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As required by FCC, South Dakota is submitting their annual consumer complaint log summary for
the 12-month period ending May 31, 2014. South Dakota has maintained a log of all consumer
complaints that allege a violation of the federal minimum standards for Telecommunications Relay
Services. South Dakota is filing its Complaint and Summary log along with a report that indicates
the number of complaints received for South Dakota. Included are the following reports:

e A summary with the total number of complaints received between June 1, 20013 and May
31,2014.

e Annual Complaint Log which includes complaints received between June 1, 2013 and May
31, 2014 with the date of complaint, the nature of the complaint, the date of its resolution,
and an explanation of the resolution.

This log contains a summary of the total number of complaints received for this twelve-month
period. South Dakota is confident that Sprint’s records and systems will support any additional
requirements, should the FCC order them.

In its Public Notice, the FCC requests information concerning the total number of interstate relay
calls by type. Per South Dakota’s provider, Sprint, will provide this information to the FCC
concerning the number of interstate calls, however, Sprint will do so under seal since call volume
information is proprietary and confidential. South Dakota considers this report to be in compliance
with the rules and is submitting this log without this interstate relay call information.
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If you have any questions pertaining to this consumer complaint log please contact Janet Ball at
(605) 773-4547.

Sincerely,

W N
Eric Weiss
Division Director/DRS

Department of Human Services

Attachments
1) Total Number of Complaints
2) Log Sheet



South Dakota Relay Service - June 1, 2013 through May 31°%, 2014

1. Total Number of TRS/CapTel complaints: 14
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Complaint Tracking for SD (06/01/2013-05/31/2014). Total Customer Contacts: 14

Tally of Complaint Nature of Complaint Date of Resolution rElpllnlﬂorl of Resolution
1 1713 Customer reported she exparienced long delays after typing "GA" 061713 While the Communication Assistant does nol recall circumstances of this nature, the
from the operator, The customer would fike a follow up email sent to| Communication Assistant was reminded the Importance of responding in a timely manner
her regarding this issue, and keeping the customer informed of the process of the call. Email follow-up was sent.
2 | CEEGE] Customer reports thal every time she dials into the Relay service 0617113 UpmrwiMngmﬂla.anomdmmlm.lumztﬁﬁmmm, She was
the operators greeting is garbled. Thoc:almeslnTumowm informed that Sprint has put in upgrades to improve service for VOIP and if she is not
is using an Ultratec Uniphone 1140, The cust is req VOIP customer, then it may be digital or analog issue and need to address this with her
mmmwmmsmwmummw phone company.
3 70813 o ined Commisacation A i ot follow 0783 Communication Assistant realized the error that was made and attempted to apologize
Mucﬂwwvuwhmmumm&wymgtm but was unabile to. Foliow-up letter sent via U.S. Postal Service as per request.
Supervisor apolog for the i jence. Follow-up requested
1o be sent via postal service.
4 F?m& Customer complained that this Communication Assistant did not 07/09/13 Superviwmelv\dmf‘ lication Assistant who r b atyplng"GM'iolm
respond to the customer, so after awhile the customer hung-up. customer. Communication Assistant coached on typing more than "GA",
Apologized to the customer and advised this will be forwarded (o
the appropriate person for review. No follow up required,
5 E'HODHG c i that this Ci ication A did not 07/09/13 Sumiwmetwi?h Communication Assistant who b ding all the cust
rupmutoimmatornur s0 after awhile the customer hung up. notes and that the customer asked if she can handle the call, the Communication
\pologized to the cust and this will be forwarded to mmmmmwmmmmmwnmumamywmm
the appropriate person for review. No follow up required. had hung up while the C Assi was typing. C 1 1
was coached.
CR 75 Customer complained that the Communication A paused 082513 C jon Assistant was coached [0 respond (o the caller In a Bmely manner.
when asked for verified of Communication Assistant identification
number. Customer knows that if Communication Assistant was
reading the notes, the first note says to listen to the caller first.
Communication Assistant did not answer the guestion and then
hung up. Supervisor apologized for the inconvenience. No follow
up requested.
7 Jm_mna Customer complained tht the operator did nol Isten 1o the caller GaTI3 The Communication Assistant was reading CUSIOMErs extensive Instructions on the
first. She called for @ supervisor but it took too long so she hung-up customer's note and had notified the customer, ‘Ommammtpluseraadlngnctn' At
and dialed in again. Apologized for the i and in the that point the cust did not appreciated this and Insisted that the Commu
future we would do our best to comply with her notes. Customer Assistant "listen” to her first. Supervisor on duty at the time was tied-up and was unable
would like a follow up. to immediately assist the customer. A follow-up letter was mailed.




Complaint Tracking for SD (06/01/2013-05/31/2014). Total Customer Contacts: 14

Tally |anuu-rcompulm Nature of Complaint Date of Resolution TExplanation of Resolution

8 10/02/13 c {ained that the C i A did not 1002/13 C i Assi beli all the | cli were fol d as requested and is
folownmneumtmm Supervisor apologized for the not sure what the complaint is about.

inconvenience. No follow up requested.

9 110113 Customer complained that the Communication Assistant did not 110113 Communication Assistant was trying to respond to the cusk but the cust
follow customer's instructions as given. Supervisor apologized for continued to type. Supervisor assistance was requested but the cust had hung-up.

the inconvenience. No follow up requested.

10 111313 Cu iplained that the C ication A didn't 111413 Supervisor met with C A it and explained the importance of following
listen to the caller first as instructed in customer noles. She started | mstanumtuchms mwmmoudmhmwwmmmm
reading the notes before the could give ir ions. No i will follow i in the future,

follow up requested.

T (PR Cust plained that the C ication Assistant would not 12004113 Supervisor met with C. ication Assistant. G ication A ‘does not
repeat instructions. Customer asked to speak to a supervisor and ber the call h ytime a supervisor is requested, the C icati
the Communication Assistant hung up. Supervisor apologized to |Assistant will get one. Coached the Communication Assistant verifying and following all of]

customer for the inconvenienca. No follow up requestad, customers instructions.

12 E‘I.D'ZDIM Cust | d that the C ication Assistant did not 0172014 SuporvisorrolluwedupwmCummuriubonhswmandaxpmawdmmpamneeaf
WM'LW!OC-IMFMMQMMMWWM following customer notes and instructions. The C Wcation Assistant
hung up on her, Apologized for any i g her

that supervisor would be nofified. Nuﬂulwww

13 %m Customer complained that this operator hung up on her when she oanena The Communication Assistant does nol recall an instance of ing after receving
requestad to make another call. Apologized for the an instruction to dial ber. The C. ication Assi understands the
and assured this would be sent over the operator's supervisor, No P wce of following Instr and that there is no imit on a number of

follow up requested. calls that may be placed by a customer.

14 [osnina Cust plained, "The operator did not follow any of my 06/0114 Follow-up letter sent via U.S, Postal Service as per request,

msmormtu Caller said the text sent was garbled the
C tempted to repeat all the messages and)
i jons when the continued to garble the caller hung

up. Mmmammmwwm




