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Complaint Tracking for Sprint IP (06/01/2013-05/31/2014). Total Customer Contacts: 77

instructions before dialing out. The Communication Assistant verified the number but did not
verify the additional instructions given. Apologized to the customer for the inconvenience.
Customer requests follow up.

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

1 06/07/13 Communication Assistant did not verify the number to dial as instructed in the customer 06/07/13 JSupervisor 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

finstructions 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 '?he 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 Communication Assistant's direct procedure. The Communication Assistant will go forward with
Supervisor. Requested a follow up via e mail. this information and proper procedure will be followed. A follow|

up email was sent to the customer.

3 06/12/13 Customer stated that this Communication Assistant venﬁed 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) Communication 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 Communication Assistant at the beginning of the unable to follow up. Follow up sent via email as per request.
cali and the Supervisor did not get a new Communication Assistant. The customer also
stated that this Supervisor did not tell lim that other Communication Assistants were
unavailable Apologized for the inconvenience and assured the customer that this will be

Fforwarded to the appropnate 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|

Communication Assistant identified by the customer was not
present in the work place on the time/date the cali was
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 IEture of Complaint

Date of Resolution IEpranation of Resolution

customer states he received no waming that the Communication Assistant was going to
disconnect his call. A follow up email is requested regarding this issue.

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 this Communication Assistant venfied the phone number, however, did 07/10/13 The Communication Assistant was coached on the
not verify the specific person requested prior to dial out. Apologized and informed the caller importance of instruction venfication prior to placing calls
that the Communication Assistant was coached on the spot. No follow up requested
¥ 07/13/13 Customer gave instructions to relay the message to the answering machine or live person 07/13/13 |Unab|e 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 Assistant typed: Piease
respond, the customer is XXX XXX. Never mind, she hung up since you wouldn't respond”
Customer asked for a Supervisor and the Communication Assistant hung up on the caiier.
Apologized multiple times for the inconvenience and frustration and thanked the customer for]
letting us know, Assured the customer that this information would be passed on to the
Communication Assistant's immediate Supervisor. A follow up is requested via phone
8 07/17/13 Customer called to report that an Communciation Assistant disconnected his call. The 07/25/13 The Communication Assistant informed that appropriate time

for a response was given and followed disconnect procedures
accordingly. Sent email to customer apologizing for the
miscommunication and assured this incident will not occur
again.




of the call progress during the call. The Communication Assistant did not confirm the
department that he asked for when a person answered the phone. The customer would like a
Jfollow up email.

pr——
Tally Date of Complaint  |Nature of Complaint Date of Resolution |Explanation of Resolution

9 [GETE ustomer believes the Communication Assistant hung up immediately after the customer 07/2313 Communication Assistant remembers infanming the
typed "BYE SK". Customer feeis the Communication Assistant should have given it a bit that the called party had hung up. She then foliowed
more time before hanging up. Supervisor explained that Communication Assistants should "no response” disconnect procedure
wait for the inbound to disconnect, but when the oulbound cail is < d and nc resp
is recaived afier a certain iength of time, the Communication Assistant may disconnect The

tomer accepied the explanation. Supenvisor assured the customer that a follow up will
e place with the Communication Assistant
— i— ——— r———— — -

10 07/21/113 Sorint |P Relay customer was atiempting to connect to a Communication Assistant to make 07/24/13 The SYSTEM BUSY message is displayed when the Sprint IP
an outgoing call. The customer stated that he/she had heen trying for ten minutes and kept web page is unable to contact the server when placing a cail.
getting an emor message that stated; System is busy. The customer was upset that he/she Sometimes this is caused by a server problem and sometimes
was unabie to complete the call. Customer Service Representative apologized for the it ts caused by a bad connection on the user's end.

Jinconvenience and (et the customer know that the information would be brought to the Engineering has gone through our logs and found no
|Supervisors attention. No follow up was requested connectivity issues, it is likely that this particular event was a
userend issue.

1 07/26/13 Communication Assistant did not seem to wait long enough after | said goodbye to 0772613 'Eespite of m:.uFicient information provided, this was
disconnect the call. Supervisor apologized 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 corect procedures to process this type of
call.

12 _E"frzam Customer called in to compiain that the Communication Assistant did not keep him informed 0712613 Coached the Communicaiton Assistant on the importance of

keeping cusiomers informed at all imes. Followed up with the
customer by email explaining that a discussion was held with
Jthe Communication Assistant to ensure that this type of cali
will be handled comectly in the future,




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 07/28113 The call was discussed with the Communication Assistant.

disconnected his call. The customer would like a follow up email sent regarding this 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 Communication 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

JEventually 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 him duning 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 Communication 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 ticket 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 “| 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.




e
Tally

Date of Complaint INature 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 prior 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 vernifying 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 JTlhe Communication Assistant mis-idenﬁéd 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 Jfollowing 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
Jforward to appropnate 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.
18 08/28/13 ﬂThe Communication 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 details when following the customers
instructions.
20 08/28/13 The Communication Assistant did not follow the customer notes which states to always get a 08/28/13 The Supervisor assisting on this call had also documented this|

live representative, but the Communication Assistant asked if | wanted to hold for a live
representative. The notes also say not to type recordings and only type answering machines
the Communication Assistant typed the recording but not the answering machine. A
Supervisor was requested to report the Communication Assistant not processing the call
correctly the Supervisor responded with "if nothing else". Supervisor apologized for the
Jinconvenience. Follow up requested to be sent via email.

call in the Supervisor assistance log. The Supervisor assisted
for over 6-minutes on this call. Supervisor always identifies
themselves with name and ID. Additionally, the Supervisor
sent a follow up email as per the customer's request regarding
this complaint. The Communication Assistant processed this
call as per the customer request, the customer placed several
calls with this Communication Assistant.




Taily

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 dial including redials if 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
Jfor the inconvenience.
24 09/05/13 "The Communiation Assistant immediately disconnected my call and did not give 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
like a follow up email

call, investigate the his/her procedural knowledge. Resolved
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 INature of Complaint

Date of Resolution lExplanaﬂon of Resolution

would like a follow up email

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

26 09/16/13 'ﬁe Communications Assistant did not venfy the number to dial as instructed to in the 09/16/13 [Communication Assistant didn't see that particular request in
customer notes. Supervisor apologized for the inconvenience. Follow up requested to be the note. Communication Assistant was coached to make sure|
sent via e-mail to read and follow all the notes. Follow up letter sent via 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 ICo ation Assistant was trying 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 altemative ways to relay recordings

and keep the customer informed
28 10/07/13 Customer called in to report the Communication Assistant disconnected his call. Customer 10/07/13

The Communication Assistant number named in the complaint
is not assigned to any employee. A follow up email was sent
to the customer.




enroliment representative, causing the call to take over one hour. Once another
Communications Assistant took over the call, the call was completed successfully.
Customer sent email to Customer Service to report the call in question along with a copy of
the conversation for clarification. Will fax copy of conversation to call-center. Thanked the
customer for the information, apologized for the inconvenience, told her the report would be
sent to the call center Supervisor for investigation. Follow up requested.

Tally Date of Complaint INature of Complaint Date of Resolution JExplanation of Resolution
— — —

25 10/08/13 Caller sent email to 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 the inconvenience and told him the report would be sent to the call Assistant. The Communication Assistant understands the
center Supervisor. No follow up requested. importance of typing accurately and to be careful when typing

messages.

30 10/10/13 ]! gave the Communication Assistant a number and wanted it verified per my customer notes. 10/14/13 While the Communication Assistant does not recall this
The Communication Assistant said the 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 Iinstmcu‘ons would have been followed and understood the
inconvenience and will follow-up via email per customer request. importance of keeping the customers informed at all time. The

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

31 10/13/13 I'“7he Communication Assistant did not follow my notes. The Supervisor told me the 10/13/13 |Foliow up with the Communication Assistant and Supervisor
Communication Assistant did not have to follow my notes because there are too many. | 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 the correct information to the medical benefits 10/31/13 The Supervisor met with the Communication Assistant and

she was coached on focusing on all calls to ensure all the
needs of the customers (both inbound and outbound) are met
Jto the best of her ability. Unable to follow-up with customer
due to invalid email.




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 of Complaint Date of Resolustion of Resalution
3 twﬁa ustomer stated that he couldn't remember the Communication Assistant who was involved, 15:'5111 3 he Supervisor followed-up regarding customer notes and
t has a complaint against the Supervisor. Customer stated that the Communication Jverifying the call number before proceeding with any
sistant did not foliow the nstructions so a Superisor was requested. The customer siated) additional information. A follow up amail was sent to the
it tock a long time for the Supervisor to gel invelved and to confirm the instructions customer
stated that Supendsor told him that the Communication Assistant followed proper
procedurs which was not true. Customer Service Representative apologized to the customar
or the inconvenience and assured him that a follow-up email will be sent fo the Supenasor
34 111913 Yellow Cab Operator calied in ta report that they had finished a call to a Sprnt {P 11722113 This was a call take-over situation where the customer may
customer from their company. At one paint in the call they heard a voice in the background have heard the two Communication Assistants discussing the
mock their rasponsa between both the customer and the Communications Assistant, and the call take-over. Coached the Communication Assistants on
person laughed at the calier, Supervisor was requested at the ime and they stated that the muting the microphone while call is being taken over. Follow-
Supervisor sounded lke someone was making voice and didn't take down their information, up email to customer apologizing for the inconvenience.
hen hung-up. The person seemed sure of the Communications Assistant and Supervisor
numbers were the same except by the first digit. Yellow Cab Oparator would like a foliow up
via e-rail, but gave their Supenvisor's number if more information is needed
35 1172713 Spnnt IP user campiains that, whan retneving & voice mail for them, the Communication 1127113 "Fhe Communication Assistant was coached by a Supervisor
Assistant mistyped the corresponding phone number that ties 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 will be notified sent to the customer
[Customer requests e-mail contact from Supervisor
36 12/04113 Customer complained that P Reday Systen was busy on the day after Thanksgiving and 12/04{13 [Foliowed up with customer and all is working well,




—=
Tally

Date of Compfaint

‘Nature of Complaint

Date of Resolution

Explanation of Resolution

37

12/08/13

Customer had a call to directory assistance and the Communication Assistant followed
everything correctly with getting the number, verifying it and dialing it out. The
Communication Assistant asked the customer if he wanted to hold for a live person but
customer notes say always get live person. Customer asked for Supervisor and the
Supervisor told customer he can file a complaint on the web page and disconnected the
jcustomer. Apologized for the inconvenience and ensured this information would be
Jforwarded to the Cali-center Manager. Follow-up requested via email.

12/08/13

The Communication Assistant was reviewed on the
importance of following customer's note. Supervisor was
advised of the consequence of disconnecting the call.
Followed-up with customer via email explaining what had
happened and the appropriate action was taken to ensure the
Communication Assistant understands procedures.

38

12/09/13

Customer said the Communication Assistant failed to keep him informed during the call, then
call was disconnected, The caller saved record of the SprintlP call and sent to Customer
Service. There is a note for the number he wanted dialed to call his voice mail. Apologized
to the caller and told him the report would be sent to the call center Supervisor. Follow-up
|requested

12/09/13

Communication Assistant was coached by a Supervisor on
Jkeeping the customer informed and following customer notes
on voice mail retrieval. A follow-up email was sent to the
customer.

39

12/18/13

Customer states they cannot “accept” a Sprint IP call using Firefox, That is reportedly his
only internet option, Firefox. Technical ticket opened. Follow up requested

12/18/13

Customer Service and technician worked with customer to
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

"-T-he Communication Assistant did not verify the number to dial as instructed in customer
notes. When customer asked to speak with a Supervisor the Communication Assistant hung
up. Supervisor apologized for the inconvenience. Follow-up requested to be sent via email.

12/27/13

The Communication Assistant recalled the circumstances of
this nature and it was relayed what had occurred. The
Communication Assistant was reminded to report any
technical difficuity 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.




_‘I'a||]|Ir

instructions: “verify upon redial and keesping customer informed of the call process.”
Atternpted to clanfy that on a particular call he just had. The Communication Assistant
followed proper procedure an a redial. The customer disagreed. Custemer was informed that
keeping a customner informed should have taken place and apologized for this
tncanvenience. Na follow up requested

Date of Complaint Mature of Complaint Date of Resolution IExplanatiorl of Resolution
41 127128113 The Communication Assistant did not venfy the phone provided by the custorner as 1231713 Supervisor met with the Communication Assistant and
instructed in the notes. Apologized that the Communication Assistant did not follow notes or Exp d the importance of following customer notes. The
instructions. Follow-up requested via email. Communication Assistant is aware of this. Fallow-up email
sent to the customer.
42 01/03/14 Customer reports their Sprint P call is not connecting to a Communication Assistant. 01703114 Shared with the Call Center Management. Customer did not
|Apologized. Management will be notified. No follow up requested. request follow up.
S e — e ra— e
43 0107114 Customer reports protdem connecting to Relay. Apologized. Management will be notified. No 01407114 Customer called when there was a high call volume_ The
fallow up requested. Jtechnician made some test calls and was able to get through.
Customer did not request foliow up.
a4 0/09/14 Customer stated that the Communication Assistant did not follow two customer note 01/09/14 The Communication Assistant was coached on the

limportance of keeping customer informed on all aspect of calk
processing.




_'l-'ally

Date of Complaint INature of Complaint

Date of Resolution

|Explanaﬂon of Resolution

Fhe Communication Assistant did not know how to process a two-line VCO call via the
Internet relay and had hung up. Supervisor apologized for the inconvenience. No follow up
requested,

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 calils. The 01/13/14 Communication Assistant did not remember this call, however
Communication Assistant sent “one moment please” and the line disconnected. Customer Jthe 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
fthe customer.

47 01714114 The Communication Assistant did not know how to process a two-line VCO call via the 01/14/14 The Communication Assistant was coached by a Supervisor
Internet relay and had hung up. Supervisor apologized for the inconvenience. No follow up lon how to process a 2 line VCO call through the Internet. No
requested follow up requested.

48 01/14/14 01/14/14 Communication Assistant was coached on how to process

2LVCO call via Internet relay. This Communication Assistant
is currently unassigned. Another Communication Assistant
was coached on how to process 2LVCO call via Internet relay.




At appraximately 3:50pm, call to number was given and the Communication Assistant
indicatad that the phone was disconnected. Customer knew that the number is a 24/7
number and used this number before. Customer requested the Communication Assistant to
redial and received the same message. Caller stated that she hung up and immediately har
mather calted the same number and was able to raached a recording menu option, The
caller then Immediately called back and got a differant Communication Assistant and the call
went though and was able to proceed with the call. Customer suspected that the
Cammunication Assistant was avoiding placing the call. Customer wauld like a follow up via
email

T
Talty Date of Complaint INatum of Complaint Date of Resclution IExplanation of Resolution
o s
49 01/21/14 Customer reported that the Communication Assistant intermupled both the IP and outbaund. 0121414 Supervisor met with the Communication Assistant. Coached
The Communication Assistant kept telling the voice party to hold and stop and was reported the Communication Assistant on being professional and
as unprofessional. Apologized for their expenence and advised the caller that the report will courteous at all times.,
be sent to approprate call center,
50 01/22114 Caller sent email to Customer Service to state that this was the first ime she made a 01/31/14 The Supervistr met wih the Communication Assistant.
ompiaint. "The Communication Assistant was nude because when she rneached a busy Although the Communication Assistant would not deliberately
number and | foid the Communication Assistant io keep trying. The Communication hartg up on a customer, she may have been following the
Asnsistant typed "GA" after one ring and she wouldr't fet it ring, After that, | kept tefling her to discannect procedura if the customer was not responding,
kesp trying and she hung up* Customer Service apologized for the inconvenience and tokd Foliowed up with customer via email.
Jner the repart wouid be sent to the Call Center Supervisor. Follow up nequested.
51 01/31/14 Customer had connected to a Communication Assistant and said that the Communication 01/31/14 [The Communication Assistant processed the call according to
ssistant disconnected the call. Supervisor apologized for the inconvenience. Fallow up procedure however after the aut dial there was no further
reguested 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 0210314 The customer suspected that the Communication Assistant did not want o process her call. 0210314 The Communication Assistant stated the call would rot go

through and disconnected on every redial. The
Communication Assistant was coached by a Supervisor to ask
for assistance and fill out a trouble ticket when calls will not
out-dial. A follow up email was sent to the customer,




Tally

Date of Complaint

lNature of Complaint

Date of Resolution IEpranaﬁon of Resolution

53

02/05/14

1

Communication Assistant did not follow instructions and was argumentative.
Communication Assistant ignored the customer and took control of the call. Apologized and
assured him the information would be forwarded to the appropriate Supervisor. Follow up
|requested via email.

02/06/14

Supervisor met with the Communication Assistant. She said
she was not argumentative but only following the customer
request. The customer requested the Communication
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
verification prior to out dial and additional notes. Apologized for the inconvenience. No follow
up requested

06/02/14

Forwarded this to the Call Center Management to meet with
the Communication Assistant. The Communication Assistant
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
Jmore 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
Supervisor refused to take the information because the Communication Assistant was
located in a different call center and had offered to transfer the caller to customer service
Customer had never encountered this before. The Supervisor taking the complaint
apologized for the inconvenience. Follow up requested to be sent via email

02/10/14

Supervisor was coached on the importance of completing
customer contact report herself and she also understood the
|proper protocol on this regards. A follow up email was sent at
3:46 pm Monday, February 17th.

02/27/14

The Communication Assistant did not re-verify that | had reached the correct department
after a live person answered. These instructions are in my notes. Apologized for the
inconvenience and assured this will be handled accordingly. Follow up requested via email.

02/28/14

Supervisor met with Communication Assistant and Assistant
Supervisor that took the call. The Communication Assistant is
not required to re-verify the name of the department reached if
Janswered with that department name. Followed up via email.




Tally

asked to speak to a Supervisor. The Communication Assistant did not follow any notes or
{instructions. The customer would like a follow up email in regards to this issue.

Date of Complaint Eature of Complaint Date of Resolution JExplanation of Resolution
57 03/05/14 The Communication Assistant did not follow the procedures of leaving a message on the 03/06/14 The Commuication Assistant has been coached on the correct
lanswering machine the first ime. Apologized to the customer for the inconvenience Follow procedures or leaving 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 linformed the caller that the message was left. The calier
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 Communication Assistant responded
with "GA". The Communication Assistant was coached to
make sure to type a more clarifying statement i.e. "Yes
Communication Assistant is ready”,
59 03/06/14 Customer called in to report the Communication Assistant disconnected his call. Customer 03/06/14 The Communication Assistant followed proper protocol due to
would hke a follow up email in regards to this issue non-responsiveness per Supervisor on Duty who was
assisting the Communication 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 Service stated that we were experiencing techical

difficulties and that engineering is working on it. Follow up
letter sent via email as per request.




I_Tally

want follow up; they want the problem resolved. Apolegized for the technical problem. No
follow up requested.

Date of Complaint Nature of Complaint Date of Resolution |Explanation of Resolution
RES

61 03/12/14 The Communication Assistant hung up prematurely on a recording. Supervisor apologized 03/12/14 There 1s no Communication Assistant assigned to this ID
for the inconvenience. No follow up requested number. No follow up requested. Unable to further investigate

62 03/12/14 Caller sent email to Customer Service to report. "Why Spnntﬁ’ 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 difficuities. No follow up requested on it. No follow up requested.

63 03/12/14 JCustomer sent email to Customer Service to report: "Whenever | try to use Sprint IP to make 03/12/14 /Apologized for the inconvenience and explained that Sprint 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 | get a response from the number dialed, but then I'm hung up on™ Thanked her for her patience. No follow up requested.

JCustomer Service apologized for the inconvenience and explained technical difficulties with
Sprnt IP at this time. Thanked her for her patience. 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

ﬂtechn'n:al difficulties at this time. Our engineering group is
working on this. Thanked customer for her patience. No follow
up requested.




Jnotice the Communication Assistant ID. Apologized. No follow up requested.

Tally Date of Complaint INature of Complaint Date of Resolution |Explanation of Resolution

65 03112114 Spnnt IP customer reports getting disconnected on their recent call. Apologized for the 03/12/14 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 03/12/14 Customer sent email to report a problem with Sprint IP calls disconnecting duning the 03/12/14 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 03/12/14 |Caller reported that his calls through Sprint IP yesterday and today continue to disconnect 03/12/14 Apologized for the inconvenience and told him that a trouble
during the middie 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 nof his patience. No follow up requested.

Ibeen provided an estimated timeline of when the issue will be resolved. No follow up
requested.
68 03/12/14 Sprint IP customer reports being disconnected twice this moming. The customer did not 03/12/14 Apologized for the inconvenience and told her that we are

experiencing technical difficulties. Our engineers are working
on it. No follow up requested.




_Tally

on me. Apologized for the mishap and assured the caller that this would be sent to the
Communication Assistant's Supervisor. Follow up requested via email.

Date of Complaint lNature of Complaint Date of Resolution lEpranation of Resolution
=
69 03/12/14 A Sprint Mobile IP customer who was using an IPhone 5 reports her contact list is "chaotic” 03/12/14 Sent an email to see how her calls were working. 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 lilke the customer requested. The 03/27114 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
Jrequested. requested.
72 04/09/14 IThe Communication Assistant typed out the answering machine message and then hung up 04/15/14 TheCommunication Assistant ID number identified is not

assigned to any employee. An effort was made to reach out to
Jthe customer for additional information. The customer did not
respond. No further action is possible.




_Tally

Date of Complaint

Nature of Complaint

Date of Resolution lEpranatlon 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. | 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 05/02/14 Communication Assistant hung up on the customer. The Communication Assistant did not 05/02/14 The Communication Assistant was coached on mentioned
verify the number to dial as per customer notes. Supervisor apologized for the area of concemn. A follow up email was sent.
inconvenience. Follow up requested to be sent via email.

75 05/02/14 1Customer stated that this Communication Assistant hung up on him. Customer stated they 05/02/14 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 technical issue with the intemet. Advised the
Communication Assistant if there are any problems with a call,
to have a Supervisor come over to witness technical issues
Followed up with the customer via 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 rDue to the non-geographic nature of IP calls, regional 800

Communication Assistant would not put the call through, saying the computer restrncted her
from calling. Customer Service apologized for the inconvenience. Customer did not request
follow up

dialing is not available. The information from the
ICommunication Assistant was accurate.




—
Tally

Date of Complaint

Nature of Complaint

Date of Resolution lExplanation of Resolution

i

05/09/14

A registered Sprint IP user complained that she was calling an 800 number and the
Communication Assistant told her the number was a restricted number. Customer Service
apologized for the inconvenience. Customer did not request a follow up.

05/28/14

The Communication Assistant experienced technical difficuity
at the time of this incident. The Supervisor submitted a
trouble ticket on this issue. Due to the non-geographic nature
of IP calls, regional 800 dialing is not available. The system
message response was accurate.
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6/5/2013

Compiaint Tracking for CapTel Sprint 8001-840i (06/01/2013-05/31/2014). Total Customer Contacts: 80

| DI ;_I.;

Customer feedback regarding accuracy of captions |

stating the Communication Assistant does not get her
name right and semeatimas other words,

Status — g

Customer Service Representative apolegized for incidence and thanked
customer for sharing her experience. Customer Service Representative
discussed the captioning process and noted the Communication 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 Reprasentative
noted the customer may 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 calf. The calier was not able to
provide any examples.

Dat

6/6/2013

Cuslomer shared feedback regarding the Communication
Assistant missing what the other party said,

Customer Service Representative apologized for incidence and thanked
customer for the feedback. Customer Service Representative noted he
would share feedback provided with Call Center Management. Customer
Service Representative noted that if customer wishes to document the
date, time and Communication Assistant 1D of any future calis this will allow
us to take specific action with the Communication Assistant captioning the
call and provide additional monitoring and coaching for quality assurance.

6/6/2013

B/2712013

Customer reported seeing "Speaker Unclear” and
"Speaker Breaking Up" in her captions.

Customer Service Representative apologized for incidence and thanked
customer for the feedback. Customer Service Representative investigated
the call and found a trouble ticket lngged by the Communication Assistant
that noted loud and disruptive audio distortion on the first minute of this
shert call,

8/27/2013

7182013

Customer reported occasionally seeing the message,
"Waiting for CagTel Operator” and asked when would be
the least busy time to piace captioned calls.

Customer Service Represeniative explained that while the Captianing
Service is staffed 1o meet the demands of daily call volume during a 24
hour period. There can be rare moments when a Communication Assistant
is not 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 confirmed that CapTel is being used successfully and has
not reported experiencing lengthy wait times.

7/18/2013




——

2013

Customer feported inaccurate captions dunng calls.

|Customer shared __' acracy fplln. Customer

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

772912013

Customer noted inaccurate captioning on her calis but
could not provide any specific details.

Customer Service Representative apologized for incidence and thanked
customer for bringing their expenence to our atiention. Customer Service
Representative sent customer an email communication and suggested
customer document the date, time and Communication Assistant 1D of any
future calls to allow us to take specific action with the Communication
Assistant captioning the call. Customer Service Representative also
followed up with the customer later to see if she had any specific examples
but customer did not answer.

7129/2013

8/972013

Customer reported inaccurate captions on a specific call.

Customer Service Representative apologized for incidence and thanked
customer for bringing their experience to our attention. Feedback as
received was passed on to Call Center management for follow-up with the
Communication Assistant on the importance of accuracy of names of
company answering. Customer had reached a voice mail message so
could not ask the other party for clarificatton. A second call to the same
number produced accurale capbons.

9/11/2013

8111/2013

Cuslomer shared fesdback regarding accuracy of captions
and provided specific call data.

Cuslomer Service Representative apologized for the incidence and
thanked customer for the feedback. Call detail was shared with Call Center
management for foliow up with the Communication Assistant by the
Communication Assislant’s Supenvisor The Supervisor increased
monitoning frequency for (he Communication Assistant to ensure consistent
guality performance. Cuslomer Service Represenlalive followed up with
custamer and shared action taken.

8/13/2013




Customer reperted seaing the word "HIM" repeatedly at Customer ce Representative apologized for this incidence. Customer
the start of a recent captioned call. Service Representative explained to the caller the reason this cccurred 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 calt.

9 8/13/2013 81132013

10 8/22/2013 Customer reported naccurate captions during calls Customer Service Representative apologized for incidence and thanked 9f10/2013
customer for bringing their experence to our attention. Customer Service
Representative suggested customer decument 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 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.

1 82242013 Customer's daughter shared generalized feedback Custorner Service Representative apelogized for incidence and thanked /612013
regarding the accuracy of captioned calls. customer's daughter for bringing their experience to our

attention. Customer Service Representative inguired if the daughter had
any exarnples 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, time and
Communication Assistant ID of any future call this would allow us to take
specific follow up action with the Communication Asststznt captioning the
call. The daughter said she would let the customer know, No further follow
up received as of 9/6/13

12 97172013 Cusiomer reported the captions were one to two minutes  |Customer Service Representative apotogized for incidence and thanked 9/5/2013
hehind the speaker's voice. custemer for the feedback and informed them that information would be
shared with appropriate caplioning service staff for follow up. Customer's
experience does not impact compliance with FCC rules for 60 wom 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.




9/972013

. Cus

t repo that the captions are not always
accurate.

ot =
Custorner Service Representative did test calls and confirmed that the
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 avdio difficulties on some calls. Customer
Service Representative suggested cusiomer document the date, time and
Communication Assistant 1D of any future calls to allow us to take specific
action with the Communication Assistant captioning the call. Customer
calied back en 9/28/13 but had no specifics on the call to further follow up
on, Customer Service Representative encouraged customer to share
specific call detail for us to follow up on.

9/26/2013

14

9/10/2013

Customer reported inaccurate capticns while using s
CapTel 840i,

Customer Sarvice Representative apoiogized for incidence and told the
customer he would pass this feedback on to the Call Center. Customer
Service Representative also raquested 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 cafl,
Customer provided no specifics of call detail to follow up on furlher.

911942013

15

9/20/2013

Customer reported captions were slow and some words
were dropped on a recent call.

Customer Service Representative apologized for the incidence and
thanked customer for bringing their experience 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 ta determine which call this was in
regards to. Customer Service Representative noted if the customer can
document the date, time and Commuaication Assistant (D of any future
calls this will allow us to take specific action with the Communication
Assistant captioning the call to provide further monitaring and coaching.
Customer understood and thanked the Customer Service Representative
for her attention to the matter. Customer Service Repesentative confirmed

customer is actively making successful calls and has not reporled any other
incidance

9/20/2013




10M10/2013

Customer shared feedback regarding accuracy of call.

Customer Service Representative apologized for incidence and confirmed
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 with the customer, Customer Service
Representative found that the number had been disconnacted.

10/15/2013

17

10712013

Customer reported less than satisfactory captions.
Customer cited missing words and unintelligible text.

Customer Service Representative apologized for the customer's
experience. Customer did not have specific examples or a specific call to
reporl that we could investigate, Customer Service Reprasentative
suggested customer document the date, ime and number of any future
calls fo allow us to take specific action with the Communication Assistant
capticning the call. Customer Service Representative followed up and
customer reperted that she notes that ermors are being comected by the
Communication Assistant so is satisfied at this time.

11/8/2013

18

10/1772013

Customer reporied that capticns were inaccurate (o what
the other party was saying including a swear word her son
said he did not say.

Customer Senice Representative apoiogized for this incidence and noted
the Commumication Assistant is trained lo caption verbalim. Customer
called a second time (o report the same incidence again four days later
where a swear word was in the captions but 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 zllow us to take specific action with the Communication
Assistant caplioning the call. Customer calied a third time stating the
captions said "shut up” in the captions but her son said he did not say that
|to her. Customer did not have date or tme of call. Gustomer Service
Representative explained 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.

14/10/2013




T 10192013

= it =

Custoer e inaccurate captions and a long wail for
an availabte Communication Assistant on a particular call
in Spanish

= 3 . ol L el
Customer Service Rep!

stk e
resentative apotogized for this experience and asked
if the customer had any details we could share with the Call Center
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,

oo,
10/21/2013

20

10/2112013

Customer reported that a recent call was poorly captioned,

Customer shared feedback regarding accuracy of captions and provided
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 Supervisar, The Supervisor
Increased monitoring frequency for the Communication Assistant to ensure
consistent quality performance. Further investigation found that customer
expenenced audio issues duning 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 furlher assistance at his request

10£30/2013

21

10/24/2013

Customer's niece reported a call where the captions were
very far behind the spoken word.

Customer Service Representative apologized for incidence and thanked
the customer for the feedback. The information was shared with
appropriate Caplioning service staff for follow up. The Communication
Assistant is no longer employed at the Captioning center.

114172013

22

1043002013

While on a call with the Customer Service Representative,
customer expenenced inaccurate and inappropriate
captions.

Customer Service Representative apologized for incldence and thanked
customer for the feedback. Cal! detail was shared with Call Center
Management for follow up with the Communication Assistant by the
Communication Assistant’s Supervisor. The Supervisor increased
imonitoring frequency for the Communication Assistant to ensure consistent
quality performance.

11/4{2013




23

"~ 11/13/2013

al I..IIEIJOI ted 'sm:ecl captior I- words U . s

CapTe! 840i call.

Customer Service Representative apologized to the customer for their
experience and shared call detail with Call Center Management. They
foillowed up with the Communication Assistant to provide further coaching
and monitoring for optimal performance. Customer Service Representative
followed up with customer to repart action taken.

24

12/5/2013

Customer reported that on a specific call, she got the word
“him" 7 times.

Customer Service Representative explained that the unusual words that
the customer gave as an example are referred to as "phantorn words” that
appear in the captioning in ermor. Customer Service Representative
explained that this can happen as a rare incidence if the microphone picks
up other noise in the area and cannot interpret it as words. Guslomer
Service Representative apologized for incidence and thanked customer for
the feedback.

12/10/2013

25

12123/2013

Customer's daughter reported seeing "Please wait for the
next available agent”. Gall did not connect.

Customer's daughter noted she dialed out again a few minutes later and
connected to captions successfully. Customer Service Representative
{investigated and identified a technical matier that covered a few minutes
that affected this caller. Customer Service Representative apologized for
this experience.

1212372013

26

1/6/2014

Customer reporied a delay of captions behind the spoken
'words on her last call with the CapTel 8401

Cusilomer Service Representative apolegized for incidence and thanked
customer for the feedback and infermed them that information would be
shared with appropnate caplioning service staff for follew vp. The call
detail was reported to the Call Center. The Communication Assistant's
Supervisor increased monitening frequency of this Communication
Assistant to ensure optimal performance on alf calls. The call was in
compliance of FCC requirements, but was more than the few seconds of
delay behind the spoken words that is the standard for CapTel.

1/18/2014




Custnmhal she receives a lof of speaker 0o

quiat” notifications and sometimes words or sentences
spoken never appear in caplions.

customer for bringing their experience to our attention. Advised customer to
document specific call examples so Customer Service Representative is
able to investigate further on the customer’s behalf. Customer Service
Representative subsequently followed up with the customer on a later date
and she confirmed the CapTel is working fine and she requires no further
assistance at this time. She had na specific examples 1o share

slo Rr ed for incidence and lhrl

12812014

28

1132014

29

172012014

Customer's wife reperted misspelled captions

Customer Service Representative apologized for this expenence and asked
if the customer’'s wife had any specific detail for us to further Investigate
|with Call Center personnel. Since caller did not have an example or any
call detail, the Customer Service Representative suggested identifying the
date, time and Communication Assistant ID or number called of any future
calls to allow us to take specific action with the Communication Assistant
captioning the call. Caller said she will gather information in the future.

111372014

'‘Customer reported experiencing a severe delay in the
appearance of captions behind the spoken word during a
captioned cafl.

Customer Service Represeniative apologized for incidence and thanked
customer for the feedback and informed them that information would be
shared with appropriate captioning service staff for follow up. Call detail
was shared with Call Center Management for foliow up with the
Communication Assistant by the Communication Assistant's Supervisar.
The Supervisor increased monitoring frequency for the Communication
Assistant to ensure consisient performance. Speed of captions were well
within the FCC requirements, but not within the delay of seconds CapTel
adheres o

112712014

30

1/24/2014

Customer reported inaccurate captions during calls.

Customer shared feedback regarding accuracy of captions. Customer
Service Representative apologized for incidence and thanked customer for
bringing their experience to our attention. Customer Sevice
Representative suggested customer document the date, time and
Communication Assistant |0 of any future calls to allow us to 1ake specific
action with the Communication Assistant captioning the call.

112412014




231214

s . L L =
Customer's daughter reported very delayed captions
during call with CapTel Cuslomer Service

el o g iy S =
Customer Service Representative apolegized for incidence and thanked
customer’s daughier for the feedback. Customer Service Representative
{further investigated the specific call and found that the Cemmunication
Assistant was captioning with 2 longer than usual delay. The call detail
was shared with Call Center Manzgement 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 guality performance

" 2/512014

32

21572014

Customer reported seeing wrong words captioned during a
recent cail but was unable to provide specific examples or
timeframe of occurmence.

Custemer Service Reprasentative apalogized for incidence and thanked
cusiomer for bringing their experience to our attention, Customer Service
Representative suggested customer document the date, time and
Communication Assistant ID of any future cals to allow us to take specific
action with the Communication Assistant capticning the call.

21512014

33

21412014

Customer reporied experiencing a delay in the appearance
of captions behind the spoken word during a captioned
call.

Customer Service Reprasentative apologized for thcidence and thanked
customer for the feedback and informed them that information would be
|shared with appropriate captioning service staff for follow up. Call detail
was shared with the Communication Assistant's Supervisor for follow up
coaching and menitering te ensure eptimal performance.

21142014

34

211812014

Customer reporied the message, "Waiting for CapTel
Operator” when attempting te connect with captions.

Customer Service Representative thanked the costomer for reporting their
experience, Inftialty customer was advised to do a physical reset of their
unit,. Customer Service Representative later identified that the experience
was related to an intermittent technical occurrence at one of the captioning
centers and had been resolved. Customer Service Representative
apologized for any inconveniance. .

2/18/2014

35

21182014

Customer reported that they see "Waiting for CapTel
Cperator” on the display screen

Custemer Service Reprasentative thanked customer for bringing their
expenence to our attention and explained that thefr experience was related
to an intermittent technical occurrence at one of the captioning centers.
Custemer Service Representative informed customer that this has been
resolved and apologized for any inconvenience.

211812014




2{18/2014

Customers r reported difficulty connecting to capﬁo
on the CapTel 800i.

Customer Service Representative apologized to the customer's helper and
|advised that there was a brief difficulty with the CapTe! captioning service
that has since been resolved. Customer Service Representative confirmed
the CapTel phone is now successfully connecting with captions.

2/18/2014

37 2/18/2014  |Customer reported "Waiting for Caption Operator” on the  [Customer Service Representatwe thanked the customer for reporting their 2/18/2014
CapTe! 800i expenence. Customer Service Reprasentative informed customer that their
experience was related to an intermittent technical occurrence at one of the
captioning centers and has been resolved. Customer Service
Representative apologized for any inconvenience.
38 2{18/2014  |Customer reporied that they are seeing "Waiting for Customer Service Representative thanked the customer for reporting their 2/18f2014
CapTel Operator" when making and receiving captioned  |experience, Customer Service Representative informed the custorner that
calls, their experience was related 1o 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 sesing "Waiting for CapTel operator”  |Customer Service Representative thanked the customer for reporting their 211842014
on her CapTe) 800i. expenence. Customer Service Representative informed customer that their
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 reporied that they see "Waiting for CapTel Customer Service Representative thanked customer for bringing their 2/18/2014

Opearator” 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,
Cusiomer Service Representative informed customer that this has been
resolved and apologized for any inconvenience.




2/2012014

fite Jut : i
Siale program representalive reporled inaccurate captions
on & recent call.

=N 2 - T pe,
Custorner 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
manitoring frequency for the Communication Assistant 1o ensure consistent
quality performance.

= - LH
21252014

42

212212014

Customer reported that a particular calt was disconnected
by the Communication Assistant.

Customer Service Representative's investigation revealed that a
Supervisor disconnected the call because the Communication Assistant
had no avdic for two minutes. Customer Service Representative explained
|that the call was disconnected by a Supervisor because of a lack of audia,
and explained that the Communication Assistants are not able to
disconnect calls without a Supervisor's approval. Customer Service
Representative apelogized for incidence and thanked customer for the
ifeedback.

212512014

43

2/25f2014

Customer reported that words are misspelied at imes on
the CapTel.

Custamer shared feedback regarding accuracy of captions, Customer
Service Representative apologized for incidence and thanked custorner for
bringing their expenence to our attention. Customer Service Representative
informed the customer of how captions are made and suggested the
customer document the date, time and Communicaticn Assistant (D of any
future calls to allow us {o take specific action with the Communication
Assistant captioning the call,

2/25/2014

44

212612014

Customer noted inaccurate captions on a particular call to
her pharmacy

Customer shared feedback regarding accuracy of captions. Customer
Service Representative apologized far incidence and thanked custorner for
brnging their experience to our attention. Feedback as received 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 custamer thanked Customer Service
Representative for follow-up

37712014




Customer shared feedback regarding accuracy of caplions.|

customer for bringing their experience to cur atiention. The customer did
not have any specific examples to share. Customer Semvice
Representative suggested so that her time expressing concern could be
productive, Customer Service Representative said that if the customer
could provide specifics such as the date, time and Communication
\Assistant 1D of any future calls this will allow us to take specific action with
|the Communication Assistant captioning the call. Customer thanked the
Customer Service Representative and said next time she will document the
instances.

‘apologized for incidence and thanked |

46

37212014

Custamer reported "garbled” captions.

Customer Service Representaiive apologized for her experience and
explained the captioning process. Upon investigating, Custormer Service
Representative identified some trouble-tickets were documented by the
Communication Assistants for cocasional audio/bleed through prablems on
|the line. The Customer Service Representative suggested the customer
write down the time, date, Communication Assistant number, and a sample
of future incomrect captions so that we can take more specific follow up
facuon and assist further.

3212014

47

3/10/2014

Customer shared general feedback regarding the captions
recewed but had ne specific information to share.

Customer Service Representative apologized and thanked customer for
bringing their experience to our attention. Customer Service Representative
suggested customer document the date, time and Communication
Assistant number of any future calls to allow us to take specific action with
the Communication Assisiant captioning the call. Customer Service
Representative followed up with a comprehensive email on how caplions

created and how best {o report specifics so we may assist further and
take corrective actions. No further customer reports were received.

312812014
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T a1n112014
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Customer shared feedback regarding accuracy of captions.

¥ norstatus e gt
Customer Service Representative apologized for incidence and thanked
customer for bringing their experience to our attention. Customer was
unable to share specific detail for follow tp. During the call with the
Custormner Service Representative, the customer menticned that captions
wera very good. Customer Service Representative explained how the
athear 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, time and
Communication Assistant 1D of any future calls to allow us to take specific
action with the Communication Assistant captioning the call.

3142014

49

313/2014

Customer reparted that her daughter's name appaared
wrong on the CapTel 800i. Customer had Communication
Assistant's number, but did not want to file a complaint.

Customer Service Representive apologized and exptained haw captions
are created and that the Cormnmunication Assistant cannot ask the speaker
for clarification as they are intended to be transparent. Customer Service
Representative shared how the Communicaticn Assistant will send out 3
correctian in brackets to let the CapTel user know that a comection was
made. Customer Service Represented also explained that any time dunng
the call, the customer is empowered to tum off captions and turn themn
back on to get a connection to a pew Communication Assistant without
hanging up and redialing. Customer acknowledged information shared

313/2014

50

3N72014

Custamer reported that the captions were difficult to read
on a particular call

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
Commurnication Assistant's Supervisor, The Supervisor increased
manitoring frequency for the Communication Assistant to ensure consistent
quality performance,

312772014

51

3NBf2014

Customer reported that the captions occasionally stop in
the middle of the call

Customer Service Represeniative investigated further and leamed that the
Communication Assistant reported no audio an the call for over five
minutes, so the Supervisor disconnacted the call. Customer Service
Representative sent a lettar to the customer detailing our findings and
providing information about why these disconnects occurmed.

342372014




3/19/2014

Customer shared general feedback regarding the caplions
received but had no specific information to share,

|

Customer shared feedback regarding accuracy of captions. Customer
Service Representative apologized for incidence and thanked customer for
bringing their experience to our attention. The customer was unable to
provide details on the calis noted. Customer Service Representative
suggested the customer document the date, time and Communication
Assistant number of any future calls to allow us 1o take specific action with
the Communication Assistant captioning the call. Customer Service
Represeniative offered further assistance with specifics on any future calls,

L T T |

3/19/2014
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3/20i2014

Customer reported that the captions are delayed behind
the spoken word.

Customer Service Representative apologized for incidence, thanked
customer for the feedback, and informed them that information would be
shared with appropnate captioning service staff for follow up. For future
potential instances of delay or accuracy concemns, Customer Service
Representative suggested customer document the date, time, and
Communication Assistant 10 for mare specific follow up. Customer Service
Representative subsequently identified two calls with above norm delay
and notified the appropriate captioning service slaff. The captioning
service staff advised that they increased monitoring frequency and tailored
coachmng fer the Communication Assistants with regard to minimizing delay
during the capticning process. Customer Service Representative confirmed
that the customer's experience does not impact compliance with FCC rules
for 60 wpm text transmission.

3/29/2014
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3/20/2014

Customer reported that captions are frequently misspelled.

Customer Service Representative apologized for incidence and thanked
customer for bringing their experience to our attention. The customer was
unable to share specific call detail or examples for specific follow up
Customer Service Representative suggested customer documant the date,
time and Communication Assistant 1D of any future calls fo allow vs to take
specific action with the Communication Assistant captioning the call.
Custamer Service Representative investigated and found a trouble ticket
logged by a Communication Assistant for audio difficulties. Customer
Service Representative attempted to follow up on 3 different dates and was
unsuccessful reaching the customer, but left a voice mail message offering
further assistance

4/10/2014




312012014

Customer reported inaccurate caphon on the pTet

8401

" |Customer shared feedback regard

ing accuracy of captions. Customer
Service Representative apologized for incidence and thanked customer for
bringing their experience to ouwr attention. Customer was unable to provide
details on the calls noted. Customer Service Representative suggested
customer document the date, time and Communication Assistant ID of any
fulure calis to allow us to take specific action with the Communication
Assistant captioning the call.

312012014

3f25/2014

Customer reported that the capticns are sometimes

incorrect on the CapTel display screen.

Customer couldn't provide any specific examples that would allow
Customer Service Representative fo investigate further. Customer Service
Representative apologized for incidence and thanked customer for bringing
their experience to our attention. Customer Service Representative
suggested customer document the date, ime and Communication
Assistant D of any future calls to aliow us {o take specific action with the
Communication Assistant captioning the call. Customer Service
Representative offered ongoing assistance at customer's request,

312512014
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312772014

Customer reported that his captions are not always spelled

comectly

Customer Service Representative apalogized for the customer’s
expenence. Investigation by the Customer Service Representative 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
for clanfication. Customer Service Reprasentative recommended asking
the other party to spell ceriain medical terms or proper names for full
clarification. Customer agreed this is a good strategy o use.

32712014
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32772014

Customer reported experiencing a severe delay in the
appearance of captions behind the spoken word durnng a

captioned call.

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 Communication Assistant will
be monitored and coached to maximize performance on calls with fast
speakers that present unique challenges.

312712014




 4/7/2014

|Customer complained about the accuracy of the caplions.

|Customer Service Representative apologized for 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 Supervisar increased
monitering frequency for the Communication Assistant to ensure consistent
quality performance.

4/9/2014
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41472014

Customer reported feedback regarding the name of her
town in captions.

Customer Service Representative apologized for incidence and explained
how captions are created. Customer Service Representative noted the
Communication Assistant transcnbes 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 customer's calls after hearing static on the call to customer service,
Customer Service Representative suggested that if the customer
documents the date, time and Communication Assistant 1D of any future
calls, we can take specific follow up action to ensure the Communication
Assistant involved is performing optimally, and assist with any other issues
noted.

4/14/2014
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41282014

Custamer reported seeing the message (Wailing for
CapTel Operator) when attempting to connect with
captions.

Customer Service Representative learned that there was a network outage

call went info queus, and did not connect at time of her call attempt to a
readily available Communication Assistant. Upon hanging up with
customer service, the customer was able to place subsequent captioned
calls successfully.

issue on 4/28 causing cannection difficutties for some calls. This customer's|

412812014

82

4/28/2014

Customer reported seeing (Waiting for CapTel Operator)
when trying to make a captioned call.

Cuslomer Service Representative investigated the matter and learned that
on 4/28/14 there was a network cutage Issue causing conpection
difficulties. This customer's call attempt went inte queue, and did not
connect to a Cormmunication Assistant available. Customer Service
Representative apologized for this incidence and suggested customer try
their calt again. Customer Service Representative confirmed that the
customer was able fo successfully place subsequent captioned calls
without further difficulty shortly after speaking with customer service

4/28/2014




il £
412812014

Customer reported the message, "Waiting for CapTeI
Operator" when attempting o connect with captions.

Customer Sen.uce Representattve mveshgated the matter and leamed that
on 4/28/14 there was a network oulage issue causing cannection
difficulties. Some calls went intc 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.

4.*‘3IZIJr 2014

4/28/2014

Customer reparted seeing, "Waiting far CapTel Operator”
on the CapTel 24001

Custpmer Service Representative investigated the matter and leamed that
on 4/28/14 there was a network cutage issue causing connechon
difficulties. This customer's calls went into queue, and did not connect to a
readily avaitable Communication Assistant. Customer Service
Representative advised pressing the caption button on and off to acquire a
new connecticn with captions. Customer Service Representative confirmed
that the customer was able tc place subsequent capticned calls
successfully upon hang up with customer service.

42812014
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4128/2014

Customer reperted that her captions would not cennect on
a previous call but are working correctly now,

Customer Service Representative investigated the matter and iramed that
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.

412812014
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4/29/2014

Custemer's wife reperted slow caplions during a call.

Customer Service Representative apologized for incidence and thanked
customer for the feedback. Customer Service Representative investigated
and identified a call with lag time behind the norm. Call detail was sent fa
the Call Center for follow up with the Communscation Assistant by the
Communication Assistant's Supernvisor. The speed of captions were within
the FCC requirements, but not within the delay of seconds CapTel requires
of Communication Assistants.

5/2/2014




6?

5312014

stumer reported that a Communication Assistant
disconnected their call moments before calling customer
saTvice

- S = [
Customer Service Representative confirmed that the customer had seen a
message about no further content being avatlable before the disconnect

loccurred. Customer Service Representative sent call information to the

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

= el
6752014
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51512014

Customer reported that captions were slow on her last call
on the 8401

Customer Service Representative apologized for incidence, thanked
customer for the feedback, and advised that it would be relayed to the
appropriate catl center staff for follow up with the Communication
Assistant's Supervisor. Customer confirmed that the parly from the call in
guestion is difficult to understand in person, as well. Call center staff
subsequently advised that the dalay on this call may have been higher than
normat because the Communication Assistant made a highar than average
number of corrections and may have had difficulty understanding the
caller's audio, Call center staff advised that they would be increasing
monitoring frequency of the Communication Assistant to ensure that
CapTel's quality standards are being consistently met.

6/6/2014
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5162014

Customer reported getting "Whaiting for CapTe! operator”
message when trying to connect to captions.

Customer Service Representative explained that this prompt means to stay
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 Represeniative apologized fo the caller for the delay
in connecting 10 a Communication Assistant and confirmed the customer
was able to connect to a Communication Assistant upon their next attempt.

5/6/2014
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" 5/8/2014

Customer reported a lag in captions.

Customer Service Representative apologized for incidence and thanked
customer for the feedback. Customer Service Representative's
investigation revealed an instance of excessive lag. Call detail was shared
with Call Center Management for follow up with the Communication
Assistant by the Supervisor. The Supervisor increased manitaring
frequency far the Communication Assistant to ensure consistent quality
performance. Customer's experience does not impact compliance with
FCC rules for 60 wpm text transmission

5{16/2014

71

5122014

Customer shared feedback regarding seeing numerous
“Speaker Unclear” natifications during a recent call

Customer Service Representative apologized for incidence and thanked
customer for the feedback. Customer Service Representative's
investigation revealed that the Communication Assistant documented
audio difficulties noling the audio dropped in and out and the speaker
indicated they were moving around during this particular call. Customer
Service Representative sent 2 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.

61312014
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51212014

Customer reported inaceurate captions during calls in
Spanish.

Customer Service Representative apologized for incidence and thanked
customer for bringing their experience to our attention. Since the customer
was unable to provide any examples or specific calls, Customer Service
Representalive suggested customer document the date, time and
Communication Assistant's ID of any future calls to allow us to take specific
action with the Cemmunication Assistant captioning the call.

51312014
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5/14/2014

Customer shared feedback on the inadequacy of the
captions on a receni call and pravided call detail,

Customer Service Representative apologized for incidence and thanked
customer for the feedback. Call detail was shared with Call Center
Management far follow up with the Communication Assistant by the
Communication Assistant's Supervisor. The Call Center Management
confimmed that this Communication Assistant is new. The Supervisor
increased menitoring frequency for the Communication Assistant to ensure
consistent quality perfformance. Customer Service Representative followed
up with the customer and reported follow up taken

5/31/2014




incofrect while acquiring assistance adjusting audio
settings an her CapTel phone

Customer Service Representative apologized for the customer's e
and explained lo the customer how captions are created, and that the
Communication Assistant should send out a comection if an incorrect word
or phrase changes the meaning of the conversation, Customer Service
Representative noled her feedback was imporiant tc us and if she
documents the date, time and Communication Assistant ID of any future
calls where she expenences inaccurate captions we will take specific action
with the Communication Assistant captioning the call. Customer did not
have any calis she wanted investigated at this time and was most
appreciative of the information and assistance provided.

Aperience

75 5/20/2014  |Customer reported seeing "Hung Up Thank You Bye" and |Customer Service Representative apologized for this experience and told 5/2212014
that captions stopped in the middie of a conversation. customer we woulkd investigate, Customer Service Representative's
|investigation identified a trouble ticket was logged on the call, The
Supervisor disconnected the call after three minutes of no audio. Bath the
Communication Assistant station and Supervisor confirmed no audio at the
Call Center end. Customer Service Representative confirmed the CapTel
lis successfully connecting with captions since this one incidence.
76 5/24/2014  |Customer reported large blocks of captions repeating and [Cuslomer Service Representative's investigation revealed that the 6/4/2014
Communication Assistants switching several imes, over  |[Communication Assistant on the call expenenced technical difficulties
the course of a call. related to the work sialion which resulted in a poor captioning experience
Customer Service Representative apologized for the experience and
|{thanked the customer for the feedback.
77 51292014 Custamer reporied that captions are often "gibbensh” with |Customer Service Representative apologized to the customer and asked 5/29/2014

words missing or captioned inaccurately

the customer for specific calls so that we can follow up with Call Center
Management, but the customer could not provide specific call Information
Custorner 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 specific Communication
Assistant, The customer indicated she would call back with call details in
the future.




Customer ' Trustration with edelay of captions. j

Customer Service Representa troubleshooting identified audio
difficulties documented in trouble tickets by the Communication Assistant
on some calls are affecting the captions for this customer. Customer
Service Representative assisted the customer in addressing the audio
difficulties, but alsa noted the customer's frustration and apologized for the
expenence. Customer Service Representative advised the customer to
note the date, time and Communication Assistant D of calls with an
excessive delay so that the Communication Assistant's Supervisor and Call
Center Management can be made aware of the customer's concems.

79

5129/2014

Customer reporied slow captions during a call.

Customer Service Reprasentative apologized for the incidence and relayed
the time and date of the call provided by the customer fo the appropriate
captioning service staff for review. Call Center Management subsequently
confirmed that they had not found reason for excessive delay during the
call in question but would monitor the Communication Assistant and coach
on minimizing delay as necessary.

6/5/2014

80

5/30/2014

Customer reported that while speaking with her daughter
on her CapTel last night. the Communication Assistant
entered four letter words into the conversation

Customer Service Representative apologized for the experience, and
advised customer the matter would be locked into and Customer Service
Represeniative would get back fo her. Customer Service Representative
forwarded this call to the call center for further review. Gall center
investigation revealed that the Communication Assistant captioned audio
that was in the background, signified by a macro as a different person
speaking. Customer Service Represeniative altempted to contact customer
to relay information.

6/6/12014




Sprint\}
Relay

Sprint Web CapTel Complaint Log
2013-2014



Complaint Tracking for WebhCapTel {06/01/2013-05/31/2014). Total Customer Contacts: 1

Tally | Date of Complaint Mature of Complalnt Date of Resolutlon Explanation of Resolutlon
1 OG0B3 Customer sent an email stating, "When | make a call with Sprint WebGap el 06/05/13

Jthe screen won't magnify as it did with traditional CapTel (| use windows 7 full
screen magnification). Can this be fixed? Customer Service stated we will
check into this further with the technician and find out what can be done to fix
lthis protlem.

Technician looked into this and stated that WebCapTel should not affect
|magnification on Windows 7. The customer did not reply when asked if he
was using any other software for magnification on his PC. With WebCapTsl,
|the user can increase the size of the text on the screen by changing the font
size in the lower |2/t corner of the WebCapTel captioning screen.
Unfortunately, requested information was not provided by the customer, so
additional assistance could not be provided.
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Sprint FCC Complaint Log
2013-2014



Complaint Tracking for FED (06/01/2013-05/31/2014). Total Customer Contacts: 6

Tally |Date of Nature of Complaint Date of rExplanation of Resolution
Complaint Resolution 3

1 |o1/22114 A customer called Federal Video Remote Interpreting and 01/2314 Management was notified and they have addressed this with the
provided the Interpreter with their pin number. The Interpreter Interpreter
informed the cusomer that the call would not go through
Customer contaced other participants and found that the
conference number was warking for them. The Interpreter
insisted that the pin was not valid. Customer asked to transfer

|to an altemative interpreter at which time the call went through

2 |02/03/14 Customer called about a issue regarding dropped calis, and 02/03/14 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 J04/01/14 The Federal IP Customer notes indicate that they would like the 04/01/14 Operator was coached on the importance of keeping the customer
Operator to "always type recordings.” The customer reports the informed at all times and acknowledged the importance of following
instructions were not followed on an important, recent call. The customer verbal instructions 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 04/28/14 A customer stated that the Operator hung up on the customer 5112014 Report was sent to the program manage, who advised the
during a call. The custoer service representative 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‘um:ing Federal internet Relay was refused 05/09114 Supervisor coached the Operator that customers are able to place
a call by the Operator due to the 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 05/28/14 A Federal Internet Relay customer explained that their out dial 05/28/14 The Operator indicated that they had asked for the agency name to

experience was very slow, and he reportedly had to repeat
instructions to the operator. The customer wants to know why
they had to wait for the operator to prepare for his call
Customer Service apologized for the experience, and notified
the Supervisor. A follow up was requested.

complete the call, as is a requirement for Federal Ip Relay. The
Operator shared that the customer only gave a partial name and
then the full name when the Operator had asked the second time
The Operator did ask the caller to hold while completing the
request Follow up letter was sent via email as per the customer's
request.
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Sprint Wireless CapTel
FCC Complaint Log
2013-2014



Complaint Tracking for Wireless CapTel (06/01/2013-05/31/2014). Total Customer Contacts: 0

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




