution. The issue is now closed . 

5 05/09/14 A Federal employee ulilzing Federal Internet Relay was refused 05109114 Supervisor coached the Operator that customers are able to place 
a call by the Operator due to lhe outbound requested number. calls via Federal Internet Relay. 
Customer Service apologized for the issue and informed the 
customer that the Supervisor would be notified No further 
contact was requested 

6 05126114 A Federal Internet Relay customer explained that their out dial 05/26/14 The Operator indicated that they had asked for the agency name to 
experience was very slow, and he reportedly had to repeat complete the call, as is a requirement for Federal lp Relay, The 
instructions to the operator The customer wants to know why Operator shared that the customer only gave a partial name and 
they had to wait for the operator to prepare for his call. then the full name when the Operator had asked lhe second time. 
Customer Service apologized for the experience, and notified The Operator did ask the caller to hold while compleling the 
the Supervisor. A follow up was requested. request Follow up letter was sent via email as per the customer's 

request 
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Sprint Wireless CapT el 
FCC Complaint Log 

2013-2014 



Complaint Tracking for Wireless Cap Tel (06/01/2013-05/3112014). Total Customer Contacts: 0 

I Tally I Date of Complaint Nature of Complaint I Date of Resolution I Exelanation of Resolution 


